MISSOUR! GAS ENERGY
3420 Broadway * Kansas City, MO * 64111-2404 « (816) 360-5755
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ROBERT J. HACK
Vice President, Pricing & Regulatory Affairs May 14, 2002

Mr. Dale Hardy Roberts
Secretary/Chief Regulatory Law Judge
Missouri Public Service Commission
200 Madison Street

P.O. Box 360

Jefferson City, Missouri 65102-0360

Re: Case Nos. GM-2000-43, GM-2006-500, GM-2000-502 and GM-2000-503,

Missouri Gas Energy
Dear Mr. Roberts:

Pursuant to the Commission orders in the above-referenced cases, enclosed for
filing herein are four (4) originals (one for each case file) and eight (8) conformed copies
of this letter and a report containing customer service performance information for

calendar year 2001.

i d

Fimak d 'v'V\q_/-l’

C: Carl Ricketts
Ron Crow
Paul Boudreau
Doug Micheel
Cliff Snodgrass

Enclosures



Missouri Gas Energy

A Division of Southern Union Company

GM-200043 ]

GM-2000-500
GM-2000-502
GM-2000-503

May 15, 2002
Report for Calendar Year 2001




Missouri Gas Energy
~ Abandoned Cali Rate

(IlAchl) %
2000 . 2001
January 6.84% January 16.80%
February 7.51% February 2.68%
March 6.65% “|March 6.60%
YTD - Q1 6.99% IYTD - Q1 9.58%
|April 3.46% April 3.91%
May - 2.21% ’ May 4.49%
June 1.60% - June 6.32%
YTD - Q1&2 4,99% _ . {YTD -Q182 7.56%
July 1.95% — Juiy [ 4.19%
August 4.57% - |August 9.37%
|September 6.38% September 13.90%
YTD - Q1-3 4.82% : -IYTD -Q1-3 8.05%
Qctober 4.84% . |October 15.00%
November 5.56% November 13.78% -
December 16.34% ' December 16.41%
Calendar Year 2000 - .6.08% Calendar Year 2001 9.69%
Maximum Allowable . 8.50% Maximum Allowable 8.50%
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Missouri Gas Energy
Average Speed of Answer -
("ASA") in Seconds

2000 2001
January 81 : January 207
February 80 ' February 31
March 78 March ~ 84
YTD - Q1 - 83 “IYTD-Q1 107
April 42 ' April 43
May 25 May 67
[June 20 : ’ June 84
YTD - Q1&2 56 - YTD - Q182 86
July 21 . July 59.
| August 49 [ August 140
September 58 September 161
YTD - Q1-3 52 YTD - Q1-3 97
October 49 October 200
November 49 November 161
December 200 ) December - 264
Calendar Year 2000 64 Calendar Year 2001 - 125
Maximum Allowable 81 Seconds Maximum Allowable 75 Seconds




. MGE deviated above the abandoned call rate (“ACR”) and average speed of
answer (“ASA”) customer service measures as incorporated in the orders of the Missouri
Public Service Commission (“Commission™) in Case Nos. GM-2000-500, GM-2000-502

_and GM-2000-503." Because the actual ACR and ASA measures for calendar year 2001
exceeded both the 24-month averages and the maximum allowable levels for such
measures as incorporated in such Commission orders, MGE offers the foliowing
explanation of why MGE believes these figures have increased.

Calendar year 2001 was occasioned by a number of extraordinary events which
resulted in an abnormally high number of customer contacts. These cvents were not
foreseeable and are not likely to recur with any great frequency in the firture.

The primary drivers of MGE’s ACR and ASA performance during calendar year
2001 were the extremely cold weather of November and December 2000 coupled with
the unprecedented high gas costs in January 2001. These phenomena were chronicled on
an almost daily basis in the media and drove unprecedented numbers of phone calls to
our comtact center. The following charts compares the number of phone calls for
calendar year 2001 to the prior three calendar years and the mumber of phone calls by
months for the summer of 2001 to the prior three summers:
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i These same customer service measures were also sct out in the Stipolation and Agreement

approved by the Commission in Case No. GM-2000-43,




Although the extremely cold weather subsided for the most part in January 2001
and the unprecedented high gas prices began to subside later in the winter of 2001, the
mmpact of these events continued to be felt throughout the remainder of calendar year
2001. For example, the number of accounts past due by sixty (60) days or greater—a key
indicator of customer payment difficulties—began to climb dramatically in early 2001, as
shown in the following table:

'Number of accounts past due 60 days or greater.

2000 2001
January 28,980 32,296
February 22,345 40,637
March 27,274 46,104
April 31,707 51,360
May - 38,566 59,952
June ) 40,178 | 53,308
July 39,648 51,902
August 40,598 49,645
September ‘ 41,084 . 47 122
Cctober 39,458 —41,333
November 37,932 35,189
December 35,295 38,712

in 2000, as shown in the following chart:

Number 6f Disconnects for Non Pay includes residential
and commercial

2000
w2001

g

November
January
February

December

_Although MGE .did a number of things in an effort to help customers manage
these unexpectedly high gas bills,? the above indicators required us to ramp up collection

2 For example, MGE permitted many customers to enroll in the average bill calculation (“*ABC™)

payment pian without being required to bring their accounts current. In addition, collections activities were
intentionally limited in the late winter and early spring to help enable customers to cope with the sitnation.



activities to ensure that customers continued to work with us and reduce past due
balances. ABC payment amounts were adjusted effective with March and August bills,
and a large percentage of ABC customers saw significant increases in their ABC payment
amounts. Disconnection of service was a last resort, but still saw a significant increase in
comparison to prior years. This increased level of activity resulted in a 30% increase in
call volumes during the spring and summer months as compared to the prior three-year
average. Moreover, a majority of calls during this period of time dealt with
disconnection of service; therefore, the customer typically sought immediate attention
and chose to remain on the line for an extended period of time until a consultant was
available, That this type of call tends to increase the ASA can be seen from analysis of
the trend in regard to the average delay before abandonment which has increased by 40%
(from 75 seconds to 105 seconds) as seen in the following chart:
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Media atteniion also resulted in days of higher than expected call volumes.
Examples include radio talk shows on August 17 and Qctober 15, 2001. Each of the
following days resulted in high call volumes, high ACR and high ASA. Reports also
appeared in other media related to Commission press releases, special re-connection
opportunities MGE made available in August, MGE’s implementation of the Cold
Weather Rule on October 1 (a month earlier than normal) and the Emergency Cold
Weather Rule proceedings that occurred toward the end of calendar year 2001, Some of
these instances promoted an opportunity for better service (by spreading out the mumber
of re-connects and thereby mitigating wait times during the typical “Fall Rush™) and
advantageous pay agreement opportunities for customers, but virtually without exception,
each of these reports or events resulted in higher than expected call volumes, ACR and
ASA

In summary, the extreme weather in November and December of 2000, the
unprecedented high gas prices during the winter of 2000-2001—both of which were
beyond MGE’s control—and the ensving impact such events had on customers’ accounts
and MGE’s financial and operating conditions caused the ACR and ASA for calendar
2001 to exceed the maximum allowable levels as incorporated in the Commission’s




orders in Case No. GM-2000-500, GM-2000-502 and GM-2000-503. It is highly
unlikely for both of these phenomena to recur at the same time with any great frequency.
MGE does not believe that it is reasonable or appropriate to staff at the levels necessary
to handle such infrequent and unforesecable peak volume situations. . Therefore, MGE
does not believe it is necessary to expend any costs in order to improve the ACR and
ASA measures such that MGE meets or beats the maximum allowable levels for such
measures during calendar year 2002.

Nevertheless, in an effort to continue to enhance its operations and service
delivery to customers, MGE has undertaken a number of changes designed to enable
better handling of such peak-type situations. For example, personnel in cur Account
Services and Billing Services Departments provided additional support to the Contact
Center (while handling the day-to-day responsibilities of those respective departments)
and took a greater number of calls as shown in the following chart:

Number of Calls Taken by Account and Billing

Services (January through December)
cYo1 79,809
CYQo 33,512
CcYg9 25,550
CcY98 . 32,978

MGE has also modified its interactive voice response (“IVR™) system to assist with ABC
plan registration and add functionality which has resulted in over 140,000 calls being
handled by automation (a 100% increase over prior years). MGE will continue to seek
out similar opportunities in the future. '




Missouri Gas Energy

Personnel
Personnel responsible for After hours contact -
handling MoPSC personnel
complaints/inguiries
. home phone/pager -
" Shirley Bolden phone: (816) 360-5528 Greg Pollard 816-741-8644 / 816-757-3031
- Karen Johnson phone: (316) 360-5529 Ron Crow . 816-781-7954 / NA
Renee Paluka  phone: (816) 360-5509 Shiriey Boiden 816-763-9116/NA
David Hendershot 913-764-1778 / NA
Rick Rogers . 913-897-1176 / 816-757-2118
Kim Lambert 816-587-0482 / 816-497-0758
Customer service
management
training personnel
Greg Pollard phone: (816) 360-5877
: . .
Shirley Bolden phone: (816) 360-5528
David Hendershot  phone: (816) 360-5634
Rick Rogers phone: (816) 360-5586
Kim Lambert phone: (816) 360-5585

Process and level of autherity for discontinuance of service to a Registered Customer

1) Registered Customers are separated from daily non-pay shut off accounts and sent to Customer Advisors.
2) Customer Advisor réyiews account and makes contact with customer or designated 3rd party contact.
3) If decision is made to discontinue service, Customer Advisor contacts an officer of the company.

4) Our practice is nat to discontinue service to Registered Customers during the Cold Weather Rule (CWR")
period (Novernber 1 through March 31). : -




Missouri Jurisdictional Bad Debt Write-off

Missouri Gas Energy

SralamidricaalPEicompl s

January Februan March
Number of INumber of of
Doliar amount  [accounts Doflar amount  [accounts Daoliar amourt  |accounts
writlen off writtan off Ravenua wiitten off - jwritten off  {Revenua written off written off  |Revenue
RSM (156,134) 2,480 84,592,486 (7,396) 2983 76,182,132 54,472 2,802 72,548 639
SGSM {4.035) 180 33.468,258 16,284 242 20,458,730 18,537 231 28,040,321 |
LGSH - - 4749413 42) - 4,519,022 - - 4,344,025
LvM - B 1,777,418 - - 1,483,887 - - 917,283
Total (160,169) 2,670 124,987,586 8,346 3,205 111,623,771 73,010 3,033 105,850,247
-Yaar to Date - Q1 April May
. Number of Number of Number of
Doliar amount Jaccourds Doilar amount [accounts Dollar amount Jaccounts -
written off written off Revenue written aff writtan off Reverue written off written off | Revenue
RSM (109,557) 8,255 233,723,268 223,017 2,193 40,329,092 3,097,658 8,978 17,018,655
SGSM 30,788 853 90,967,310 79.708 300 14,804,901 385.734 1,028 8,118,455
LGSM (42) - 13612460 - 2.478,703 38,672 8 1,103,480
LV - - 4,158,567 141,315 3 680,845 47 - 595,055
Total 78.813)] 8,508 342,451,504 444,100 2,408 58,893,541 3,522,012 10,010 24,833.625
June Year to Date - Q1 & Q2 July
Number of Number of - Number of
Datlar amount |accounts Dollar amount {accounts Dallar amount taccounts
[written off written off Revernua written off [written off Revenue written off written off | Reverue
—RSM———| 338019 041 13,051,070 5501375 | 29,367 304,820,023 3,015,850 10,482 11,065,938
SGSM 238,303 660- 4,568,848 734,528 2,838 116,557,314 95,335 51% 4,023,365
LESM . 284 1 685,919 41,471 7 17,890,542 8,223 1 582,972
L - - 580,845 141,268 3 8,025,112 . - - 841,923
Total 3,621,343 10,602 18,904 222 7,508,642 32,018 445,002,992 3,122,208 11,002 18,314,198
August Septembear Year to Date - Q1 - Q3
Number of Number of Number of
Dollar amount |accourts -Dellar amount jaccounts Dollar amount [actounts
written off written off Reverue wrilten off written oft Revenue written off written off  { Revenue
[RSHM 1,971,672 9,817 10,183,638 519237 10,481 10,850,752 12,101,924 60,247 338,520,352
SGSM 45,282 348 3.784.375 56802 304 4,020,170 932 847 3,308 128,385,233
LGSM - - 804 242 - - 585,017 47,884 [ 18,662,774
™ - - 82734 - - 564,340 141,288 3 7,314,110
Total 2,016,954 10253 14,654,900 576,029 10,785 15,620,238 13,223,833 64,058 451,882,458
October November December
Number of i Number of Number of
Oallar amount [accounts Doltar amount [accournts Dollar amount |accounts
written off written off Reveme written off written off Revenus written off written off | Revenue
[Rsm (521.546) 10,492 13,433 488 (802,773) 8,303 19.413.508 | 2404.573 15,208 26,830,080
{sesm (32,700) 388 ‘4,784,200 16,711 318 6,779,757 334432 15859 9,278,058
LGSM 797 547 1,053,638 45,038 10 1,480,785
LV 704,812 - 1,054,903 [ 1 1,238,710
[Total (554,243) 10,858 18.720.047 (786,042) 6,622 28,306,621 2,783,288 16,888 | . 38.847.854
Calendar Year 2001
Number of
writtan off written off Revenue
[rsw 13,182.178 92.340 398,211,253
[SCSM 1,251,410 8,052 145,228,248
LGSM 92,730 15 23,004,752
LV 149,518 | 4 10,312,535
Total 14,866,834 98414 578,758,788
Nate:
Revenue amounts shown do not include defayed charges of mi service charge revenue.
Negative writa-aff amnlmts indlcate net recovery.
v are based on an estimate.




MoPSC Inquiries/Complaints

(Provided to MGE by MoPSC staff)




. Quartedly Repart.
Jannary - March 2001 .
o  CASENO. GM.200043
Naturs of Consumer Cantact Jan01  Feb-01 * Mar01 ' .
Bifing in Gensral. 1 2
Dalinquent Account ’ A 4 2
Disputed Bl 3 1 9
Budget Plan . ) ] C1T .
BillngCycls - . L
. Bifing/Caid Weather Ruls
Taxes '
Incorract BM 1 2
Racaived No i !
Depostt Refund
Depnsit Raquest .
Rebill 4 5
Calcudated Bil Pollcy 1
. FinadBO - . ' e
Discontinuzncs of Servica 1 .4
High B0 ‘ 3 6 . 4
PGA . © 176 48 9
Oppoas Rate Increase 8 1 "3
T Rates-Utility Extension
: . Servics in General
Reafisal of Servics 1 2 3
Installation Dalay ' 1
Setvica Line Maintenancs Responsibility
Payment Posting Problem
Servica Line i : ) )
Phone Center Problem - . 1 1
Défactive Mator § D 4
Gasloak IR . .1
_Damages - 1 1 '
Utity Easement : :
General Information - -2 1.
Ruiss/Requiations ’
. Propertty Rastoration i —

TOTALS o n &




QUARTE REFORTS OF CUSTOMER COMPLA; .JINQUIR!ES
CASE NO. GM-2000-43

- Apr-01f  May01{ Jun-01
Billing in General . 3 4 i
Delinquent Account 10 [ 13
Disputad Bill i . 10| - 8| 11
Jincorrect Bill . 1 -
: }@anam 1 . 11 1
- |Budget Plan - 1
Biling/Cald Weather Rule :
Minimum Bill
Rabill I
Received No Bill : 1
Daposit Request ’
Discontinuanca of Servica
Hgh Bl |-
Rates/Tarlff -
PeA__ |
Oppose Rate Increase
Defective Meter )
{Defective Remote

ST ES

wimjo] - nlp
A

ol et 1060

W

Payment Posting Problem - 1
Gas Leak | . -

Servica Lineg
Servics in General
‘IGeneral Information
Phone Cantar Problem
Delayed Restoral
[Froperty Restoration
Rules/Requiations - -
Assistancs for Payment -
Other -
Damages 1

Ny o] aa

N wh | ot |

e e S = Y=Y

TOTALS - &/ &

18]




QUARTEF  REPORT OF CUSTOMER COMPLAIN. _NQUIRIES
: CASE NO.GM-2000-43 -

Jul-01| Aug-01] Sep-01
- |Billing in General 4 -1
Delinguent Accourt 11 12} . 10|
Disputed Bill ) S 1] 11 8| -
Minimum Biil 1
Final Bill | 2 1
Budget Plan 3 .7 6}
Rebill | 2 1
Incarrect Bill .1
Depasit Request ] 1
. |Discontinuance of Service 12 8 9
tHigh BilF.- | 2 2 2|
|Rates-in General 1 : 1
Rates/Tanit 1 2
Oppose Rate increase - 3 - .
PGA | 3 3 2
Service Order Deiay -1
- |Installation Delay 1
Defective Meter - - 1 1
1Defective Remote . .
‘ ice - 13 14 6
Payment Fosting Problem 1
Gas Leak | - 1 1]-
Property Restoration - 1
Phone Center Problem 1
Damages |- ] 1 1
Rules/Regulations | 1
Billing Cycle
Other . . )
Service in General . - 1 2
Delayed Restoral ot
Serviceline = I, 1
TOTALS : 57 65 59




QUARTERL Y REPORT OF CUSTOMER COMPLAINTS/INQUIRIES
MISSOURI GAS ENERGY
CASE NO. GM-2000-43

Oct-01 Nov-01 Dec-01
Billing in Generai 3 1
Delinquent Account 8 10 6
Disputed Bill 3 3 9
Minimum Bill 1
Final Bill | 1 2 1
Budget Plan 3 2
Rebill T '
Calculated Bill Policy 1
Estimated Bill 1
Incorrect Bill ' 3 1
Deposit Request ‘ 1
Discontinuance of Service 10 9 ]
High Bill | : 3 2 1
Rates in General
Rates/T ariff 1 2
Late Payment Charge 1
PGA [ 1
Service Order Delay
Installation Delay 3 1 1
Defective Meter
Defective Remote
Refusal of Service 11 11 8
Payment Posting Prablem 1
Gasleak [ 1 1
Property Restoration
Phone Center Problem : 1
Damages |
Rules/Regutations
Billing Cycle
Other T 1 )
Service in General . 2 1
Delayed Restoral ) 4
General 1
TOTALS . 53 51 42

2001 Total = 840 or 1.71/1,000 customers (840/481)
Capis 1.84/1,000 customers




Customer Service Organization Chart




: Missouri ’Gas Energy - -
/ - Customer Service Organization

Greg Poliard
Vice President - Business Services
I — - 1
Rick Rogers ' Ron Crow
Director or Acoount Setvices Director of Customer Service
r — ] ) i
< Kim Lambert A David Hendershot Shirley Bolden
Manager of Account & Bilfing Services Credht & Collections Manager Contact Center Maneger
CSReps X ) ! "
I I - T = T 1
‘St Customer Advisor Jaunite Stewart - JoPorter Vacant Cralg Layman Vicky Paddack
1 Customer Advisor 8 i Advisor So. Region PBO Manager of KC PBO Resource Planner | | Administative Assistant
2CS Reps . . 8tJoseph PBO 4 C8 Reps/Jopln 5CB Reps
3C8 Reps 3 C8 Reps/Monett .
. Carmen Haralson * Jodle Kavanaugh
Contact Center Ll Contact Center
Buepnisor Supervisor
14 C8 Reps
* Jan Qualkinbush . Jean O'Delt
:Contact Center Lil Contaca Center
Supervisor Supervisor
14 C8 Reps 13 C8 Reps
' Rena Morrow Carol Gamble
- Training Bpecialist __‘ . Tmining Speclailst
Karen Johnson

. | Qualty Assurance Speciafist | |




Customer Service Staffing




Missouri Gas Energy
Customer Service Staff
January - March 2001

January January Term/Resign February February | Term/Resign March March
Full Time Part Time New Hires Full Time Part Time New Hires Full Time Part Time
Director 1 -1 0 0
Manager ° 2 2 2
Supervisor 8 8 -1 7
Advisor -3 3 3
Administrative Assistant 1 1 1
Analyst 1 1 1
Trainer 2 2 2
Quality Assurance 1 1 1
Human Resources Manager 0 0 0
Switchboard 1 1 1
Credit Administrator 1 1 1
Contact Center 40 18 -1 40 17 7 47 17
Training Class 0 8 0 8 -8 0 0
Billing Services 16 2 16 2 16 2
Account Services 15 2 15 2 15 2
Seasonal Employees 0 0 0 0 - 0 0
Temporary Employee 0 0 0
CSC Main Street 5 5 5
CSC Joplin 4 4 4
CSC Monett 3 3 3
CSC St. Joseph 3 3 3
TOTAL 107 30 -2 106 29 -2 112 21




Missouri Gas Energy
Customer Service Staff
Aprll - June 2001

April
Full Time

April
Part Time

Term/Resign
New Hires

May
Full Time

May
Part Time

Term/Resign
New Hires

June
Full Time

June
Part Time

Director

0

Manager

Supervisor

NN O

Advisor

2
7
3

Administrative Assistant

Analyst

Trainer

Quality Assurance

Human Resources Manager

Switchboard

Credit Administrator

Alalolabvlala

Contact Center

-
o

-
a

Training Class

Billing Services

Account Services

aaoa_\ﬂo*k\

OIN(IN[O

Seasonal Employees

oININ( o

-
SN

olalaield |2 l=lof=[m]- 2w~

Temporary Employee

CSC Main Street

CSC Joplin

CSC Monett

CSC St. Joseph .

=1 [ RN | [=)

TOTAL

19

ojwlw|sln|olo

-
©

18

=
©

18




Missourl Gas Energy
Customer Service Staff

July - September 2001

TO

July July Term/Resign August August Term/Resign | September | September
Full Time | Part Time New Hires Full Time | Part Time New Hires Full Time Part Time
Director 0 1 1 1
Manager 2 -1 1 1
Supervisor 7 7 7
Advisor 3 3 3
Administrative Assistant 1 1 1
Analyst 1 1 1
Trainer 2 2 2
Quaiity Assurance 1 1 1
Switchboard 1 -1 0 0
Credit Administrator 1 1 -1 0
Contact Center 46 13 -3 46 10 -1 45 10
Training Class 0 0 0 0 7 7 0

Billing Services 16 2 -1 15 2 15 2
Account Services 13 2 -1 12 2 -2 11 1
Seasonal Employees 0 0 0 0 0 0
PBO Main Street 5 5 5 .
PBO Joplin 4 4 4
PBO Monett 3 3 -1 2
PBO St. Joseph 3 3 3

17 6 106 14 109 13




Missouri Gal Energy
Customer Service Staff
. October - December 2001

Manager

October October | Term/Resign | November | November | Term/Resign | December | December
Full Time_| Part Time New Hlres Full Time | Part Time New Hires Full Time { Part Time
" [Supervisor 7 7 -2
|Advisor 3 3
Administrative Assl: C 1 1
T\-nalyst 1 1
Tralner .2 2 2
Quality Assurance 1 1 - 1
Switchboard 0 0 0
Credit Administrator 0 0 : 0
Contact Center 45 10 45 10 -2 43 10
Training Class 7 0 7 0 7 0
15 2 15 2 15 2
11 11 1 1 1
Seasonal Employees 0 0 0 0 0 .0
PBO Maln Street £ : 5
) 4 4 4
2 2
PBO §t. Joseph 3 .
TOTAL i 10! 8 13
GRAND TOTAL: A .




Number of Estimated Bills

(Including consecutive estimates)




ESTIMATED METER SUMMARY FOR

JAN-01
RE: SOUTHERN REGION [[* month [2 months] 3 months[4 months| 5 months| 6 months] 7 months| 8 months{ 9+ months| Grand Total
Location: v \
JOPLIN, MO 2] 0] 0] 0] o] 0] o] 0] o] 2
MONETT, MO 0f 0f 0] 0] o] of [) R ) 0.
Region Total: 2] o] of 0] o] 0] of 0] ] 2
RTO-DATE 10 2o o o __o 0 o0 ol 25
RE: KANSAS CITY REGION 1 month |2 months]3 months[4 month§| 5 months[6 months]7 months[8 months] 9+ months| Grand Total
Location: 3 .
INDEPENDENCE, MO 0 0 0 0 0, 0 0 0 0 0
WARRENSBURG, MO 1 0 0 0 0 0 0 0 0 1
KANSAS CITY, MC 58 22 3 3 5 1 o C 2 94
LEE'S SUMMIT, MO 1 0 0 0 0 0 0l 0 0 1 \
ST. JOSEPH, MO 0 0 0 0 0 0 0 0 0 0
KANSAS CITY NORTH 11 2 0 0 0 0 0 0 0 13
Region total: | T 24] 3] 3] i 1] 0f 2] 109
YEAR-TO-DATE TOTALS ~ 568| 143 53 16] | 2 1 1] 22| 813

NOTE: Beginning a new fiscal year - 2001 (July '00-June'01)




ESTIMATED METER SUMMARY FOR

FEB-01
RE: SOUTHERN REGION J| 1 month |2 months]3 months}4 months| 5 months| 6 months| 7 months| 8 months| 8+ months| Grand Total
Location: .
JOPLIN, MO 1] 0] | 0] 0] o[ 0] 0] 1
MONETT, MO 0] o] of 0] 0] 0f o] 0] 0] 0
Region Total: | [ 0] 0] 0] 0] 0] 0of o] of 1
YEAR-TO-DATETOTALS | 25| of o o 9] of o - 9 o] 25

RE: KANSAS CITY REGION 1 month |2 months[3 months[4 months] 5 months[8 months[7 months[8 months] @+ months] Grand Total

Location:
INDEPENDENCE, MO
WARRENSBURG, MO
KANSAS CITY, MO
LEE'S SUMMIT, MO
ST. JOSEPH, MO
KANSAS CITY NORTH

EN
=lo|~jojolo
~
=|QN|=|o|o

ojo|o|=|lolo

olo|ojojo|o]

-
ololo|~|olo
=l I=l=1E 3 =1(=]
[=1f=1E=]1NIE=][~]
olojo|w|o|lo

olo|ojajolo

olo|ojojolo

Region total: | 57] 1] 4] 0] 2
YEAR-TO-DATE TOTALS | 568| 143] 53] 16] 7

0
1] 22| 813

N
-

NOTE: Beginning a new fiscal year - 2001 (Ju!y"DO—June‘O()




ESTIMATED METER SUMMARY FOR
MARCH-01

[RE: SOUTHERN REGION 1 month |2 months{3 months|4 months| & months|6 months|7 months|8 months| 9+ months| Grand Total

Location: .
JOPLIN, MO 0] 0] 0] 0] 0] 0] 0] 0] 0] 0
MONETT, MO 0f 0] 0] 0] 0] 0f 0] of 0] 0

Region Total: [ 0] 0f 0] 0] 0] 0] o] 0] 0

YEAR-TO:DATE TOTALS 26] 0] 0] 0] 0| o] [ [ 0] 26

RE: KANSAS CITY REGION 1 month [2 months[3 months]4 months]5 months[6 months[7 months[8 months] 9+ months| Grand Total

Location:
INDEPENDENCE, MO
WARRENSBURG, MO
KANSAS CITY, MO 37 3 2 1 0 2 2 1 1 49 i
LEE'S SUMMIT, MO 2 1 0 0 0 0 0 0 0 3 .
ST. JOSEPH, MO ’
KANSAS CITY NORTH 7 0 0 0 0 0 0 0 0 7
Region total: I 46] 4] 2] 1] 0f 2] 2| 1] 1] 59
YEAR-TO-DATE TOTALS .7 625] 154] 57| 16| 9| 5] 2| 1] 23] 892

NOTE: Beginning a new fiscal year - 2001 (July '00-june'01)




ESTIMATED METER SUMMARY FOR

APRIL-01
[RE: SOUTHERN REGION T month T2 months |3 months | 4 months T 5 months | 6 months | 7 months | 8 months | 9+ months | Grand Total
Location: .
JOPLIN, MO 2] 0] 0] 0] 0] o[ 0] o[ 0] 3
MONETT, MO 0f [J] 0f 0] of o] of of of 0|
Reglon Total: [ 2] o] o] 0] 0] of K| 1| 0] 2
YEAR: o 28] of of of of of 9 of 9] 28
.RE: KANSAS CITY REGION || + month T2 months |3 months | 4 months ] 5 months | 6 months | 7 months | 8 months | 9+ months | Grand Total
Location:
INDEPENDENCE, MO 0 0, 0 0 0 0 0 [ 0 0
WARRENSBURG, MO [J 0 0 0 0 ] 0 0| 0 0
KANSAS CITY, MO 11 4 1 1 0 0 1 1 1 20|
LEE'S SUMMIT, MO 4 1 0f 0 0 0 0 0 0 G |
ST. JOSEPH, MO [V 0 0 0 0 0 0 0 0 0
KANSAS CITY NORTH 3 0 0 0 0 0 0 0 0 3
[Region total: [ 18] 5] 1l 1 [ o T 1 1] 26
YEAR-TO-DATE TOTAI K| 643 169] 58] 17) 9/ 5 3 2| 24] 920)

NOTE: Beginning a new fiscal year - 2001 (July '00-June’01)




ESTIMATED METER SUMMARY FOR

MAY-01
[RE:SGUTHERN REGION _[{ 1 month | 2months | 3 months | 4 months | 5 months | 6 months | 7 monihﬂ 8 months [ 9+ months | Grand Total
Location: : ) @
JOPLIN, MO 2] - 0] 0] 0] 0] of” 0 0] 0 2
MONETT, MO 0] 0] 0] 0] o[ 0] 0] o 0] 0
7 o o o o] 0] o[ o[ o] 2
30] 0] o] o] _ 0f 0] 0] 0] o] 30
[RETKANSAS CITY REGION | 1 month [2 months | 3 months | 4 months | 5 months | 6 months | 7 months [ 8 months | 9+ months | Grand Total
Location:
INDEPENDENCE, MO
WARRENSBURG, MO
KANSAS CITY, MO 14 1 1l 1 0 0 0 0 0 17
LEE'S SUMMIT, MO 1 0 0 0 0 0 0 1) 0 1
ST. JOSEPH, MO
KANSAS CITY NORTH 2 0 0 0 0 0 0 0 0 2
I 17] i 1 gl o 0 0] 0 0] 20
H B60] __ 160] 50 (I 5] 3] 2| 24 940

NOTE: Beginning a new fiscal year - 2001 (July ‘'00-June'01)




ESTIMATED METER SUMMARY FOR

JUNE-01
[RESOUTHERN REGION J[ T month T2 months |3 months ] 4 months ] 5 months | 6 months | 7 months [ 8 months | 9+ months | Grand Total
Location: ‘
JOPLIN, MO 2] of 0] 0] o] o] 0] 0] o] 2
MONETT, MO 0] 0] of [ 0] 0f 0of 0] 0] 0
2] 0] 0f 0] 0] 0] 0] 0] 0] 2]
32 of 0] 0 0] 0] 0| of 0] 32
JRE: KANSAS CITY REGION J|  month | 2 months | 3 months ] 4 months [ 5 months [ 6 months | 7 months [ 8 months | 9+ months | Grand Total
Location: .
INDEPENDENCE, MO 0 0 0 0 0 [ 0 0 [ 0
WARRENSBURG, MO 0 0 [J 0 0 0| 0 0 0 0
KANSAS CITY, MO 23 4 0 0 0 [}) [4) 0 0 27,
LEE'S SUMMIT, MO 0 0 0 0 0 0 0 0 0 0
ST. JOSEPH, MO 0i 0| 0 0 0 0 0 0 Y 0
KANSAS CITY NORTH 1 0 0 0 0 0 o] 0 0 1
Reglon total: | 24] 4] 0] 0] 0] 0] 0] 0] 0] 28
; | 684 164 59 18] o] 5] 3| 2| 24] 968

NOTE: Beginning a new fiscal year - 2004 (July '00-June’01)




ESTIMATED METER SUMMARY FOR
JULY-01

[RE: SOUTHERN REGION

[l 1 month { 2 months | 3 months | 4 months | 5 months | 6 ToRS | 7 Monts | 8 months | 9+ months | Grand Total

Location:
JOPLIN, MO 1] o] o[ i o] o] 0] o[ 0]
MONETT, MO 1 | Il [ 1 1 | | 1
T o o] o 1 o] o] o[ o[
33 of of of o of o o} 0f 33
[RE:KANSAS CiTY REGION J| 1 month | 2 months | 3 months | 4 months | 5 months | 6 months | 7 months | 8 months | 9+ months | Grand Total
Location:

INDEPENDENCE, MO T

WARRENSBURG, MO -

KANSAS CITY, MO 19 2 2 0 ol 0 0 0 0 23

LEE'S SUMMIT, MO 4 0 0 0 o 0 0 0 0 4

ST. JOSEFH, MO -

KANSAS CITY NORTH - 1 0 0 0 6[ 0 0 0 0 1

24] 2] 2[ 0] ﬁo' o] [ o] I 28'

708 166! 611 18] 8} 51 3l 2 24} 9961

NOTE: Beginning a new fiscal year - 2002 (July '01-June'02)




ESTIMATED METER SUMMARY FOR

AUGUST-01
: SOUTHERN REG| J| 1 month | 2 months | 3 months | 4 months | 5 mcﬁths| 6 months | 7 months | 8 months | 9+ months | Grand Total ‘
Locati . . - ®
JOPLIN, MO 2] O] 3] 0] 0] o] 0f o - o] 7_‘
MONETT, MO of - 0] of 0] 0] 0f 0] 0f 0] 0|
RegionTotal, 7] [ B [l 9] 0] ol o 0] 3
YEAR-TO-DATE TOTAL 3 0] 3| 0] 1] 0] 0] 0] 0] 3
|RE: KANSAS GiTY REGION J 1 month | 2 months [ 3 months [ 4 months | 5 months | 6 months | 7 months | 8 months [ 9+ months | Grand Total
Location: v
INDEPENDENCE, MO 0 of 0 0 0 0 o] Q 0 0
WARRENSBURG, MO 0 0 0 0 0 0 (_)_I 0 0 0
KANSAS CITY, MO 12 2 0 0 0 0 0 0 0 14
LEE'S SUMMIT, MO 1 1 0 -0 0 0 0 0 . 0 2
ST.JOSEPH,MO | 0] 0 0 0 0 0 0 0 [1] [
KANSAS CITY NORTH 1] 0 0 0 0 0 0 0 0 1
14] 3] 0] 0] 0] 0 0] 0] 0] 17
38( [ 2| 0] 0} 0 4] 0| o[ 45| -

NOTE: Beginning a new flscal year - 2002 (July '01-June’02)




EST|MATED METER SUMMARY FOR

SEPTEMBER-01
E: SOUT! RN. G T month | 2 months | 3 months | 4 months | 5 months | 6 months | 7 months | 8 months | 9+ months | Grand Total
i.ocation: )
JOPLIN, MO . 2 6[ 0] 0] 0] 0of 0 [ of 2|
MONETT, MO o 0] 0] 0] of o of 0! 0] 0
|
5 ) | B S—| —] E— ) —
YEARC : 5 o] of o[ of o 0] 0 [
RE: KANSAS CITY REGION ] 1 month [2 months | 3 months [ 4 months | 5 months | 6 months | 7 months | 8 months | 9+ months | ~Grand Total
[Locati '
INDEPENDENCE, MO 0 0 0] 0 o o o] o of 9
WARRENSBURG, MO 0 0 0 0 0 0 0 0 0 0
KANSAS CITY, MO [] 1 1 0 0 0 0 0] 0 10)
LEE'S SUMMIT, MO 1 [ 0 0 0] 0 0 [} 0 1
ST. JOSEPH, MO 0 0 0 0 0 [ 0 0 0 0
KANSAS CITY NORTH 1 0 0 0 0 0 [ ] [ 1
10] 1 1 0] o] 0] 0] 0 0] 12
48] 6] 3| 0] 0] 0] 0f 0 0 57

NOTE: Beginning a new fiscal year - 2002 (July '01-June'02)




ESTIMATED METER SUMMARY FOR
OCTOBER-01

lRE: SOUTHERN REGION

t oeation:

T month T2 monihs[3 months|4 months] 5 months[6 months[7 months| 8 months] 8+ months] Grand Total

I Joron o o]

o] 0] 0] 0] [} 0] 0] 0] 0

MONETT, MO - 0] 0] 0] 0] 0] 0f [l [ 0] 0
' 0] 0] 0] o] o] 0] 0] 0] o] o

| o 1] of 0] 0] 0] [ of 5

iRE; RANSAS CITY REGION | 1 monih |2 monihs|3 months{4 months|5 months] € months]7 months[8 months[ 8+ months] Grand Total

T
INDEPENDENCE, MO o 0] 0 [} 0 0 0 0 0 )
WARRENSBURG, MO —_ 0] 0 0 0 0 0 0 0 0 0
KANSAS CITY, MO 37| fio 1 1 0 0 0 0 0 39)
LEE'S SUMMIT, MO ll [} 0 0 0 0 [ 0 0 1
ST. JOSEPH, MO 0] . .0 0 0 0 0 j‘ 0 0 0
KANSAS CITY NORTH 8] 0 0 0 0 0 0 0 0 8

[Reglon total: | 4] of ] 1] [l 0] [} [} 0] 28

[VEAR TETOTAE o o7 8] 3] 1] 0] 0] ] I o] 103

NOTE: Beginning a new flsca) year - 2002 (July '01-June'02)




ESTIMATED METER SUMMARY FOR

NOVEMBER-01
: SOUTHERN REGIO ‘month |2 monins| 3 months] 4 Months| 5 months|6 montns| 7 months|8 months| 8+ months| Grand Total
~_JOPLIN, MO 0] o] Gl o] o] o 0] o] ii
MONETT, MO __ o] 9| oo 0| o] o[ o| o} 9|
Region Total: 2] QI [ 0] 0] o] 0] of o] 5‘
AR-TO- ITAI 7| 0 0f 0] 0] [1]] 0f [ 0] 7

[RE: KANBAS CITY REGION ]| 1 month |2 months}3 months[4 months]5 months]6 months|7 months[8 months 8+ menths] Grand Total

I'Locatlon: . -

‘ NDEPENDENCE, MO 0 D 1] 0 0 [l 0 o] 8 0
WARRENSBURG, MO 0 0 0 0 0 of 0 0 0 0
KANSAS CITY, MO 8 s 0 i 0 0] 0 0 o e(fl
LEE'S SUMMIT, MO 2 0 0 0 0 0} 0 0 0 2
ST. JOSEPH, MO 0 0 [ 0 6 of 0 0 0 0
KANSAS CITY NORTH [] o[- 0 0 0 0f 0 0 0 [}

&7] 9] o] T o] o] o] 1l o] 77
150] 18] 4 3] 0] o] 0] o] o] 180

NOTE: Beginning a new flscal year - 2002 (July '04-June'02)




ES_TIMATED METER SUMMARY FOR

DECEMBER-01 -
[RET SGUTHERN REGION ][ month |2 months] 3 months]4 months] 5 Months] 6 months| 7 months] 8 months] 9+ months| Grand Total
Location: i
JOPLIN, MO 3 [l ) 0 ] I o] o[ o] 3
MONETT, MO o[ 9] o] 8 o 0] ol o] o] 0
3 a 0] 0] o o] o] o] ] 3
T0[ ol o] o] o] o] o] o 0] 70

RE: KANSAS CITY REGION i 1 month |2 months| 3 months[4 months]5 months]8 months[7 months[8 months] 8+ months| Grand Total

[Location:
INDEPENDENCE, MO 0 0 0 0 0 0 0 0 0 0
WARRENSBURG, MO 0 0 [ 0 0 0 0 0 0 (ﬁ
KANSAS CITY, MO 73 24 3 0| 1 0] . 0 0 0 101}
LEE'S SUMMIT, MO . 8 0 0 0 0 0 0 0 0 [
ST. JOSEPH, MO 0 [1] 0 0 0 0 0 0 0 0
KANSAS CITY NORTH' 20 1 0 6{ 0! 0 0 0 0 21

Reglon total: - 98] 257 al” Ql | o] 0] 0} 0] 128)

VEARSTGEDRTE TOTALS 258] 40] 7] 2 1] 9] [ of [ 308]

NOTE: Beginning a new fiscal year - 2002 (July '01-June’02)




List of Customer Péy Station Locations




KC

Hours of Chrg ®
) : Operation AM Location |Pay Statlon
Agent . Maln to PM unless |Automated| KC/ Per
# Name Add Telephone #| Contact specified / Manual | Southern | Transation
928 |Albertson's #2107 . 12701 E 32nd St Joplin 64804 |417-8498-1257 [Rick O'Brien 8:00 - 8:00 A ted ithern
929 |Albertson's #2110 1860 § Maiden Ln jJoplin 64801 | 417-849-1257 [Rick O'Brien|  8:00 - 8:00 Automated | South
930 |Albertson’s #2106 1400 N Massey Bivd |Nixa 65714 |417-725-6166|Rick O'Brien |  8:00-8:00 | Aut d | Southern
931 |Alb 's #2111 804 W US Hwy 60 |Republic 665738 |417-732-2878|Rick O'Brien| 6:00 - 10:00 | AL d Soﬁtﬁem
3719 |Tom
i1 _|Appie Market #i15 r dep Ave |Kansas City 54124 [616-241-5558)Jon 7:00 - 8:00 A KC
Carthage Water & . . Jane
915 _|Electric 149 E 3rd St Carthage 84838 | 417-237-7300 {Hummer 8:00 - 5:00 | Automated | Southern
2307 816-483-1210 |Kathy
032 {Cantral Bank of KC |Inder Ava |Kansas City 64124 X227 Fasssit £:00 - 6:00 KGC 0.50
: Kathy
933 [Central Bank of KC  |3740 Truman Rd__{Kansas City 84127 |816-231-6815|Fassett 9:00 - 6:30 | Automated KC 0.50
942_|Central Bank of KC__|3600 Broady ay _ |Kansas City 54111 _|816-931-1857 " | Automated KC 0.50
841 [Cly Hall 203 Paul St Pleasant Hill 64080  |816-540-3162|Sandy 8.00 - 6:00 | Automated KC
10X g —
903 |Clty of Aurora Madison St Aurora 65605 |417-878-6121|Anessa King|  8:00 - 5:00 Automated | South
City of Independence -| 11610 E Truman Duane
940 |Water Rd - =~ Independence 64050 |816-325-7608 (Wheaton 7:30 - 6:00 Automated KC
I : ; Debbie/im
828 |Hy-Ves 8301 N 8t Clalr Kansas Clty 64161 | 816-5605-1000 {Walters 7:00 - 10:00 ) Aut d KC
Sharon -
939 |Hy-Vee 1307 E North Ave |Belton 64012 |816-318-0400{Duncan 7:00 - 8:00 | Automated KC
Hy-Vee Food & Drug ] Carrle/Mark/ .
925 #1380 - 1301 NE Rice Rd Lee's 84086 1816-524-5760|Steve 6:00 - 10:00 | Automated KC
Hy-Vee Food & Drug- . )
935 {West {310 8W Ward Rd_{Lee's Summit 64086 _ {816-564-2200|Gary Penix 6:30 - 10.00 | Automated KC
- Glen/Don
801 |IGA ) 1215 E 47th 8t Kansas Clty 64110 |816-931-7153 Gipson 7:00 - 7:00 d KC 1.00
J.C. Penney Catalog B Sylvia
802 |store 2010 Main Higginsville 64037 | 880-584-7444 | Singleton 9:00- 5:30 | Automated KC
Susan M-F0:00 - 6:00 -
913 |Jon's Ph 218 Washington  |Neosho 64850 |417-461-3776|Genisio Sat 8:00 - 1:00 | A Southern 0.25
Lona's Business ; Thomas M-F10:00 - 7:00 j
934 _|Group 924 W 24th 8t Kansas City 64108 1816-221-6662]Lona Sat 10:00 - 6:00 | Automated 0.50




Hours of -Chrg @
Operation AM Location Pay Station
Agent Matn to PM unless |Automated| KGC/ Per
# Name - Address Teleph #| Contact specified I Manual | Southern | Tr it
' Mon-Sat 8:00 -
. 12:00AM .
817 [McNeal's Bilo 410 E Young St |Warrensburg 64093 |660-429-1188|Mr, Sharp | Sun 7:00 - 10:00 i KC
B i Irle: -
PBO - Central 3850 Main Kansas Clty 84111 Ec!dsg 8:00 - £:00 KC
PBO - Joplln 520 E 6th Joplin 84601 [417-628-4803|Jo Porter FB:OO - 5:00 Southern
PBO - Monett 207 Pine St Monett 65708 1417-236-3200{Jo Porter 8:00 - 5:00 Southern
N Juanita .
PBO - St Joseph 1405 N Belt St Joseph 64506  |818-387-4412Stewart 8:00 - 5:00 St Joseph
Cathy/Ray
910 {Price Chopper #102 11030 W 103rd 8t |Kansas City 84114  |816-842-4200 Tlt_iwsll 8:00 - 10:00 | Aut d KC
) ! . Darolyn/Don
905_|Price Chopper #105 15800 Wilson Rd _[Kansas City 64123 [816-483-6948 |Wilcox 7:00 - 10:00 | Automated KC
908 _|Price Chopper #108 8700 £ 63rd St Kansas City 64133 _ 816-358-2270|Helen Mave 8.00 - 9:30 A d KC
Professlonal . - X
916-1 [0 iztion Mgmt 1106 Maln Blue Springs 64015 - |818-2209-1668 {Lois Wolfs 8:30 - 5:00 A KC
; - Jane ;
921 [Richard's IGA 18001 E 24 Hwy [independ 64058 _|816-798-0880|Richards 9:00-5:30 | Automated KC 0.25
S&N Supermarket K X
923 [(Nance's) 314 C Excslslior Springs 64024 |816-630-6215|Bob Nance 7:30-7:30 | Automated KC
2415 NE Vivion - Danny
907 |Sunfresh #107 Rd Kansas Clty 64118 [816-464-7887 |Barnes 8:00-9:30 | Aut d KC
. i . . - Manual
United Missour] Bank {1 Victory Dr Liberty 84088 1818-782-8700 {Couter) KC
Denise M-Th 8:00 - 6:30] Manuai
United Mi: 1 Bank 11123 South 10th 8t|St Joseph 684503 | 818-233-8284 |Kretzer Fri8:00-6:00 | (Courler) |-8tJoseph
: Denise M-Th 8:00 - 5:30] Manua!
United Mi 1 Bank |2501 Fredrick §t Joseph 64501 |816-233-8284 |Kretzer Fri 8:00-8:00 | (Courler) | St Joseph
: ) Denlse M-Th 8:00-6:30| Manual
United Missouri Bank {3601 Mitchiell St Joseph 64507 | 816-233-8284 |Kretzer -Fri8:00-6:00 | (Courler) | 6t Joseph
~ |4001 Blue Ridge : g Manual’
United Missourl Bank _|CutOff Kansas Clty 64133 |816-860-3308 (Courler) Ke
. {e400 Manual ]
Unlted Missouri Bank |Independ Ave {Kansas City 64125 |816-231-1400 (Courier) KC
916 [Woods Market 700 E Hwy 164 El Dorado Springs|84744 |417-876-2831(Don Woods | 6:00-9:00 | Automated | Southern




