BEFORE THE PUBLIC SERVICE COMMISSION
OF THE STATE OF MISSOURI

FILED
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)} Case No, GC-2004-0216
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Missouri Gas Energy )
)
Respondent. )

DIRECT TESTIMONY OF JAMES DUDLEY

Complainant James Dudley, Bill Dudiey, Tevin Eersery, Devin Eersery, Jennifer Eersery,
Jermond Eersery are residents of Jackson County, State of Missouri.

1. Complainant resides at 4247 Agnes, Kansas City, MO 64130.

2. Complainant resides at 2014 Brighten, Kansas City MO 64127.

3. Respondent disconnected Complainant’s gas service while a dispute was in action with
Missouri Gas Energy (MGE) and the Public Service Commission.

4. (1.) General Terms and Conditions for gas service (Section 8)Claims and Compiaints
Settlements- Residential Only, (2) Disputes 4 CSR 240-13.045 and (3) Discontinuance of
Service 4 CSR 420-13.050 was not followed in this case.

5. Alleges as follows: on or about Jun‘e 24, 2002 Respondent ?ransferred $2,099.96 to .
Complainant’s home billing account at 4231 Tracy.

6. On 9/26/00 to 4/05/01 Complainants‘had a rental property at 4024 Prospect in Kansas .

Exhibit No.

Case No(s){== 200N 1 24

Date_{-2- g\ Rptr KL



City, Missouri 64130, Sarah Chappelow had a contract with the Respondent; and the (gas) .

billing account was in Sara Chappelow name.

7. From September 26, 2000, Complainants did not have a contract with Resphndent for
gas service at 4024 Prospect.

8. Complainants never told Respondent that Complainants would be responsible for
anyone’s billing account at 4024 Prospect for gas service that was acquired in a tenant
name.

9. Complainants never had an agreement with Respondent that he would be responsible
for anyone’s billing account at 4024 Prospect That was acquired in a tenant name.

10. Ms. Chappelow’s name was removed from the 4024 Prospect’s gas bill account and was
replaced with Complainant’s name. |

11. Respondent applied the $2,099.96 from 4024 Prospect along with the $305.00 that was
the June Bill for 4231 Tracy on June 24 2002.

12. Complainants received a gas bill for $2,510.00 at 4231 Tracy on July 10, 2002.

13. Complainants called Respondent on July 15, 2002 and disputed the gas bill with Mrs.
Bussey whom worked for MGE for the property at 4231 Tracy.

14. Complainants wrote the Public Service Commission on July 18, 2002, disputing the
(gas) billing account at 4231 Tracy. Exhibit 5, pg 4

15. Complainants called Respondent again on July 24, 2002 disputing the gas billing
account at 4231 Tracy.

16. The Public Service Commission informed MGE to stop all collection proceedings on
July 30, 2002 on the billing account at 4231 Tracy. Exhibit 5 pg 3

17. Respondent disconnects Complainant’s home gas service on July 30, 2002.



18. Complainant’s home gas service was disconnected from July to October of 2002.

19. Respondent did not follow their (MGE) policy, nor the policy of the (CSR) Code of
State Regulations or the policy of (PSC) Public Service Commission in its procedures for
handling a dispute that governs how MGE does business in the state of Missouri.

20.The rule of MPSC dispute- 4 CSR-240-13.045 (#1) A dispute must be registered with the
utility at least twenty-four (24) hours prior the date of proposed discontinuance for a
customer to avoid discontinuance of service as provided by these rules. Exhibit 1, pg 1

21. Complainants had registered with the gas utility within 24 hours. Complainants spoke
with Respondent on July 15 and 24™ of 2002. Complainant’s gas service was disconnected
on July 30, 2002, The same day the PSC told MGE to stop all collection. Exhibit 5, pg 3

22. Rule of MPSC 240-13.050 (#1-5) service should not have been discontinued during (#1)
Service may be discontinuance for any of the following reasons. A nonpayment of an
undisputed delinquent charge (#5) A utility shall not discontinue residential service
pursuant to section (1) unless written notice by first class mail is sent to the customer at
least ten days prior to the date of the discontinued. A notice of discontinuance of service
shall not be issued as to that portion of a bill which is determined to be an amount in
dispute pursuant to sections 4 CSR 240-13.045 (5) and (6) that is currently the subject of a
dispute pending with the utility or complaint before the commission nor shall such a notice
be issued as to any bill or portion of a bill which is the subject of a settlement agreement
except after breach of the settlement agreement unless the utility inadvertently issues the
notice in which case the utility shall take necessary steps to withdraw or cancel this notice.

Exhibit2 #1 & 5




23. Respondent failed to comply with General Terms and Conditions for gas service
(Section 8) Claims and Complaints Settlements- Residential Only,
8.01 Complaint and Disputed Claims: When a customer advises the company prior to the
date of proposed discontinuance of service that all or any part of any billing rendered is in
dispute the company shall:
A dispute must be registered with the utility at least twenty-four (24) hours prior the date
of proposed discontinuance for a customer to avoid discontinuance of service as provided
by these rules. Exhibit 3, pg 1
24. Complainants has had registered with the gas utility within 24 hours. Complainants
spoke with Respondent on July 12t and 24™ of 2002. Complainant’s gas service was
disconnected on July 30, 2002,
25. 8.06- Failure to Reach Agreement: If the company does not resolve the complaint to the
satisfaction of the customer, the company representative shall advise the customer:
A. That each party has right to register an informal complaint with the Commission
B. The address and telephone number where the customer may file an informal
complaint with the Commission.
26. Respondent failed to advise Complainants of their rights.
27. 8.08- Discontinuance Pending Decision: The company shall not discontinue residential
service or issue a notice of discontinuance relative to the matter in dispute pending the
decision of the hearing examiner or other Commission personal except pursuant to the
terms of interim determination. Exhibit 3, pg 5
28. The Public Service Commission advised Respondent to stop collection on July 30, 2002

while they investigated the matter.



29.Complainants did dispute the billing account of $2,510.00 at 4231 Tracy with
Respondent on July 12t and 24"™ of 2002 and that was two times and the gas service was
still disconnected on July 30, 2002- 6 days later. |

30. The Respondent accepted Sara Chappelow’s application for new gas service at 4024
Prospect.

31. The Respondent turned on gas service.

32. The Respondent placed Sara Chappelow on a level payment plan.

33. The Respondent accepted three payments from Sara Chappelow

34. The Respondent disconnected Ms. Chappelow’s gas service.

35. The P SC Staff recommendation #6, page 3, clearly states that Complaint both by MGE
tariff and the Commission rule is not the customer responsible for the gas service at 4024
Prospect.

36. The PSC Staff recommendation clearly states that Complainant cannot be held
responsible for a debt he did not incur because he is a landlord.

37. The PSC Staff recommendation issned an order finding that Complainant past due
debt of $2,099.96for gas service at 4024 Prospect is not owed by Complainant. Pg 4, # 1

38. The Staff report clearly shows that Ms. Chappelow paid $12.00 on November 2, 2000.
39. Ms. Chappelow made a payment for $66.00 on December 5, 2000.

40. Ms. Chappelow requested to be placed on an even pay bill plan on December 5, 2000
and MGE agreed and set the payments at $81.00 per billing period.

41, Ms. Chappelow made a payment of $80.34 on January 4, 2001.




James Dudley

4247 Agnes
Kansas City, MO 64130
{816) 682-1689

CERTIFICATE OF MAILING

I hereby certify on this 19 day of April 2004 that a copy of the foregoing was
mailed or hand delivered to:

DEAN L. COOPER

BRYDON, SWEARENGEN & ENGLAND P.C.

312 E. CAPITOL AVE.

JEFFERSON CITY, MISSOURI 65102
ATTORNEY FOR MISSOURI GAS ENERGY

A DIVISION OF SOUTHERN UNION COMPANY,

THE SECRETARY OF THE COMMISSION

OF MISSOURI PUBLIC SERVICE COMMISSION
PO BOX 360

JEFFERSON CITY MO. 65102

(573) 751-3234

FAX (573) 751-1847

MISSOURI PUBLIC SERVICE COMMISSION
P.O. BOX 360

JEFFERSON CITY, MISSOURI 65102
GENERAL COUNSEL

MISSOURI PUBLIC SERVICE COMMISSION
P.O. BOX 7800

JEFFERSON CITY, MISSOURI 65102
PUBLIC COUNSEL

James Dudley
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(J) The teiephone number and address of a
stomer - services office of the Missouti
blic Service Commission, the commis-.
n's 800 telsphane number, and the state- .
nt that the company is regulated by the
ssouri Public Service Commission,; ) . .
K) The address and telephone number of .. (I) A customer shall advise-a uility that all
Office of Public Counsel and a statement- or part of a charge is in ‘dispute by written
he funcuon‘ c3f Ll:nat off'cc.- anfi . notice, in person or by a telephone message
L) If the utility is a gas distribution com-~  gincted 1o the utility during normal business
y, an explanation of the function of the .
:hased gas adjustment clause.

- 4 CSR 240-13.045 Disputes

PURPOSE Tltu rute establishes rea:anahle
and uniforn standards for handling duputrs
between customners and uulme.r

utility at least twenty-four (24) hours prior to
the dale of proposed discontinuance for a cus-
tomer (o avoid discontinuance of service as

Atall of its bubiic business offices, a util-
provided by these rliles.

hall make avajlable for public inspection
y of this chapter and the utility’s tariffs.
1ese offices, conspicuous signs shall be
:d which indicate that this information is
able for public inspection.

(2) When a customer advises a wiility that ail
or part of a charge is in dispute, the utility

“tact is made; investigate the contact promptly

and thorougllly, and attempt to resclve the
dispute in a manner satisfactory to bolh par-
ties.

. utility shall maintain records on its cus-
ts for at least two (2) years which con-
nformation concerning:
} The payment performance of each ol
stomers for each billing period;
The number and gencral description of
laints registered with the utility,
The number of settlement agreements
by the utility;
The actual number of discontinuances
tice due to each of the following caic-
of reasons: e
. The customer’s failure 1e keep a set-
t agreement or cold weather rule pay-
greement;
The customer's failurc to make any
:guired utility payment;
Unauthorized interference, dw;rsmn +
if utility service; and
All other reasons combined. ‘
ctual number of reconnections; and
sfund of deposils.

(3) Fallure of a customer 1o participaic with
the ulility in efforts -to resolve an inqguiry
which has the effect of placing charges in
dispute shall constitute a waiver of the cus-
tomer's right to continuance of service and
the utility, not less than five (5) days after
provision of the notification required by scc-
tion (%), may proceed to discontinue service
unless the customer files an informal com-
plaint with the commission within the five

{5)-day period.

{4) Customers presenting frivolous disputes
-shall have no right to continued service. A
utility, before proceeding to discontinue the
scrvice of a custowmer presenting a dispute it,
deems frivolous, shall advise the consumer

circumstances. The consumer services
department shall attempt to contact the cus-.
tomer by telephene and ascertain the basis of
the dispute, If teleplione contact cannot be
made, the consumer services department
shall send the customer a notice by first class
mail stating that service may be discontinued
by the utility uniess the customer contacts the
consumer services deparunent williin twen-
ty-four (24) hours. If it appears to the con-
- sumer services department that the dispute is
‘ctive Jan. 13, 1978. Rescinded and frivalous or if contact with die customer can-

¢ Filed Sept. 22, 1993, effective 1ot be made within seventy-two (72) hours |
g4 S s following the utility's report, the utility shall
.. be adviscd that it may proceed to discontinue
m":,’;{;; Ji?;gﬂ(b;},p8:;.&'3«1’;:9;:]9.[;;:::!:: service, I it appears that the dispute is not
RSMa fgjg_ ',,.,',,,,dmr }942 ;5;\57_ : frivolous, scrvice shall not be discontinued

utility shall submit 1o the commis-
m request, a written summary of die
on required by sccdon (5) of this

]

NTY: sections 386.230(6}, RSMo
9 and 393.140(11), RSMo i98G.*

rule filed Dec. 19, 1975, effective .
1975, Amended: Filed Oct. 14,

hours. A dispute must be registered with the *

~ +shall record the date, time and place the con® -

services department of the conunission of the

ﬁ_i_nil,ilcn (10) days after the notice reqiired -by:' f'.;_
4 CSR-240-13.050(5) has :been sentto'the ¥
A

customer “by -the utility, .The customer shall

refain. the, right to make ‘an’informal- com-

plaml to d:e commlsswn '

. rs) Ifa cusmmer djsputcs a charge. s/hie shall
* pay to the atility an amount eqiial to that part
of the charge not in dispute. The amount not
in dispute shall be mutually determinsd by

the parties. The parties shall consider the **
customer’s prior consumption history, weath- *°

er variatjons, the nature of the dispute and
any other pertinent factors in delcrmining the

armount not in disputc

(6 If I.hc parties are unablc to mutuaily deter-
mine the amount not in dispute, the customer-
shall pay to the utility, at the wtility’s option,

an amount 1ot (o exceed fifty percent (50%)
of the chatge in dispute or an amount based
on usage during a like period under similar
conditions which shall represent the amount
not in dispute.

(7) Failure of the customet to pay to the util-
ity the amount not in dispute within four (4)
working days from the date that the dispute is
registered or by the delinguent date of the dis-
‘puted bill, whichever is later, shall constitute
a waiver of the customer's right to continu-
ance of service and the utility may then pro-
ceed to discontinue service as provided in ths

rule.

(8) If the dispute is ultimately resolved in
favor of the customer in whole or in part, any -

_ excess inoneys paid by the customer shall be
refunded promptiy.

9) If the utility does not resoive the dispute
_ta the satisfaction of the customer lhe utility
representative shall noufy the custumet that
each party has a right to make an infosmal
complaint to the commission,” and of: the. .
address and telephone number where the cus- .
tomer. may file an info{maj_gomplamt with
the commission. If a customer files an infor-
. maﬁompl?iﬁ" with the Comniis omm:ssmn prmr 16°

abillisin dxsputc, lhc éﬁmmxss:on shall noti-
fy the customer of the paymenl required by
secuons {5) or (6) of this rule. - -

* (10) A utility may 'gr—cal a cusmr_ner complaint -
- or dispute involving the same question or .
issue based wpon the same facts as already
determnined and is’ not required to comply
with these rules more than once prior to dis-
conununnce of service.
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" 4CSR 240-13—ECONOMIC DEVELOPMENT

-

Division 240—Publiic Service Commission -

»

AUTHORITY: sections 386.250(6), RSMo
Supp. 1991 and 393.140(11), RSMo 1986.*
Original rule filed Sept. 22, 15993, effective
July 10, 1994, .

*Original authority: 336.250(5). RSMo 1939, amended

1563, 1967, 1977, 1930, 1987, 1988 1991 and
393.140(11}, RSMo 1939, amended 1949, 1967.

4 (SR 240-13.050 Discontinuance of

Service

PURPOSE: This rule prescribes the condi-
tions under which service 1o a cusiomer may
be discontinued and procedures to be fol-
lowed by utilities and 'customers regarding
these maiters so that reasonable and uniform
standards exist for the discontinuance of ser-

vice.

{1) Service wmay be discontinued for any of
the following reasons:

(A) Nonpayment of an updispuied delin-
quent charge;

(B) Failure to post a required deposit or
guaraniee; '

(C) Unauthorized interference, diversion
ot use of the utiliey service sitated or deliv-

" “ered on or about the customer’s premises;

(D) Failure to comply with terms of a set-
tement agreement;
(E) Refusal after reasopable notce to per-

-mit inspection, maintenance, replacement or

meter reading of utility equipment. If the wil-
ity has a reasonable belief that health or safe-
ty is at risk, notice at the time inspection is
attempted is reasonable;

(F) Misrepresentation of identity in obtain-
ing utility service;

(3) Violation of any other rules of the util-
ity approved by the commission which
adversely-affects the safety of the customer or
other persons or the integrity of the wtility’s
system; OT '

{H) As pravided by state or federal law.

(2) None of the foliowing shal} constitute suf-
ficient cause for 2 wility to discontinue ser-
vice:

(A) The failure of a customer to pay. for
merchandise, appliances ot services not sub-
ject to commission jurisdiction as an integral
part of the utility-service provided by a utili-
: . ' '
(B) The failure of the customer 1o pay for
service received at a separatg melering point,
residence or focation. In the event of discon-
tinuance or termination of service at a sepa-

" rate restdential metering point, residence or
location in accordance with these rules, a .

utility may transfer and bill any unpaid bal-
ance to any other residential service accoum
of the customer and may discontinue service
after twenty-one (21) days after rendition of
the combined bill, for nonpayment, in accor-
dance with this rule;

(C) The failure of the customer to pay for
a different class of service received at the
sameé or different location. The placing of
more than one (1) meter at the samne Jocation
for the purpose of billing the usagé of specif-
ic devices under pptional rate schedules or
provisians is not construed as a different class
of service for the purpose of this rule;

{D) The failure to pay the bill of another
customer, unless the customer whose service
is sought to be discontinued received sub-
stantial benefit and use of the gservice;

(EY The failure of a previous owner or
occupant of the premises to pay an unpaid or
delinquent bill except where the previous
occupant remains an occupant or user; or

{F) The failure v pay a bill cotrecting a
previous underbilling, whenever the cus-

tomer claims an inability to pay the corrected’

amount, unless a utility has offered the cus-
tomer a payment arrangement equal tg the
period of underbilling.

(3) On the date specified on the notice of dis-
continuance or within eleven (1I) business
days after that, and subject 1o-the require-
ments of these rules; 3 utility may discontin-
ue service 1o a residential customer between
the hours of 8:00 a.m. and 4:00 p.m. Service
shall not be discontinued on a day when util-
ity personnel are pof available 1o reconnect
the customer’s service, or on a day immedi-
ately preceding such a day. After the eleven
(11} business day effective period of the
notice, all notice procedures required by this

rule shall again be followed before the utility

may discontinue service.

{(4) The notice of discontinuance shall contain
the following information:

(A) The name and address of the customner
and the address, if different, where service is
rendered;

(B} A statement of the rznson for the pro-
pased discontinvance of service and the cost
for recontnection;

{C) The dale on or afier which service wil
be discontinued wnless appropriate action is
taken;

(D) How a customner may avoid the discan-
tinuance; :

(E) The possibility. of a seulement agree-
ment if the claim is for a charge not in dis-

pute and the customer is unable'io pay the
charge in full at one (1) 1ime; and _

" (F) A t=lephone number the customer may
eali from the service location without incur-
rifig toll charges and the address of the utili-

. ty prominently displayed where the customer

may make any inguiry. Charges for measured
local service are not toll charges for purpos-
es of this rule. -

{5y A wility shall not discontinue residential
service pursuant to section (1) unless written
notice by first class mail is sent to the cus-
tomer at least ten (10) days prior to the date
of the proposed discontinuance. Service of
notice by mail is complete upon mailing, As
an alternative, a utility may deliver a written
notice in hand to the customer at least nine-
ty-six (96) hours prior 10 discontinuance. A
utility shall maintain an accurate record of the
date of mailing or delivery. A notice of dis-
continuance of service shall not be issued as
to that portien of a bill which is determined
to be an amount in dispute pursuant 1o sec-

tions 4 CSR 240-13.045(5) or () that s cur-
rently the subject of a dispute pending with
the utility or complaint before the commis-

sion, nor shall such a notice' be issued as to
any bill or portion of a bill which is the sub-

" ject of a- settlement agreement. except after

breach of a settlement agreement, unless the
utility inadvertently Issues the notice, in
which case the utility shall take necessary
steps (o withdraw or cancel this notice.

(6) Notice shail be provided as follows:
{A) At Jeast ten (10) days prior to discon-

‘tinuancé of service for nonpayment of a bill

or deposit at a multidwelling unit residential
building at which usage is measured by a sin-
gle meter, notices of the company’s intent to
discontinue shall be conspicuously posted in
public areas of the building; provided, how-
ever, that these notices shall not be required
if the utility is not aware that the structure is
a single-metered multidwelling unit residen-
tial building.” The notices shall include the
date on or after which discontinuance may
occur and advise of tenant rights pursuant to
section 441.650, RSMa. The utility shall not

be requiret to provide notice in individual sit-’
" vations where safety of employees is a con-

sideration.

(B) At least ten (10) days prior to discon-
tinuance of service for nonpayment of a bill
or deposit at a multidwelling unit residential
building where each unit is individually
metered and for which a single customer is
responsible for payment for service to all

units -in the building or at a residence in

-
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B. CLAIMS AND COMPLAINTS SETTLEMENTS RESIDENTIAL ONLY

. _é.O1 COMPLA]NTS AND DISPUTED CLAIMS: When a customer adymes the
Company prior to the date of the proposed discontinuance of service that all or
an}'/ part of any billing as rendered is in dispute, the Company shall: '

“{A) Imrﬁédia’t\ely record the date, titné_and hlacé--tﬁe.ctqmp]aint is made. :
{B) lnveéttgate the dispute promptiy.ahd'completely '

{C} Attempt to resolve the dlspute mformaily in a manner mutuatly satlsfactory
to both parties. : :

) - reasonabla manner such as by written notics, in person or by a tetephorie call
( ’ directed to the appropr:ate pérsonnel of the Company. A .dispute must be

' registered with the utility at least twenty-four (24) hours prigr to the date of
proposed dlscontlnuance for a customer to avoid discontinuance of service as
prowded by these General Terms and Conditions for Gas Samce )

The Company, in attemptmg to resolve the d:spute ina mutuaily satisfactory_
manner, .may employ telephiche communication, personal mestings, on-site
visits or any other techmque reasonahly conducive to settlemsnt of the
dlspute

e The fai!ure of a customer who has lodged a dispute to cooperate in the
investigation of that dispute, to respond to the Company’s offer to negotiate,
or to participate with the company in efforts to resolve an inquiry’ which has.
the  effect .of .placing charges In dispute shall constitute a waiver of the
customar’s right to continuance of service and the Company may,.not less
‘than five days after provision of the notice required by Rule 8.06, proceed to
discontinue service unless the customer’ files an mformal compiaint with the
Commtssmn within the fwe-day penod ‘

R o _ Mfssaun Public

B,

,‘D.ATE‘_OF.%SS'II.?E: duly 18, 2001 _%Q%%?#gbﬂ\&m@-

' o : - rnonth day year ' 238 2 month day
( ‘ . .Service Corfimi AU GZGG‘E
ISSU:D BY RobertJ Hack . Viee PreSIdent' Pricin and'ﬂequ!a’tor\g Affaxrs—_

Mlssoun Gas Energy, Kansas Ctty, MO 641‘!1 |

A customer .may. advise the 'Company that a claim is in disputs in any |
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8. 02 PAYMENT OF AMOUNT NOT IN DISPUTE Ifa customer makes a H’ﬁb %?é% acd?sputed

-charge,he shall pay to the Company an amount equai to that part of the charge not in|

dispuite.

.Tha-a’mounf riot in dispﬁ'_te shall be mutually determined by the .parties. ‘The parties shall

consider the customer's prior consumption history, weather variations, the nature of the

dispute and any other pertinent factors in determmlng the amount notin d;spute

if the parties are unable to mutualiy determine the armount not in dispute, the customer shalfl
pay to the Company, at the Company's option, an amount not to exceed fifty percent (50%)
‘of the charge in dispute on an amount based -on usage during-a like period under s:milar
conditions Wh[Ch shall represent the amount not In dispute.

,Fa;lur_e of the customer o pay the Company the amount not in dispute within four working
-days from the date that the dispute is registered or by the delinquent date of the disputed
bill, whichever is later shall be grounds for dismissa! of an informal or formal ‘complaint and

constitute a waiver of the customer's right to coritinuance of service and the Company may| .

'_ then proceed to discontinué servica as provid_ed in Rules 3.08, 3.07 and 3.08.

. Customers presenting frivolous disputes shall have no right to continue .service. ‘_ The
Company, before proceeding to discontinue the service of a customer presenting a dispute it
deems frivolous, shall advise the Consumer Services Division of the Commission of the

circumstances. The Consumer Services Division shall attempt to confact the customer by|-

telephone and ascertain the basis of the dispute. If telephone contact cannot be made, the
Consumer Services Division shall send the customner a notice by first class mail’ statmg that
‘sarvice may be dlscon’unued by the Company unless the customer contacts the %_\

0T

| tSSUED BY - )7/‘6‘"%

S
PRI L TR AR L AN T
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John M. Fernal& - Missouri Gas Energy .~ . ..
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. Consumer Servicés Department within twenty-four hours. If it appears to th_e_Consurner
Services Department that the disputs is frivolous or if contact with the customer cannot bel
made within seventy two (72) hours following the Company's report, the Company shall be

. advised that it may proceed to discontinue service. If it appears that the dispute is ‘not
frivolous, service shall not be discontinued until ten days after the notice required by Rule
3.08 has been sent the customer by the Company. . The oustomer shall retain the right 1o
Iodge an mformal complaint with the Commxssmn

Af the dlspute is ultnmately resolved in favor of the customer in whoie or in part any excess
monies paid by the customer shall be refunded prompﬂy ' . . '

. Pror.to fi Ilng an infarmal or formaI comp!alnt the customer shall .pursue remedies -directly-
with the company as provided in this rule. The comm[ss:on specifi cally reserves the- nght to
walve thls requrrement when urcumstances requlre

ifa customer files an mforma! complamt with the commission prior t0 advising the company
‘that all or a portion of a bill is in dispute, the commission shal! notify the customer of thell
: payment requtred by this rule.. .

'8.03 . SETTLEMENT AGREEMENT: ' If the Company and the. customer arrive at a mutually

~ satisfaciory setflement of any dispute or the customner does not dispute liability to the

. Company but claims 1nabmty to pay the outstanding bill in full, the Company and the

_-customer may enter into a settlement agreement. A settlement agreement which extends
beyond sody (60) days shali be in wntmg and mailed or otherwsse delivered to the customer

. Every seﬁ]ernent agreement resut’ung from the customer's lnabmty to pay the outstandmg il
i full shail provide that service will not -he-discontinued if the customer pays the amount of
the outstanding bill specified in the agreement and agrees to pay a reasonable portion of the
‘remaining outstanding baiance in installments until the bill i ls pald

: -1 s 944
- L . ’“ '“F _-". "u‘-\'-
DATE OF ]%_SUE Dotober 8 1994 DATE CFF:CTIVE December 10, 1994

month day year

_month  day’
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GENERAL TERMS AND CONDITIONS FOR GAS SERVICECT 4
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) ' 7
Fcr purposas of determ:nzng reasonab{eness under these Generaulqhe(;r?se :"ng

Gas Serwce the parties shall conSIder the fo[lomng

(A) . Size of the dehnqueatraccognt
(B) Custor.ﬁ_el‘s aﬁili& to.pay.. '
(C)y "~ Customer's payment history. | _
(D)  Time that the def;t has !;één oluts’ganding.
(B}~ -"Reasons wﬁj debt has been oufsﬁ_ﬁnding: e }
| R Any othé-r relevant factors relating to the custolmer's service.

DEFAULT OF SETTLEMENT AGREEMENT:
" and conditions of a setflement agreement, the Company. may discontinue service after
" notifying the customer in wntmg by personal service or first class mail in acceordance with

8.04

.Rule 3.08: N

(A) | That thé customer :s in default of the settlement agreement

(é)‘_: ) The nature of the default .

{C) 'That uniess full payment of all. baiances due is made w1tmn ten (19) days from the

date of mailing, the Company will discontmue service,

¥
o)

il g-!q :
or?é;;‘iong %or

If 2 customer fails to comply with the termsy’

FiLED
i v g8
SRR .
- DATE OF IS8UE October 8 1994 B DATE EFFECTIVE December 10, 1994 .
month ,csay g - month

day year
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Missouri Gas Energy,

aC Drv:smn of Southem Union Company - ) ‘For: . . - Al Missouri Service Areas

GENERAL TERMS AND COND[TIONS FOR GAS SERVI%CEE@‘ED
ocT 7 1994

-18.05° RES JUD]CATA The Company may treat a customer complaint or dispute involving the|

i {A) That eac:h party has a nght to regrster an mforma! compla:nt wrth the Commassron

MISSOLR -

(®) The dete upon or after which ¢ service will be drsmntlnue®unilc Serwce LOomnissicn --

“same question or issue based upon the same facts as alfeady adjudged and is not required
{o-comply with these General Terms and Condrtiens for Gas Servrce more than once pner to
dlscontmuanc:e of serwce S - .

8.08 FAILURE TO REACH AGREEMENT ‘If the Company does not resolve the complaint to the
‘ _ sattsfac’uon of the customer the Company representatwe shall advise the customer:

and

{B) " Of the address and telephone number where tha c:ustomer may ﬁle an informal
comptalnt with the Commrssron

8.07 ‘OTHER REMEDlES Nothing i ln these provisions shall be c:onstrued to prevent a party from
" pursuing appropriate Jegal-and equrteble remedies at any fime prior to or after the :ssuance
of any informal Commrssuon staff Oplmon o

8.08 DISCONTINUANCE PENDING DECISION: The Company shall not discantinue r‘esrdentrai
.service or issue a notice of discontinuance relative to the matter in dispute pending the
decision ‘of the hearing examiner or other Commission personnel except pursuant to the
terrns of an mtenm determination. . ,

8.08 RECORD KEEPING: The Company shall marntarn rec:ords on rts customers for at least two
. (2) years which is to c:ontarn information concemrng
FILED

- 1984
(B) The number and ‘general descnptlon of c:omplamts registered with the E‘,ompany 7

- (A) ' The payment performance of each of its customers for each brlllng penod‘

' r_ssuéb BY O/Lw

—
' _ T 1o, PUaaL aar et

DATE OF.§SUE'..Odober 8 1994 . - DATE EFFECTIVE _December 10, 1994
' -7 month . day -year month day vyear

-ﬂohn M Femald =

Drrector Rates and Requ]atory Affatrs
~ Missouri Gas Energy '
Kansas Clty MO 64141




PSC.MO.No, 1. - Original” - o " SHEET No. R-57.1

Missouri Gas Energy, _ - . T
& Division of Southem Union Company -~ For _ All Missour Service Areas .-

GENERAL TERMS AND'CONDITIONS FOR GAS SERREINEIFER

UeT % @9_4

. ' ._MISS0uRE
(C) The number of settlement agreements made by the ComPﬁnbbe wice Commissior

-(D)_ - The actual number of d:scontlnuanoes of service due to each of the foltowmg
' ) categones of raasons:; . .

(1) The customer's fallure to keep a settlement agreement or cold weather rule
payment agreement : .

(2)- The customer's failure to make any other requtred 'ut.iiity peyment;
" {3)  Unauthorized interference, di\tersion oF use of—utt[ity service; and |
(4); Atl. otner.feaeons combined. ‘
(E)  Actual numbet of reconnections; and -
(F) * Refund of deposits.

-The Company shall submit to the commission, upon request, a written summary of the
lnformatlon requnred by thrs Ruie

EETRY
LIS VS O
I 1654
DATE OF ISSUE October 8 1994 - ‘ DATE EFFECTIVE December 10. 1994
" -month  day - month day year
- !SSUED B‘g ﬁ¢% 44___9}/? : Dlrector Rates and Requlatorv Affairs
" John'M. Femald . - Missouri Gas Energy. = |
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L | August 23, 2002

Mr. James Dudley
4231 Tracy Ave.
Kansas City, MO 64110

Dear Mr. Dudley:

This is a follow-up letter in response to our phone conversation of -

 August 14,2002. You mdlcaTed in your complaint against Missouri Gas -
‘Energy (Company) that the Company has transferred d bill to your
current account at 4231 Tracy that you-do not owe.

[T forwarded your complamT to MGE and rece:ved the following -
information: On May 1, ZOOl‘rhey have requested proof that you were
not living at Ih:s address during the following dates. They are holding -
you responsiblé because credit checks link your name to the address. I
understand that you own the property and that you claim that alf your
paperwork was stalen, bit it would be you responsibility to provide

.Proof The Company to dispute ’rhas b:ll e

According 1o a Company represenmhve the following amounTs have
been Tmnsferred to your account from 4024 ProspecT :

'9/25/00 to. _4/27/01 amounT $2, 099 96

7/16/01 To -4/17/02 amoun‘i‘ $ 104 63
' AmounT due: $2 204 59

= //; / R

“ ANl eniury




Ar. James Dudley
August 23, 2002

Page 2

" The Company represenfa‘hve sfcn“ed that in order to Turn on serv:ce a‘r
this location they would accept a $1,000 initial payment’ ws’rh an..
agreement to pay the remaining balance.

The Company will not remove the Transfer amounTs fr‘om your cur'ren’r
account unless you provide sufficient proof that you did not benefit
from gas service at this location during The dates listed above. The
Company tariffs on file and-approved by the Commission have a Prior
Indebtedness section, which would apply to your case. T have enclosed

a copy for your file.

. Unfortunately, I will be unable to aid you further in this 'm'a‘rfer' If '\"/'ou""
are unable to pay on your account, you may want to seek ass:s’rance I
have enclosed an energy assistance flyer for your review.

ancerely

@(/wg\ W{J@%

Tracy Leonberger
Consumer Services Specialist

/1l
Enclosures

R
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Tracy F. Leonberger State of Missouri
Governor Office Building v : e
200 Madison Street, Suite 800 Public Service Commission
P.0. Box 360 Consumer Services

Jefferson City, MO 65102-0360
(573) 526-5568, Dept. FAX (573) 526-1500
Personsl E-FAX (443) 227-2262 or

4 " E~mail address: tleonber@mail.state.mo.us

Fax transmittal

¥o.  Shirley Bolden @ MGE Fax: {818) 3605764
From: Tracy Leonberger, Date: Tuesday, July 30, 2002
Consumer Services Specialist
" Re: I.)ud.ley, Ja;nes ) ’ P;.gas: 11rlndu'dlng mrsr:oet
ce Noné |
X Urgent 02 For Review ] Please Conymant X Plaass Raply [J Please

Note: New complaint. Piesse contact the custemer and provide me with 3 company response,
Thank you for your amstance in this matter,

n ce fo ail our onlacts:

The Missouri Public Service Commission Staff has noticed a decling in the quality of the information being
rmorwd to the Commission by Utilities. I oxﬁer to address this problem, please include a miinum of at

least the followmg mformaﬁon on all ggmp]

! '.Exphmthuproblem o

" Explain the cause of the pmblem
What was done to corrget the problem -
:Please st the date the customer was contacted by fhe compasy and a bnef wrumuy descn'bmg the
vontct. If the complaint was handléd via Jatter, pleage provids Staff with a copy of the letter
If the compleint involves an allegation of an unauthorized carrier change (slamming), a wpy of ths

LOA (and/or verification tape) m.us_t_!&_mm

We will a0 long ascept agy reporta sontaining less then the above-stated nsms 50 please mclude the
information in ygur report to avoid Staff having to re-coztact the Utilivy. Thankycu for your cogperation.

W t'*-“.."

g
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Missouri Public Service Commission
Consurner Complaint-inquiry
Complaint New
Complaintinguiry No.  ©200301228
Mode of Receipt Maif
Sarvice Type Residential
Utility Type Gas
Utllity Company Name  Southern Un'icn Company
Pribrity immediate Response Needed
Complaint lssug Biliing
Complaint Sub Jasue Disputed Bill
Consumer's Account No. 4827387879
Additional Name NiA
Account Name Raporting Party
First Name James First Name N/A
Middle Initial N/A Middle Initial N/A
Last Name Dudley Last Nams N/A
Street Address 4231 Tracy Street Address N/A
Malling Address  NJ/A Mailing Address  NIA
City Kansas City City NI/A
State Missour! State Missourl
2ip 84110 Zip N/A
County Jackeon County N/A
Home Phone 816-682-1689 Contact Phone NJA
Work Phone NIA T
Cellular/Pager N/A
Fax ' N/A
E-Mail N/A
_ Preferred Contact Time From 8:00 AM To 5:00 PM  Contact Place Home
;;etfhe;?d Contact fhone . ‘ ' o
.+ Complaint/inquiry 7/30/02 (mail/Cecliia) sdIDF 368T496/MGE put bill from tenant st 4024
Déscriptlon ™ Prospect (KC MO) onto his-—-her name was Daine (Diane?)/also put
T Sara Chapp”s bill onto his'total amount net his Is §2,204.58/
Dale Filad

uy

07/28/2002

R Ry

..fdoccon_tcnt.dmhjbmyuamgpsccswscnoc&éysmmﬁz&m@g_r_df—-oemacfagebl 17/3012002¢ . . [
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‘Task List Details - Consumer Complamt/Inquiry

* Required Fleolds

L B S L ST LY I L U RES LI I Y JE I AT U L

2{d 22 Lowa .00

Page ] of']

Task No. 2 : Date 07/30/2002 12:19:28 PM
Type of Doc Complaint Routed From Barr Cecilla
Account Name Dudley Jameas.
ComplaintInquiry No, C200301228 Edit
* Utility Type [oas B
* Utility Company | Southarn Unien Company e _,WM*____E
* Complaint lssue {Billing E
* Complalnt Sub Issue | Disputed BIl ]
* Priority [Response within 7 days . E -
Follow
Up Dato [osiosrz002 (i
* Path o @ Fast Track © Complex Traok
Route To [Select B Send Notification To [Seiect -
- Ambrose Candy
Anderson Melissa
Barr Cecilia i
Comments
{Allows enly 250 charsctars) )
Complaint History

SLNo. Attachment(s)
1 COMPLAINTANQUIRY
2 [ Qm]al mmplaint—D_Mgg

hitp:/pscepr/mpsc/task_details/cornpleint_detail.asp

7/30/2002
,, /_-' !‘}

Pt
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8l.No Recelved Date User Route to ‘Status Commonts
1 07/20/2002 Barr Cecilia Leonbarger Tracy Waiting For 7/30/02 {(malifCecilla) sdiD#
| Process ./ 3887436MGE put bill from
tenant at 4024 Prospect
{KC MO) onto hig--her
7 . name was Daine

(Diane?)also put Sara
Chapp’s bill orito hisftotal
amount not his is

i 82,204.59/
2 07/30/2002 Leonberger Saved 7/30/02 Faxed complaint to
12:48:33PM  Tracy } the company. In order for

Mr. Dudley to prove these
bills are not his, he would
need the datas of sarvics,
locatlon and how his name
was associated with these
addresses. Let mo know. |
will regpond to the

. ustorner by letter

htp://pscept/mpsc/task_.../Complaint_history.asp?strsubmission=C200301228&intlternno=  7/30/2002
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 PLEASE RETURN THIS PORTION WITH YOUR PAYMENT ** THANK VOU{ *+

ROTICE DATE: MAY 16, 2002

JAMES E DUDLEY
#0246 PRDIPECT AVE
KANSAS CITY, ND £5133-1321

MAKL PAYMENTS TO. MISSDURI GAS ENERGY

PC BOX 219255

KANSAS CITY, MO 84121-255
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SHAWNEE MISSION, KS 66202-3339 CRRU NGTRTCR T ARGURT -
i ot A SIGHATRE EXP. DATE
% RETURN SERVICE REQUESTED ,
' : CREDITOR- M1SSOURI GAS ENERGY
DATE: 11/11/2002 AMOUNT DUE 2,256.42
TELEPHONE: 913~362-3950 ACCOUNT NUMBER 1359574
REF # 0401 4827397879

ASSIGHED COLLECTOR NUMBER 17

13595747 17

DUDLEY JAMES i CREDTIY WORLD SERVICES, INC

4231 TRACY AVE GO0C0 MARTWAY ST R
KANSAS CITY, MO 64110-1243 . . SHAWNEE MISS5ION, KS 66202-3339 L. :
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R KRk NOTICE OF CREDIT BUREAU REPORTING *AKK KKK

THIS LETTER IS TO NOTIFY YOU THAT THE ABOVE ACCOUNT WILL
BE REPORTED TO A CREDIT  BUREAU IF YOUR ACCOUNT IS NOT

RESOLVED WITHIN THIS MONTH.

A SIGNIFICANT PAYMENT AND POSITIVE ARRANGEMENTS MUST BE
MADE WITHIN THIS MONTH TO STOP THIS CREDIT BUREAU REPORTING.
PLEASE CALL TOLL FREE 1-8B00-844-4084 FOR DETAILS.

TO ASSIST YOU IN MEETING YOUR FINANCIAL OBLIGATION WE WILL
ACCEPT A POSTDATED CHECK DATED NO LATER THAN 30 DAYS FROM
THE DATE OF THIS NOTICE. THE POSTDATED CHECK MUST REACH

OUR OFFICE BY THE LAST DAY OF THIS MONTH TO -STOP THIS CREDIT
BUREAU REPORTING. PLEASE CALL TOLL FREE 1-800-844-4084 FOR

FURTHER EXPLANATION. _

**%%**]IN ACCORDANCE WITH FEDERAL LAW, WE WILL NOTIFY YOU IN
‘WRITING, PRIOR TO DEPOSITING YOUR POSTDATED CHECK**¥

VISA AND. MASTERCARD WILL DBE ACCEPTED AND CHECK BY PHONE.

THIS IS AN ATTEMPT TO COLLECT A DEBT. ANY INFORMATION
OBTAINED WILL BE USED FOR THAT PURFOSE. R y :

ckEx%%x TOLL FREE NUMBER CAN NOT BE ACCESSED FROM 816 OR 913

AREA CODES *#%%*

SINCERELY

CREDIT WORLD SERVICES, INC.

A FULL SERVICE DEBT COLLECTION AGENCY

YOU HAVE ADDITIONAL ACCOUNTS, ' -
2,830.77 I5 THE TOTAL ACCOUNTS AT OUR QOFFICE/

THIS INCLUDES THE CREDITOR ABOVE.
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