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BEFORE THE PUBLI C SERVI CE COW SSI ON, reged
STATE OF M SSOURI .

BRETT FELBER, )

Conpl ai nant, g

VS. g Case No. EC 2023-0395

UNI ON ELECTRI C COVPANY, g

RESPONDENT. 3

BE | T REMEMBERED t hat the proceedings herein reported
were held on OCTOBER 10th, 2023, between the hours of nine
o' clock in the forenoon and six o' clock in the evening of that
day, via WebEx before Paula D. Hefner, a Certified Shorthand
Reporter, Certified Court Reporter, Registered Merit Reporter,
Certified Real -Tinme Reporter, and a Notary Public within and for
the State of Mssouri, in a certain cause now pending Before the
Public Service Conmi ssion, State of M ssouri, wherein BRETT
FELBER i s the COVPLAI NANT, and UNI ON ELECTRI C COWPANY, is the
RESPONDENT, and the foll owi ng proceedi ngs were had:
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Brett Fel ber, Pro Se (VI A \EEBEX)

316 Sonderen Street
O Fallon, M ssouri 63366
ddt pgcor p@nai | . com

FOR UNI ON ELECTRI C COVPANY:

ERI C K. BANKS, ESQ (VI A VEBEX)

Banks Law

1824 Chout eau Avenue

St. Louis, Mssouri 63101
(314) 583-7075

eri chanks@anksl awl | c. com

JERMAI NE GRUBBS, ESQ (VI A VEBEX)

Cor porate Counsel, Aneren M ssouri
1901 Chout eau Avenue

St. Louis, Mssouri 63101

(314) 554-2041

j gr ubbs@ner en. com

FOR THE STAFF,
M ssouri Public Service Comm ssion:

JEFF KEEVI L, ESQ (VI A VEBEX)

Department of Econom ¢ Devel opnent
200 Madison Street, Suite 800

P. O Box 360

Jefferson City, Mssouri 65102-0360
(573) 526-4887

st af f counsel servi ce@sc. no. gov
jeff.keevil @sc. no. gov

Court Reporter:

Paul a D. Hefner, CSR CCR RWMR CRR
M ssouri CCR #219

Lexitas Litigation Services

711 North El eventh Street

St. Louis, Mssouri 63101

(314) 644-2191 tel ephone

1- 800-280-3376 toll free
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JUDGE CLARK: Good norning. Today is Cctober
10t h, 2023. The current tine isS nine a.m
The Conm ssion has set aside this time today for Day 2
of an Evidentiary Hearing in the matter of Brett Fel ber,
Conpl ai nant, versus Union El ectric Conpany doi ng business as
Ameren M ssouri, Respondent, and that is File No. EC 2023-0395.
My name is John Clark. |'mthe Regulatory Law Judge
presiding over this hearing today. Also with me today on the
video conference are several of the Conm ssioners. | know we
have the chairman of the Commi ssion Scott Rupp on right now
along with Comm ssioner Coleman. Do | have any other
Conmi ssioners at this noment? | don't hear any at this tine,
but | would inmagine that other Conm ssioners will be joining us
fromtine to tine.
|"mgoing to ask at this tine -- since we have a new
Court reporter today |I'mgoing to go ahead and have the parties
enter their appearance again for the record starting wth M.
Fel ber.
M. Felber, you are pro se, that is you are
representing yourself.
s that correct?
MR FELBER  Yes, your Honor.
JUDGE CLARK: And you don't have an attorney?
MR FELBER: Correct.
JUDGE CLARK:  And on behal f of Ameren M ssouri?

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com
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MR. BANKS: Eric Banks, Banks Law, LLC, 1824

Chout eau Avenue, St. Louis, Mssouri 63103.
JUDGE CLARK:  And Ms. Grubbs al so on behal f of
Ameren M ssouri .
M5. GRUBBS. Yes, good norning. Jermaine G ubbs.
That's spelled Gr-u b as in boy, b as in boy, s, and |'m
appearing on behalf of Areren Mssouri. M business address is
1901 Choteau Avenue in St. Louis, Mssouri 63103.
JUDGE CLARK:  Thank you.
And 1'mgoing to note for the record at this time that
we' ve al so been joined by Conm ssioner Kayla Hahn.
Proceedi ng on.
M. Keevil, can you enter your appearance on behal f of
Staff?
MR KEEVIL: Yes, Judge. Appearing of behalf of
Staff Jeff Keevil. M address is 200 Madison Street, P.O Box
360, Jefferson City, Mssouri 65102.
JUDGE CLARK: Thank you, M. Keevil.
And do we have anyone present fromthe Ofice of the
Public Counsel ? | hear no one. | wasn't expecting anyone since
nobody appeared fromthe Ofice of the Public Counsel |ast tineg,
but | al ways ask.
As | indicated before, this is Day 2 of this
evidentiary hearing. As nuch as | don't like to split w tnesses

in the mddle of testinony because it was getting rather late on

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
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Friday | did go ahead -- Ameren has one witness in this case and

their witness is Aubrey Krcmar. They were doing their -- M.
Banks was conducting Direct of Ms. Krcmar when we broke.

| have for Aneren's witness in regards to -- M. Banks
s going to be doing Cross Exam nation. Oder of Cross, will be
first Brett Felber and then the Conm ssion Staff when we get to
Cross Exami nati on.

|"mgoing to rem nd everybody -- because we did have
to go in-camera on Friday for a substantial portion of the
hearing and that may be the case today. | don't see anyone on
at this point who would not be entitled to view confidenti al
information so there would be no need at this point if we were
to go into an in-canera session to do a break out room But,
dependi ng on who is present we mght have to go in-camera.

Again, | wll say just for the sinmplicity of not
putting confidential information out there unnecessarily that if
we are referring to the residence where the di sconnection
occurred that we refer to it as the residence where the
di sconnection occurred or, alternatively, as the Florissant
addr ess.

| will take breaks as is necessary. So if anybody
needs a break at any point [et ne know -- and that goes for you
as well, Ms. Hefner, if you need to take a break please let ne
know. |If | amnunmbling or we are speaking too fast and you

don't get something please stop us and ask to repeat.
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COURT REPORTER:  Thank you.

JUDGE CLARK:  Wth that in mnd we may be playing
some audi o exhibits that can be fromtime to tinme difficult to
hear .

For the record we have just been joined by
Conm ssi oner Hol sman as well. So we have the Chairman and |
bel i eve right now three additional Comm ssioners. Ckay.

Just out of an abundance of caution, | don't believe |
need to, Ms. Krcmar, but I'mgoing to go ahead and swear you in

all the sane. So will you raise your right hand and be sworn.

(Wer eupon, w tness was sworn by Judge Cark.)

JUDGE CLARK: Thank you. M. Banks, you may
continue with your Direct Exam nation.

MR BANKS: Thank you, your Honor.

AUDREY KRCVAR,
bei ng sworn on her oath saith:
DI RECT EXAM NATI ON (conti nued)
QUESTI ONS BY MR, BANKS:
Q Ms. Krcmar, do you recall on Friday, Cctober 6th,
2023 -- | think the last question you were asked before we

concl uded for the day was will you explain that the Conpany does

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com




© o0 ~N o o B~ w NP

I N N T N R e I N N T T o o e
o b~ wWw N B O ©o 00 N oo o1 B~ O Wwu N -, O

Transcript of Proceedings

. o . Page 10
not believe Exhibits 8 9, 10, and 11, the Conplainant's

mul tiple versions of a Pending Payment Agreenent enail, they
were not accurate?

A | do not believe they were, no.

Q Please let's | ook at your response to Staff's Data
Request 27, Exhibit 119-C

Aneren M ssouri does not have a copy of the actual
payment -- Pending Payment Agreenent confirmation email sent by
Sendgri d?

MR BANKS:. Madam Reporter, that's spelled
S-e-n-d -- same word -- g-r-i-d.

Q (By M. Banks) So let me start over with ny question,
pl ease.

Ameren M ssouri does not have a copy of the actual
Pendi ng Payment Agreenment confirmation email sent by Sendgrid to
Conpl ainant's emai|l address on May 18, 2023?

A No. We do not.

Q W di scussed previously that during the normal course
of business account activity contacts are added into the CSS?

A Yes.

Q So what are you asserting in the bottomof Page 1 of
Exhibit 119-Cis one of account contacts related to May 18, 2023
Pendi ng Payment Agreenent ?

A Yes. That is a capture of the contact that was placed

on the account when that Pending Payment Agreenent was

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
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est abl i shed.

Q Did you listen to the call recording from My 18, 2023
when Conpl ai nant cal l ed Aneren M ssouri Custoner Service to set
up the Pending Payment Agreenent?

A Yes. | did.

Q And did you also listen to the Cross of M. Fel ber?

A Yes. | did.

Q | s the account note you inserted at the bottom of Page
1 of Exhibit 119-C consistent with that recording?

A Yes. It is.

Q At the top of Page 2 of Exhibit 119-C you set out the
val ues that were inserted by the systeminto the email tenplate?

A. Yes. | did.

Q So Aneren Mssouri's nethod of what val ues were sent
to Sendgrid show the due date for the two thousand five hundred
and nine dollar required paynent to activate the Paynent
Agreement was due May 18, 2023?

A Yes. It was.

Q Again, a due date for the two thousand five hundred
and nine dollar required paynment listed there is consistent with
the May 18, 2023 call recording?

A Yes. It is.

Q  And that's Exhibit 104-C-D.
A Yes.
Q

The Conplainant identified the alleged email regarding

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
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the Payment Agreenment as a basis for his formal -- Informal

Conpl ai nt ?

A No.

Q Let's ook at Exhibit 123-C. Is this the Infornmal
Compl ai nt submtted by Conpl ai nant ?

A Yes. It is.

Q s it your understanding that Exhibit 123-Cis the
Conmpl ai nant's I nformal Conpl ai nt?

A Yes. It is. And in the conplaint description it
I ndicates that Brett stated he had a paynent arrangenent to pay
twenty-five hundred dollars today, 5-19.

MR BANKS. Your Honor, | nove that Ameren
Mssouri's Exhibit 123-C be accepted into the record as
evi dence.

JUDGE CLARK: Any objections to Exhibit 123-C,
the confidential exhibit be admtted onto the Hearing Record?
That is the Informal Conplaint.

MR FELBER. | do not. In ny Cross Exam nation
"Il go over it.

JUDGE CLARK: (kay. Hearing no objections from
Staff, so 123-Cis admtted onto the Hearing Record.

You may continue Direct Examnation, M. Banks.

MR. BANKS: Thank you, your Honor.

And, your Honor, Christy Manning has her hand up.

JUDGE CLARK: Oh, | apologize. Let ne see what

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
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that -- Ms. Manning, is there something that you wanted to

address? |If there is you can shoot ne an enmail, please. Thank
you.
Al right. G on, M. Banks. Thank you for letting
me know t hat.
MR BANKS. Thank you, your Honor.
Q (By M. Banks) The Conplainant identified the alleged
emai | regarding the Pending Payment Agreement as a basis for his

original Formal Conpl aint?

A No.

Q What about the First Amended Conpl aint?
A No.

Q The Second Amended Conpl aint?

A No.

Q So Aneren Mssouri's Answer and Affirmative Defenses,
Exhi bit 124-C, couldn't and does not respond to the alleged
emai | due date discrepancy?
A No.
MR. BANKS: Your Honor, | nove that Aneren
M ssouri's Hearing Exhibit 124-C be accepted into the record as
evi dence.
JUDGE CLARK: Any objection to admtting Exhibit
124-C, Ameren M ssouri's Answer and Affirmative Defenses which
was filed in EFIS, in this case onto the Hearing Record?

MR FELBER: | have no objection.

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
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JUDGE CLARK: Hearing no objections Exhibit 124-C

Is admtted onto the Hearing Record.
Pl ease conti nue.

Q (By M. Banks) To your know edge when di d Conpl ai nant
i dentify the alleged Pending Paynent Agreement enamil date
di screpancy?

A To the best of ny recollection it was approxi mately
June twentieth.

Q On Page 2 of Ameren Mssouri's Exhibit 119-C you
explain the Senior Software Engineer also advised that if a
cust omer downl oaded the Payment Agreenment confirmation email
they woul d have the ability to edit the message?

A Yes. | did.

Q During the course of your job as a regulatory liaison
and working on Conplaint cases do you ever reach out to software
engi neers for informtion?

A Yes. | do.

Q Have you personal |y downl oaded a confirnation email
and been able to edit the nessage?

A Yes. | have. During the course of ny investigation
personally -- well, | found out how easy it was to edit emails.

| downl oaded enmails fromny personal enail box and was
able to edit those, not only from Ameren but from other sources
of email that | received. And | found you don't even have to

actually download the email in order to edit it. You can

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
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actually just forward an email and edit it and it appears to be

very authentic.
So, yes, during ny personal investigation | was able
to do this.

MR. BANKS: Your Honor, | nove that Aneren
M ssouri's Exhibit 119-C be accepted into the evidence as
evi dence.

JUDGE CLARK: Any objections to Exhibit 119-C
being admtted onto the Hearing Record?

MR FELBER: 1'mgoing to object. | would object
that for the best interest of Ameren Mssouri as Ms. Krcmar | ust
admtted that she's altering docunents. That she just admtted
that she -- she just admtted that she goes into, she went into
her email to find easy things to edit and she was playing around
withit. That would be a notion --

JUDGE CLARK: That would prove that she did. She
did not indicate that she had edited any of the information in
this exhibit.

Do you have an objection to this particular exhibit?

MR FELBER | don't have any objection to the
exhibit, no.

JUDGE CLARK:  Yes. And | will agree that she
I ndi cated that she had taken some of her private enmails and
downl oaded those and seen if she could manipul ate them

MR FELBER | nean she was actually going into a

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
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systemto alter any docunent.

JUDGE CLARK: |'ve got some questions about this
and I'msure you do as well, but as for right now we're just
dealing with the adm ssion of this docunent.

Do you have any further objections to admtting this
docunent into the Hearing Record, M. Felber?

MR, FELBER  No, your Honor.

JUDGE CLARK: | hear no other objections.

Exhibit 119-Cwll be admtted onto the Hearing Record.
You may continue your Direct Exam nation.

MR, BANKS: And, your Honor, if I'mnot m staken
| thought that you held ruling on Conplainant's Exhibit 12.

JUDGE CLARK: | did. And | have that set aside.
We're tal king about the Twilio information,

MR. BANKS: Yes, your Honor.

JUDGE CLARK: Would you like ne to address that
at this tine?

MR. BANKS: Yes, your Honor.

JUDGE CLARK: M. Felber, you had an Exhibit 12
whi ch consisted | believe of six various things that you got
fromTwilio in regards to how one, depending on the different
kinds of coding that are being done, | understand, enters val ues
into the Twlio system

s that correct?

MR FELBER  Yes, your Honor.

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com




© o0 ~N o o B~ w NP

T T O I S T N B e R e S e T e e S
o b~ W N PP O ©o 00 N oo o B~ O Wwu N -, o

Transcript of Proceedings

_ _ Page 17
JUDGE CLARK:  And | had held admtting that since

| felt it was a responsive exhibit and the information that it
was responding to was not in the record yet, until such time as
the information that it was responding to was in the record.

At this time do you wish to offer again Exhibit 12 for
adm ssion onto the Hearing Record?

MR FELBER  Sure. Yes, your Honor.

JUDGE CLARK: Any objections to admtting Exhibit
12 onto the Hearing Record?

MR BANKS. Yes, your Honor. W certainly object
as irrelevant. Twilio was not Aneren Mssouri's vendor and this
document provides no val ue.

JUDGE CLARK: What do you nean Twilio was not
Ameren M ssouri's vendor?

MR BANKS: Well, |'massumng that Twilio --
which is an organization | never heard of before -- is the
parent conpany of Sendgri d.

JUDGE CLARK: Ckay.

MR FELBER Yes. They are the parent conpany of
Sendgrid and they actually help with tenplates and everyt hing,
too. That's actually who -- if you were to get a debit request
or if you were to want to get docunents fromis where you woul d
have to send in paperwork certified mail to.

JUDGE CLARK: M. Felber, this thing that Twilio

sent you in regard to client is this the same tenplate that one

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com




© o0 ~N o o B~ w NP

I N N T N O e N T T e e e
o b~ W N B O ©o 00 N oo o B~ O wu N -, O

Transcript of Proceedings

Page 18
woul d put into Sendgrid or do you know?
Can you establish that?
MR FELBER: From what | gather out of
everything, yes. It would be the sane bill just -- they're the

parent conpany. Any official responsive infornmation would cone
directly fromthem The coding paperwork that was sent in
that -- even though it has Sendgrid it also has Twlio, so it
bounced back in between both. The parent conpany holds all the
server records of each account; fromwhat | gather from what
they said they hold everything. So if there was a process where
they were having a problemthey woul d have had to reach out to
Twilio. Twilio would then go ahead and send all that
i nformation back and that woul d be the tenplate and everything.
However they're designed that's between themand Tw lio.

JUDGE CLARK:  Ckay.

MR BANKS: Your Honor --

JUDGE CLARK: Hold on just a second, M. Banks.

M. Felber, 1"'mgoing to go ahead and swear you in
because while you are not testifying right now when | ask you
things fromtine to tinme those are kind of a hybrid situation in
that sonme of it borders on testinony.
So since | swore Ms. Krcmar 1'mgoing to go ahead and

swear you in again, then |'ve got sone clarifying questions for
Ms. Krcnar.

(Wer eupon, Brett Fel ber was sworn by the Court.)
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JUDGE CLARK: Ckay. Ms. Krcmar, I'mgoing to

ask you a few clarifying questions that | was actually going to
do later, but | think they are somewhat germane to this Exhibit
12.
Have you di scussed the systemthat kicks out these

aut omat ed Pendi ng Payment Agreenments yoursel f?

THE W TNESS:. What systemare you referring to?
The actual -- the Sendgrid systenf

JUDCGE CLARK: Yes.

THE WTNESS: No, your Honor. | didn't have
access to that.

JUDGE CLARK: (Ckay. Do the Customer Service
Representatives?

THE WTNESS: No. They do not.

JUDGE CLARK: Did Sendgrid -- do you have, |ike,
an Aneren specific build of the Sendgrid software to enter
I nformation into?

THE WTNESS: From ny understanding yes. There
IS -- there are information that we enter into -- the
information that is entered into our CSS -- Custoner Service
System-- the billing system is then uploaded via a secure
method to Sendgrid, which then -- so we enter the values into
the tenplate and then those values are then inserted into the
alert confirmation courtesy email that is sent to the customer.

JUDGE CLARK: Now, when you say that those --

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com




© o0 ~N o o B~ w NP

I N N S T N B e I T e T T T N
o b~ wWw N B O ©o 00 N oo o B~ O Wwu N -, O

Transcript of Proceedings

) _ _ F_’age 20
that there are values inserted in are those values inserted into

an Aneren progranf

THE WTNESS. Yes. They are. So we actually
have -- it's called, internally we refer to it as the DPA
window. It's the Deferred Paynent Wndow. And that is the
systemthat our advisors use when they are entering a Pending
Paynment Agreenent for a customer. So they enter in, it defaults
to the payment due date. That is a default based on the
collection activity of the particular account.

So there was no mani pul ation or changing of the May
ei ghteenth date. So the date that the call was nade that was
the only option for a due date for a Pending Paynent Agreement
since it was going to be in threat of disconnection the next
day. So the only values -- it auto popul ates based on the
coding that is entered for what a Payment Agreement offer
would -- should be. So, therefore, there is no need for an
advisor to manual ly figure anything. The systemalready figures
it based on the balance of the account and the arrears and, you
know, whether we're non-cold weather rule or cold weather rule
since there are different rules for the payment agreements. So
that information is automatically defaulted into this DPA
wi ndow.

So basically the advisor is, you know -- basically
will, once they've had the discussion with the custoner as to

whet her or not they agree to the terns of this pending agreenment
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they just have to hit a button and the values then are
automatically sent to our vendor for that courtesy alert email.
That contact is automatically generated, which | included a snip
of in ny Data Request for the Paynent Agreenent, so it takes
away any risk of manual calculations that are in error. So the
system autonatically does all of that for the advisor.

So then at that point their only responsibility is to
clearly share those details with the customer to make sure that
t hey understand, you know, what they are agreeing to.

JUDGE CLARK:  (kay. |'mgoing to ask a few
foll owup questions.

So in regards to a Pending Paynent Agreenent what
i nformation does the Customer Service Representative actually
have to input into -- and |'massumng that they're not doing
any codi ng.

THE WTNESS:. Right.

JUDGE CLARK:  What do they have to put into to
popul ate a field? Wat information would they actually have to
enter and what information is automatically entered?

THE WTNESS: Well, for the nost part ideally
there is not any information that the advisor has to enter
because all of the fields will populate to the options.

However, there are times when a customer may want to
make nore of a down payment than what the systemis requiring.

And they may want to -- so it will auto populate to the maxi num
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The maxi mum nunber of installnents, the m ni mum paynent needed.

However, there is the -- the advisor has the opportunity to
adjust those fields if the custoner says, perhaps in this
i nstance nmaybe the custoner said well, | can actually afford to
pay three thousand dollars down and | would really prefer for ny
installments to be six nmonths instead of twelve. So there is
the -- the advisor has the ability to change those installnents
I f needed based on the conversation. In the conversation with
the customer the custoner, you know, wants to do somet hi ng
different than what they are eligible for.

But, in this case there would not have been any need
for any changing of the val ues because, you know, what the
advi sor quoted M. Fel ber, which was the twenty-five 0 nine and
some change needed today with twelve installnments of two-ten
that is what was al ready popul ated in that w ndow.

JUDGE CLARK:  Well, let me ask a couple of
questions because we went over -- we went over on Friday with
Exhibit 102-C. | think it was 102. | had some questions --
actually | believe it was a different exhibit. It was in regard
to the Payment Agreements.

There was a Paynent Agreenent on the end that had
i ndi cated that there was no down paynent required, |ike a zero
down payment.

THE WTNESS. Right.

JUDGE CLARK: So that would be a case where --
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woul d that be an exanple of a case where a field m ght

automatically populate but that a Customer Service
Representative could change it?
THE WTNESS:. Correct. Yes, Judge.
JUDCE CLARK:  Would a Customer Service
Representative change that date if they so chose?
THE WTNESS:. The date cannot be changed. The
date is a field that is not able to be changed.
So, for exanple, if -- I'mjust speaking
hypot hetically. An advisor has an option when they're
di scussing the payment options available to a custoner. |If, for
exanpl e, the disconnect date, the m nimum paynment date is
Cctober fifteenth and the customer says well, | really want to
pay that today. The conversation would be such that the advisor
says well, you're absolutely fine to pay it today, just be aware
that, you know, your alert confirmation email is going to say
the fifteenth because |'mnot changing that date.
So they're not able to change the date, but they can
change the nunber of installments or the down payment anount.
JUDGE CLARK: (kay. | believe that gives ne al
the information | needed.
M. Banks, |'mgoing to overrule your objection.
Wi le the relevance is sonewhat | oose and you have established
they are, in fact, the parent conpany of your vendor even if

they are not your vendor |'magoing to admt M. Felber's Exhibit
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12 on the -- onto the Hearing Record and give it its appropriate

wei ght which I'mnot sure at this point what that is. But, that
may be clarified in Cross Exam nation.

So Exhibit 12 is admtted onto the Hearing Record.
Al right.

You may continue your Direct Exam nation, M. Banks.

MR BANKS:. Thank you, your Honor.

EXAM NATI ON (conti nued)
QUESTI ONS BY MR BANKS:

Q Ms. Krcmar, when did Areren Mssouri issue its notice
of potential disconnection to Conplainant for non-paynment as
related to the May nineteenth di sconnection?

A Di sconnection notice was issued on May fourth.

Q Let's take a | ook at Exhibit 125-C

How can you tell the date that the notice was issued?

A The date is located in the upper right-hand corner of
t he docunent. Under the Final Notice Subject To Di sconnect
after May sixteenth you'll see in smaller font May 4th, 2023.

Q Wiat does it mean to have Cash Only under the amount
due in the box in the upper right corner?

A An account is designated as a cash only account if
t here have been two returned checks or returned payments on the
account within a twelve nonth period.

And for M. Felber's particular account the account
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was designated as cash only in spring of 2021 after there had

been two returned paynents on the account.

The cash only designation does renain active on an
account until there has been twelve nonths wthout a return
payment, and at the time that this account was closed out the
cash only designation was still in effect.

Q And al though it's called cash only do you accept
certified checks, noney orders, or any other formof payment?

A Yes. Cash only accounts the only -- the paynent type
that is not accepted woul d be a personal check. W could still
accept a cash paynent, cashier's check, noney order, credit card
payment .

The paying out options are also always |isted down on
t he di sconnection notice, and so those options are included as
wel | on the disconnection notice.

Q Back to the notice. Wen would the account be subject
to di sconnection?

A After May 16th, 2023.

MR. BANKS: Your Honor, | nove that Aneren
M ssouri's Exhibit 125-C be accepted into the record as
evi dence.

JUDGE CLARK: Any objection to admtting Exhibit
125-C, the Final Notice, onto the Hearing Record?

MR, FELBER: No objection, your Honor.

JUDGE CLARK: | hear no objections.
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Exhibit 125-Cis admtted onto the Hearing Record.

Q (By M. Banks) Did Ameren Mssouri followthe
Commi ssion's regul ations regarding providing notice of a pending
di sconnection to Conplainant prior to May 19, 2023?

A Yes.

Q Do you recall responding to Staff's Data Request 15 in
this case on Exhibit 113-C?

A Yes.

Q How di d you obtain the information you included in
your response in Exhibit 113-C?

A That information was obtained through our Customer
Service System CSS. Additional information was al so obtained
from anot her Custoner Service Systemthat our advisors and Call
Center uses which is called CRN, which stands for Custoner
Rel ati onshi p Manager.

Q So the information that you included to your response,
Exhibit 113-C, that's information kept regularly in the course
of business for Areren Mssouri?

A Yes.

Q How was the Notice of Pending Disconnection provided
to Conplainant prior to May 19, 2023?

A In accordance with the Comm ssion rules and our
tariffs we first sent the Disconnection Notice on May fourth.
W al so sent a courtesy notice on May fifth. Since the

Conpl ai nant was signed up for our courtesy text alerts we also
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made two outbound collection calls through our vendor nessage

broadcast on My sixteenth. W nade our additional twenty-four
hour AM disconnection call on My eighteenth.
And those -- so that was all of the appropriate

notification nade prior to the disconnection.

MR BANKS:. Your Honor, | nmove Aneren Mssouri's
Exhi bit 113-C be accepted into the record as evidence.

JUDGE CLARK: Any objection to admtting Exhibit
113 Confidential into the Hearing Record?

MR, FELBER  No, your Honor.

JUDGE CLARK:  Exhibit 113-Cis admtted onto the
Hearing Record.

Q (By M. Banks) Drawi ng your attention to Data Request
No. 10 received from Staff, which is our Exhibit 110-C. Pl ease
explain fromthe Conmpany's perspective why the Conplai nant woul d
receive a call from Aneren's Customer Service nunber that woul d
show up on his caller 1D as comng from Boone County Governnent.
A. So we do use a vendor to make our outbound collection

calls. That vendor is Message Broadcast. And they only provide
the receiving carrier -- so the custoner's carrier -- with the
t el ephone nunber of our Call Center which is 1-800-552-7583.
They do not provide any caller ID name with the phone nunber
provided. |It's actually the receiving carrier's responsibility
to assign a caller ID name with the tel ephone nunber that we've

provi ded.
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So therefore, the receiving carrier, whether that be

T-Mobil e or AT&T, they're responsible for fromny understanding
querying an online caller |D database and appropriately
assigning a caller ID name to the tel ephone nunber that we've
provi ded.
Q So, once again, Ameren has nothing to do with that?
A That is correct.

MR, BANKS: Your Honor, | nove that Exhibit 110-C
be accepted into the record as evidence.

JUDGE CLARK: Any objection to admtting Exhibit
110-C, Staff's data request MPSZ-0010 onto the Hearing Record?

MR FELBER | do. She just said it's from her
belief. So she's not -- | would think you would want a software
engi neer to go ahead and explain how that works over a Custoner
Care Representative. But, she just explained it's from her
belief so --

JUDGE CLARK: She said part of it was from her
belief. | assume part of it she received the information from
their provider.

MR FELBER  (kay.

JUDGE CLARK: |s that your only objection?

MR FELBER Yes, that's ny only objection.

QG herwise they can admt it.
JUDGE CLARK: Ms. Krcmar, how did you -- you

contacted, when you say you contacted your, | don't know what
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you woul d call this, what did you say the conpany was t hat

provi des this?

THE WTNESS:. Message Broadcast is the vendor who
handl es our outbound collection calls. And | did receive this
information. W have our digital teamthat works closely with
Message Broadcast. W received this information directly from
Message Broadcast. That is how they explained that they handle
this caller 1D name concern.

JUDGE CLARK:  Well, | will agree with M.

Fel ber's objection at |least to the extent that this is -- |
think what he is trying to get to in the long way around is a
hear say objection.

MR FELBER  Yes, your Honor, yes.

JUDGE CLARK: However, the Conm ssion is not
bound by the technical rules of evidence and we can admt
hearsay onto the record when necessary, much |ike several of M.
Fel ber's exhibits.

|"mgoing to admt this onto the Hearing Record over
M. Felber's objection. But, | amgoing to say that | am going
to give it its due weight based on the fact that it does appear
to be hearsay.

So that will be admtted and given its due weight.
And that is Exhibit 110-C. Exhibit 110-Cis admtted onto the
Hearing Record.

Al right. Go ahead, M. Banks.
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Q (By M. Banks) The Staff Data Request 13 corrected

COR Exhibit 111-C whose name was the customer of record for the
account at issue in this case?
A The name on the account was Brett M Fel ber
Q If only Conplainant's nane was |isted as the custoner
of record was Ameren authorized to discuss the details of this
account with anyone el se?
A No. W were not.
MR BANKS. Your Honor, | nove that Ameren
Mssouri's Exhibit 111-C be accepted into the record as
evi dence.
JUDGE CLARK: Ckay. M. Felber, have you had an
opportunity to |l ook at Exhibit 111-C?
MR FELBER 111-C?
JUDGE CLARK: Yes. C-0013 COR It just
I ndicates it appears --
MR, FELBER: The name of the account hol der.
Yeah. | have no objection to it.
JUDGE CLARK:  You have no objection, okay.
Exhibit 111-Confidential is admtted onto the Hearing Record.
Go ahead.
Q (By M. Banks) Please refer to your response to
Staff's Data Request 14 on Exhibit 112-C
Wiere did you obtain the information presented in your

response to this exhibit?
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A | obtained this information fromour billing system

CSS, Custoner Service System
Q So no anmounts owed by M. Felber on the account at
Issue in this matter are related to any outstanding bal ances
di scharged in M. Fel ber's bankruptcy?
A No.
MR. BANKS: Your Honor, | nove that Aneren
M ssouri Exhibit 112-C be accepted into the record as evi dence.
JUDGE CLARK: M. Felber, any objection to
adm tting Exhibit 112-C which is Data Request MPSC-0014 which
di splays the transfer history for any outstanding bal ances and
that appears to be that no outstanding bal ances were transferred
to the Florissant address?
Do you have any objection to that? Go ahead.
MR FELBER: Ckay. This isn't 0009, right? This
Is the one --
JUDGE CLARK: 202014, MPSC-0014 and it is
Ameren's Confidential Hearing Exhibit 112-C. So 112-C
MR FELBER | don't have any objections to that.
However, 0009 woul d have a conflicting statement that
we woul d have to go in-canmera node for
JUDGE CLARK: (Ckay. |f he brings up 109-C we
will go in-camera for that. Ckay.
MR FELBER: Ckay. Thank you.
JUDGE CLARK:  So Exhibit 112-Cis admtted onto
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t he Hearing Record.

M. Banks, you may continue your Direct Exam nation.

Q (By M. Banks) If the takes the Staff Data Request 12
on Exhibit 114-C what procedure does Areren M ssouri follow when
a custoner disputes a bill?

A Wien a custoner disputes a bill prior to disconnection
we woul d either suspend the charges to ensure that a
di sconnection of service didn't occur for that disputed anount
or remove the account fromcollections and or void any pending
di sconnection order that has already been issued.

Q And is that procedure different if the Conplai nant
di sputed part of the bill?

A No.

Q  Was that procedure followed in M. Felber's case?

A Yes.

Q Pl ease explain the timeline from2018 to the present
for Conplainant disputing his bills for electric service at the
property.

A So as per the Data Request response to Data Request
0022 there have been multiple times that M. Fel ber has disputed
his bill for his Florissant address.

The first time was November of 2018. The anmbunt was
suspended during the pendency of a PSC Formal Conplaint that |
was working on at that tine.

The next tine on Cctober 8th of 2020 the total bal ance
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was suspended to allow tine for dispute. There was a PSC

| nformal Conplaint pending at that tine.

On April of 2022 M. Felber reached out directly to
our legal and regulatory personnel and included an Intent To Sue
letter claimng that we hadn't appropriately applied a paynent
to his account. So we suspended the charges for that dispute at
that tine in order to investigate and see if we could |ocate a
paynent, which we were unsuccessful in doing.

So there was al so mention during conversations, emil
conversations in April, that M. Felber was planning to file a
PSC complaint. So, again, we suspended the bal ance to ensure
that there was no -- there was not a disconnection of service
during the pendency of M. Felber filing an Informal Conplaint.

In July of 2022 M. Fel ber again reached out directly
to our legal and regulatory personnel and advised that he had
filed a complaint with the Mssouri Attorney Ceneral's office.
So at that point we suspended his charges to ensure that we did
not inappropriately disconnect service while he was disputing
t he bal ance and filing a conplaint wwth the AG-- with the
Attorney Ceneral's office. | will note that we did not receive
an AG conplaint at that point.

And then in Septenber of 2022 M. Fel ber enail ed
directly our |legal and regul atory personnel, included an Intent
To Sue letter. And at that point we al so suspended the charges

to allowtine for M. Felber to investigate and potentially
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di sput e.

So we -- so those are sonme of the instances that M.
Fel ber has disputed his bill.
Q So the customer has to identify the dispute before
t hey get disconnected?
A Yes. A dispute nmust be received prior to
di sconnection in order to be considered to avoid interruption,
yes.
MR BANKS:. Your Honor, | woul d nove that
Aneren's Exhibit 114-C be accepted into the record as evidence.
JUDGE CLARK: Any objections to admtting Amreren
Exhibit 114-C, MPSC Data Request 0022 onto the Hearing Record?
MR FELBER | object because they did not |ist
as early as this year on April 25th, 2023 there was a dispute

that was filed, and Customer Service sent it to Regulatory in

whi ch Regul atory never responded back. But, | guess | could do
that -- if it gets admtted | could ask it during Cross.
It's fine.

JUDGE CLARK: Is there a reason that wasn't
i ncl uded, Ms. Krcmar?

THE WTNESS: Yes. In April it was a little bit
different. Most of the disputes were received in time for us to
suspend the charges. And when the charges are suspended they're
basically put in a hold pattern and they are not then consi dered

for any collection activity.
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Wien he called and spoke with our Call Center later in

April of this year there was already a di sconnection order
i ssued. So for timeliness to ensure that that service wasn't
interrupted we did not suspend the charges. She just voided the
di sconnect to make sure that he wasn't disconnected. He was out
for disconnect that day. The order had already been issued, so
to ensure that we did not disconnect his service since M.
Fel ber had claimed that he was disputing his balance inmediately
t he disconnection order was canceled. Later then reached out to
our Regul atory Team

And before we were able to review M. Fel ber's dispute
and potentially suspend any charges M. Fel ber actually set up
hinsel f -- or someone who | ogged into his account. | should say
someone | ogged into M. Felber's user ID profile and set up
their own Paynent Agreenent. So a Payment Agreenment was set up
by the Conpl ai nant or someone who used the Conplainant's user ID
Information. And once that Paynent Agreenment was set up there
was no need to suspend any charges because the Conpl ai nant then
s accepting responsibility for that balance due if they're
agreeing to set up a deferred Paynent Agreenent.

JUDGE CLARK: Just as a point of clarification,
because this is news to ne. | didn't knowthis. So you can --
It appears that there are two ways you can set up a Paynent
Agreenment and that would be by calling. You can also set it up

by logging into the systemunder your -- now, if you're |ogging
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into the systemare you, | assume that once again, let's get
back to the question.

Does it -- does a Customer Service Representative | ook

at it or does it auto populate fromwhere they' ve logged in into
a Pendi ng Paynent Agreement?

THE WTNESS: Well, if you don't mnd, Judge,
will explain that there are several different ways that a
Paynment Agreenent can be set up. |t can be set up through a
phone call with an advisor. It can be set up -- if a customer
| ogs into their account online they can set it up online. They
can also set up a deferred Payment Agreenent directly through
our I'VR our Interactive Voice Response Unit.

And | woul d have to refer back to the contacts, but,
fromny recollection this Payment Agreenent in April of this
year was actually set up through the Voice Response Unit. So
the customer set it up through the IVR

JUDGE CLARK: |s there anyone who reviews it?

THE WTNESS:. There is no -- there is no review
of a Payment Agreenent if it is established by the customer.
It's one of the self-serve options that we offer our custoners.
A lot of customers like to self-serve. So they do have the sane
paraneters around what the Payment Agreement terns woul d be.
That's going to be consistent in all channels regardl ess of how
that's set up

So if you set up a Paynent Agreenent with the advisor
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on the tel ephone that is going to be -- those options that are

avail able in that deferred Payment Agreenent w ndow that |

tal ked about a little bit ago, those values are going to be
consi stent across all of the channels. So that option is going
to be available for the customer to self-serve through the |VR
through the Interactive Voice Response Unit. It's also going to
be available to the custoner if they log into their account
online, those sane options are going to be avail able.

JUDGE CLARK: Does it automatically kick out a
followup email with the Pending Paynent Agreenment and the same
thing that -- the mailing out of the Pending Payment Agreement?

THE WTNESS:. Potentially yes. |[If they set it
through the IVR 1 do not believe an alert confirmtion enai
will go out. However, if it is set up through the website then
yes, the customer will have an option to -- would you like to
receive a courtesy alert confirmation of this? They can check
that box to receive an email

Now, that email, that Pending Payment Agreenent enuil
confirmation, is an option. Now, if a Payment Agreenent is --
I f a down payment is received and the Payment Agreenent is
actually activated there is always going to be a hard copy
confirmation letter that is mailed. That is one of the
requirements.

And | did -- if you don't mnd | did actually flip to

the contacts page so | could see what exactly had transpired.
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And there was a Paynent Agreenent -- a Pending Payment Agreenent

set up through the automated systemon April twenty-fifth.

JUDGE CLARK: Is that Paynment Agreenent included
in the exhibit indicating M. Fel ber's past paynent agreenents?

THE WTNESS:. It is not because that -- response
to that Data Request | nentioned that | only included paynent
agreenments that actually activated. This was a Pending Paynent
Agreenment where the terns were set out that a down payment of
two thousand three hundred and ninety-seven dollars was going to
be paid by April twenty-seven

Wien that payment -- down paynent was not nade that
Payment Agreenent didn't activate so, therefore, it was not an
actual Paynent Agreenment that was established since the down
payment due date was not nmade. So it defaulted.

And then actually the day it defaulted on the
twenty-eighth the custoner -- and we do have to recognize that
it's the custoner because we do have sone disclainer verbiage in
our Voice Response Unit through the IVR that by setting up a
Pendi ng Payment Agreement you acknow edge that you are the
custonmer of record doing this.

So | will say that the custoner then on Apri
twenty-eighth set up a connected Pending Paynment Agreement with
a down paynent required of twenty-three ninety-seven that day,
the twenty-eighth, and that Payment Agreenent -- that Pending

Payment Agreenent also defaulted on April twenty-ninth when that
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down payment was not received.

So going back to the initial question when M. Fel ber
called in and spoke to our advisors on the twenty-fifth there
was already a payment -- an order out for disconnection for
non- payment. So there was already what we call a cut out
non- pay order pending.

Wien M. Fel ber advised |ater that he was disputing
his bal ance our |eader took inmmediate action and cancel ed, she
voi ded that order. She did share that information with our
Regul atory Team And by the tine we got in there to | ook at
this to see what -- if we needed to suspend any charges the
customer had already set up a Pending Payment Agreenent, which
in our mnd he i s acknow edgi ng that he is no |onger disputing
t hose charges because he has set up a Pending Paynent Agreenent.
So there was no need to suspend any charges at that tinme.

JUDGE CLARK: And what day was that Payment
Agreement made? You said the twenty-eighth of April.

Is that correct?

THE WTNESS: Well, the first one was set up the
twenty-fifth of April. There was a Pending Payment Agreenent
set up through our Voice Response Unit, through the IVR system
with a down payment needed of April -- down paynent due date
needed of April twenty-seventh. That was not made. The down
paynent was not nade by the custoner. So that Pending Payment

Agreement defaulted on April twenty-eighth,
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The customer later went in on April twenty-eighth and

set up another Pending Paynent Agreenent with a down paynent
date needed of April twenty-eighth. That Pending Payment
Agreement then defaulted on April twenty-ninth due to a m ssed
payment .

So inour mnd -- like | nentioned, when a custoner
voluntarily sets up a Pending Payment Agreenent they are
accepting responsibility for those charges. So there was no
need for us to suspend any charges due to an alleged dispute at
t hat point.

JUDGE CLARK:  Now, when you say in our mnds
assume you mean your understanding of how Ameren M ssouri views
this. Is that a witten policy anywhere or is that just
informally or is that just your personal thoughts in regard to
t hi s?

THE WTNESS: | wouldn't say it's ny persona
thoughts. | would say that in the Commssion rules we're the
tariff, we offer a Paynment Agreement to a customer based on
their inability to pay their full bal ance which they acknow edge
infull. Soif a customer is setting up a Paynent Agreement
because they aren't -- have an inability to pay that full
bal ance they are not disputing that they owe that balance. They
are acknow edgi ng that they need assistance and need -- need it
to be broken up into paynents so it's nore affordable.

JUDGE CLARK: (kay. Based upon the answers
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you've given ne |'mgoing to overrule your objection, M.

Fel ber, to Exhibit 114-C.

|'"mgoing to admt it onto the Hearing Record as
evidence of M. Felber's past disputes of billing anounts.

So Exhibit 114-Cis admtted onto the record.

M. Banks, you can continue your Direct Exam nation.

Q (By M. Banks) Take your attention to Staff's Data
Request 23, our Exhibit 115-C. D d Areren M ssouri deduct or
attenpt to deduct funds from Conplai nant's bank account at any
time in 2023?

A Yes.

Q What was the justification for doing so?

A There was an attenpt to deduct funds on My
twenty-fifth. There were two separate log-ins to M. Felber's
user I D, his online account or his -- yes, his User ID, which is
basically his way to view his information online. But, there
were two separate attenpts on May twenty-fifth to make two
separate twenty-five hundred dollar payments to Aneren. And
both of those paynents were unsuccessful. But, there was an
attenpt, therefore, for us to deduct the paynents since sonebody
| ogged into the user ID of M. Felber and attenpted to nake two
twenty-five hundred dollar paynents.

Q And does the term stacking apply here?

A |"mnot certain what that -- how that would refer to

this. Mybe
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MR, BANKS: Your Honor, | nove that Exhibit 115-C

be accepted into the record as evidence.

JUDGE CLARK: Any objection to admtting Exhibit
115-C?

MR. FELBER  Your Honor, are these exhibits
snapshots of nmy account? Correct?

JUDGE CLARK: If it says 115-C at the bottom |
believe so. It is MPS Data Request 0023.

MR FELBER  Yeah

JUDGE CLARK: | think what Ameren is offering to
show is that it appears that somebody through your account
portal attenpted to nmake paynents on two occasions. And | think
Ameren is offering it for the purpose of showi ng that they did
not initiate that. But --

MR FELBER: No. They did not. | guess was that
with -- if that pertains to auto pay they never sent ne out a
letter of confirmation |ike they're supposed to that states that
you' ve put yourself on auto pay. They did send me a
cancel | ation of auto pay, but they never sent me out a letter
confirmng auto pay |ike they're supposed to.

JUDGE CLARK: (kay. You can ask questions about
that. I'mgoing to -- is that an objection?

MR FELBER: No. No. | don't have an objection
toit, no.

JUDGE CLARK: (Ckay. Exhibit 115-Cis admtted
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onto the Hearing Record.

Go ahead, M. Banks.

Q (By M. Banks) If | take Staff's Data Request No. 24,
our Exhibit 116-C, Did Ameren M ssouri prevent Conplainant from
cancel ling his account?

A No.

Q Pl ease wal k us through what happened

A So on a high level when there are nultiple service
orders pending for a premses for the sane address we refer to
those internally as stacked orders. So the system doesn't know
which order to take or which order has priority if there are
multiple simlar orders pending for the same date.

So with M. Felber's account -- and I'l| back up just
a titch. So once there's sone differences, some term nol ogy
that | mght want to clarify.

Wien an account is disconnected for non-paynment that
account stays active. That account stays active in order to
al low the customer tine to make a paynment, have the services
re-connected without there being any change to the account
nunber of the account. So in order to disconnect the service --
which would -- with our termnology really just means that your
final billing out the account, you're closing out the account.

But, an order to disconnect the services was first
recei ved online by soneone who had | ogged onto the online

account on June fourth and that one was imediately cancel ed by

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com




© o0 ~N o o B~ w NP

I N N T N O e N T T e e e
o b~ W N PP O ©o 00 N oo o B~ O wu N -, o

Transcript of Proceedings

Page 44
t he order.

There were several other account service orders that
cane in on that address for different connects of service,
different disconnects of service, and there were a total of
fourteen service orders that cane in for this address at the
same time within days -- within days of each other that stacked
up on top of each other. And that's what we kind of refer to as
t he stacked orders.

So our systemwas bogged down and did not know which
order to process. So we actually have a specialized group that
If there are multiple service orders pending for the sane
account that are stacked they go to a specialized group so they
can start weeding through manual |y these orders because the
systemisn't able to process themthrough. So it took severa
days, took quite some time for the systemand the group that was
manual 'y | ooking at these orders to realize which orders needed
to be cancel ed out, which were sone of these connect orders that
were pending for various nanes, |ike the LLC, and which account
order -- which service order should actually be the one that
needs to conplete.

So the main |ine disconnect order which effectively
cl osed out the account and generated a final bill was finally
able to be processed through the systemon June twenty-first.

So we did not prevent the account fromclosing out. However,

due to the nultiple service orders that had been entered and the
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system having to weed through those and a manual intervention

needed it did take sonme time before that final bill was

gener at ed.
Q Once again, was a final bill issued?
A. Yes.

Q And when was it issued?

A On June twenty-first with an effective date of My
nineteenth. So the account was, in fact, closed out the date
that was requested.

Q Pl ease refer to Ameren M ssouri Exhibit 105-C

Is that the final bill issued on Conplainant's
account ?

A. Yes.

MR. BANKS: Your Honor, | nove that Ameren
M ssouri Exhibit 116-C and Exhibit 105-C be accepted into the
record as evidence.
JUDCE CLARK: Let's take those one at a tine.
Any objection to admtting Exhibit 116-C, which is
MPSC Dat a Request 00247
MR FELBER:  No, your Honor.
JUDGE CLARK: Ckay. Exhibit 116-Cis admtted
onto the Hearing Record.
And Exhibit 105, that is the final bill. Correct?
MR. BANKS. Yes, your Honor.
JUDGE CLARK: Any objection to admtting 105-C
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onto the Hearing Record?

MR, FELBER No, your Honor
JUDGE CLARK: Thank you. Exhibit 116 and Exhi bit
105 are admtted onto the Hearing Record.
Go ahead, M. Banks.

Q (By M. Banks) |f we take Staff Data Request 25, our
Exhi bit 117-C, did Aneren M ssouri enployees enter the property
wi thout the perm ssion of the resident or homeowner on June 15,
20237

A No.

Q Pl ease explain what happened.

A. So there was a service order issued for June fifteenth
for a service disconnection at the transformer. And one of our
field workers who was acconpani ed by his supervisor for
assi stance and support did go to the location on June fifteenth,
but there was no need to enter the property because they were
di sconnecting the service at the transforner, and the pad nount
transfornmer was actually two homes down from M. Felber's. So
there was a house in between them There was no need for any
access of the property in order to perform-- to conplete the
service order which was to disconnect service at the
t ransf or ner.

Q Wy was service disconnected at the transformer?

A So once we were aware that there had been unauthorized

requests to start service that had been conpleted through our
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website there was a need to ensure that there was no renote

connection of the AM neter, and in order to prevent any renote

connection or disconnection of an AM neter service nmust be

di sconnected a little bit further back at the transformer. And

so that's why the service was di sconnected at the transforner.
MR BANKS. Your Honor, | nmove that Exhibit 117-C

be accepted into the record as evidence.

JUDGE CLARK: |'"mgoing to ask a clarifying

questi on.

THE WTNESS. Yes.

JUDGE CLARK: If it's an AM neter why is
there -- if Areren is controlling the neter why is there a

danger of anybody connecting?

THE WTNESS: Well, it had cone to ny attention
that the service -- the AM service had been turned back on
because there had been an online request for a connection in a
Di vidend Park Investor's LLC. This request was done online and
any order for connection was accepted online wthout any
intervention fromany enployees and the AM service was actual ly
turned back on at this address. Once that cane to nmy attention
as per our tariff thereis -- we are able to disconnect service
wi thout prior notification for the reason of obstruction, and
obstruction is further defined in our tariff as including
unaut hori zed use of service. And this was a clear case of

unaut hori zed use of service or obstruction because the service
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at this address should not have been turned on in an LLC nane.

It was not -- would not have been appropriate because
of so many -- we would at the m ninumhave to have done an
i nvestigation to determne that there was no benefit of service
that had occurred, that the LLC was, in fact, the owner of the
property which | know fromny research that this LLC was not the
owner of the property. So we were able -- so we had the AM
meter renotely turned back off inmediately.

And at that point in order to prevent any future
onl i ne unaut hori zed connect requests from being accepted on the
website without any investigation it was determned that the
service woul d be disconnected at the transforner.

JUDGE CLARK: Ckay. \Wen you say an AM neter is
activated is that the same as turning the service on? | nean
was el ectrical service turned on at that point?

THE WTNESS: Yes. Yes.

JUDGE CLARK: Ckay. Al right. Any objections
to admtting Exhibit 117-C Areren's response to Staff's MPSC
Dat a Request 0025 onto the Hearing Record?

MR FELBER | do. The date is inaccurate. And
services were already off and it was actually -- the date that
she's saying it wasn't in the Dividend Park. It wasn't in any
of ny property investnents. It was actually my wife Lysa
Lanbert and services were already off. They said they turned it

on, but that would have al ready happened at the pad nount where
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they di sconnected. So there was no -- while they can say they

turned on the meter no neter was ever turned on.

JUDGE CLARK: (Ckay. Wen you say it's the wong
date what do you nean? \Which date is wong?

MR. FELBER  Services never came on at that --

JUDGE CLARK: | understand that.

MR FELBER: It would have been the date of -- it
woul d have been the date of, it woul d have been the date that
they actually canme out -- the fifteenth -- to do the
di sconnection at the pad mount. Because there's a couple of
di screpancies. Even in here where they spelled ny wife's nane
wong they spelled it as Lysa and they said it didn't register
back to the same right Social Security number. And then that's
where she's saying that services were turned on. Services were
never turned on sinply because of the fact of at the pad nount
It was already disconnected. And nmy wife actually called them
to ask themwhen they were going to cone out to do a connection
and they said your renpte service will be connected shortly, or
I f there was anything else, and that's when it went into further
pendi ng investigation and it was kicked out because we al so had
to file a Conplaint with ny wife because they failed to send out
a denial letter until after a Formal Conplaint.

| mean it can be admtted if you want it to, |I'll just
use it as a Cross.

JUDGE CLARK:  Well, it's -- thank you. But, | do
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need to address your objection.

|"mgoing to overrule your objection. | amgoing to
admt it for the purpose of showing that on the fifteenth
service was di sconnected at the pad.
MR FELBER: All right. Thank you, your Honor.
JUDGE CLARK: |'malso going to allow her
surrounding testinony in relation to that.
But, you are certainly welcome to question about it on
Cross.
MR FELBER: Al right. Thank you, your Honor.
JUDGE CLARK:  You may continue, M. Banks.
Q (By M. Banks) If I could go to Staff's Data Request
26, our Exhibit 118-C. Did the Cainmant apply for a nedical
hardship before his electrical service was di sconnected?
A No.
Q What is the process for applying for a nedical
har dshi p extension?
A So a medical hardship nust be --
MR KEEVIL:  Your Honor, |
JUDGE CLARK: Hold on. | believe Staff is --
MR KEEVIL: Yes. |'mgetting quite a bit of
feedback from M. Banks when he's speaking. | don't know if
there is sonething that he can do or whether it's on ny end or
his end. But, | just wanted to nention -- if there is something

that you can do, M. Banks, | would appreciate it. Thanks.
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JUDGE CLARK: M. Banks, you are in the roomwth

Ms. Gubbs. Correct?

MR. BANKS: Yes, your Honor.

JUDGE CLARK: |s there any danger that whatever
she's using is picking up or is she currently nuted?

MR BANKS. | think she's muted, your Honor. |
can nmove closer to the mc. And | apologize for this.

MR KEEVIL: Ckay. Thank you.

JUDGE CLARK:  (kay. |'mreceiving a thing from
our Hearing technical personnel that indicated that your speaker
m ght be up a touch too high

MR BANKS:. (kay. Thank you.

JUDGE CLARK: So that mght correct it. But, |
al so want you to be able to hear us clearly, so don't turn it
down so that you can't.

MR BANKS:. Al right. Thank you, your Honor.

JUDGE CLARK: | don't hear any feedback

M. Keevil, are you still getting any feedback?

MR. KEEVIL: It's better since he noved forward.
It got better when he noved closer. Thank you.

JUDGE CLARK: Ckay. |If you're having difficulty
hearing in the future will you let me know? Al right.

MR KEEVIL: Yes.

JUDGE CLARK: Go ahead, M. Banks. | apol ogi ze.

| believe we were tal king about Exhibit 118-C.
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MR BANKS: Yes. And | will repeat the question.

Q (By M. Banks) |If | can take the Staff's Data Request
26, Exhibit 118-C, the Conplainant applied for a nedical
hardship before his electrical service was disconnected.

A No.

Q Wiat is the process for applying for a medical
har dshi p extension?

A So a request for a medical hardship extension nust be
received directly fromthe custoner's doctor, physician, on
their letterhead, and it nust be faxed directly to Ameren
M ssouri, and it nust be received within twenty-four hours of
di sconnection in order to be considered.

Q Pl ease explain the tinmeline of what happened with M.
Fel ber's account.

A In regards to the nmedical hardship extension?

Q Yes, please.

A So we did not receive any medical hardship extension
requests until | believe M. Felber filed it in EFIS in June.
He filed a letter froma doctor in the Conplaint matter.

But, again, since it had been received well after
twenty-four hours after the service was di sconnected on My
ni neteenth we were not able to consider that.
MR, BANKS: Your Honor, | nmove that Exhibit 118-C
be accepted into the record as evidence.

JUDGE CLARK: Any objections to admtting Exhibit

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com




© o0 ~N o o B~ w NP

T T N T S T N R e R e N e T e R R
o b~ wWw N B O ©o 00 N oo o B~ O Wwu N -, o

Transcript of Proceedings

Page 53
118-C, Staff's Data Request MPSC 0026, onto the Hearing Record?

MR, FELBER  No, your Honor.
JUDGE CLARK:  Exhibit 118-Cis admtted onto the
Hearing Record.
Go ahead.

Q (By M. Banks) Are you famliar with the Staff's
report, which has been designated as Exhibit 200, as relates to
this Conplaint?

A Yes.

Q Do you agree with Staff that there is no credible
reason to believe that Ameren Mssouri violated a statute,
regulation, or tariff as relates to this Conplaint?

A Yes. | do.

Q Does the Conpany agree to exploring retention of
paynent -- Pending Paynment Agreenent confirnmation emails for
more than thirty days as nentioned by Staff in Exhibit 2007

A Yes. W do. And we actually wll have that in place
by the end of the year.

Q Can you describe when Pending Paynent Agreenent
confirmation enails are sent?

A A Pendi ng Payment Agreenent courtesy email is sent as
soon as the advisor has -- or as soon as the Pending Paynent
Agreement has been set up. So whether or not it's the custoner
who has requested an email confirmation or an advisor it is sent

directly at the same tinme.
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Q Please refer to Armeren Mssouri Hearing Exhibit 122-C

which is a pleading titled Union Electric Conpany Doi ng Busi ness
As Amreren Mssouri's Request For Leave To File Response To Staff
Report And Response To Staff Report.

A Ckay.

Q In Exhibit 122-C the Conpany agrees to retain pending
paynent confirmation enails as a shift to a new nmetric?

A Yes.

Q To clarify are you aware of any Commi ssion rule or
order that requires the Conpany to retain the Pendi ng Paynent
Agreenment confirmation emails?

A. | amnot.

Q Does the Conmpany agree to examne its Payment
Agreenent | anguage as described by Staff's report?

A Yes. W do.

Q Has the Company exami ned its Pending Payment Agreenent
confirmation emai|l verbiage?

A Yes.

Q Wiat did the Conpany concl ude?

A So we appreciated Staff's reconmendation. It did give
us an opportunity to ook at this in nore detail, and agree that
there was a potential for customer confusion with our Pending
Payment Agreenent alert courtesy emails. Specifically there was
a statement that said a Paynent Agreenent has been established

when in actuality it was a Pending Paynent Agreenent.
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So we have revised our alert confirmation email

| anguage to specifically say your Paynent Agreement is pending
an initial payment. And it's very -- we've nade sonme changes to
better enhance the custoner experience. And we hope to have
those in place if not by the end of this nonth, then by the
begi nni ng of Novenber.
MR BANKS. Your Honor, once again we nove that
Exhibit 122-C be accepted into the record as evidence.
JUDGE CLARK: Any objection to admtting Exhibit
122-C Union Electric Conpany Doi ng Business As Areren Mssouri's
Request For Leave To File Response To Staff Report And Response
To Staff Report onto the Hearing Record?
MR. FELBER Go ahead and admt it. [|'ll ask it
in Cross.
CGo ahead, your Honor. | have no objection.
JUDGE CLARK: (Ckay. Exhibit 122-C, the Request
For Leave to File Response to Staff's Response and said
response, are admtted onto the Hearing Record.
Pl ease continue.
Q (By M. Banks) Has the Conpany contacted the
Conpl ai nant for reestablishing electrical service to the
| ocation?
A No.
Q What is your recommendation to the Conm ssion

regarding this Conplaint?
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A My recommendation is that the Conplaint be denied with

no violations found.

MR BANKS: Your Honor, | have no further
questions at this time, and | tender the witness for Cross
Exam nati on

JUDGE CLARK: (Okay. It is now 10:20 a.m We've
been going for about not quite an hour and a half. |Is there
anybody at this tinme who would like to take a short break before
M. Felber's Cross Exam nation?

MR FELBER It's up to you, your Honor

JUDGE CLARK: It is up to ne, but | am querying

- go ahead.

MR KEEVIL: | may be wong -- and probably am
about this -- but, | thought Staff was going next on Ms. Krcmar
and then M. Fel ber was going | ast because he was the nost
adverse to this witness's party.

JUDGE CLARK: W can do that. |'mhappy to do
that. That's not what ny note says.

M. Felber, did you want to go next or did you want
Staff to go?

| guess the relative advantage to having Staff go is
they may ask questions you had not thought of or they may ask
questions that may |ead you to want to ask additional questions,
so | will leave that to you.

But, have | written down when | queried everybody at

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com




© o0 ~N o o B~ w NP

T T O T T N B e I e S T T T e S
o b~ W N PP O ©o 00 N oo o B~ O Wwu N -, o

Transcript of Proceedings

Page 57
the beginning | had suggested this order and nobody had objected

toit.
But, | am happy to flip Felber and Staff.
MR KEEVIL: | don't have very many questions, |
can tell you that.
JUDGE CLARK: M. Keevil, I not catch that. |
apol ogi ze.
MR KEEVIL: | just said | won't have very nany
questi ons.
JUDGE CLARK: M. Felber, would you like to |et
Staff question first?
MR FELBER  Yeah, absolutely. Go ahead.
JUDGE CLARK: Do you have any objections to Staff
questioning first?
MR FELBER: No. | do not have any objections to
Staff.
JUDGE CLARK: kay. | will nmake a note that | am
flipping those. And back to my original question.
|s there anybody at this tinme who would like to take a
short break?
(Di scussion was had off the record.)
JUDGE CLARK: It is now 10:22. Wy don't we take
an even fifteen mnutes to nake it, all right, let's see, cone
back at 10:37.

s that correct?
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MR FELBER  Yes, your Honor.

JUDGE CLARK:  So we will be back here at 10:37.
We will break for a short recess and we will go off the record.

(Wher eupon, recess was taken from10:22 a.m to 10: 37

a.m)
JUDGE CLARK: It is now 10:37 a.m
Do | have attorneys from Aneren?
MR, BANKS: Yes, your Honor.
JUDGE CLARK: Thank you. Let's go back on the
record. | see we have started the recording again.

Ms. Krcmar, I'll remnd you that you are still under
oath, and, Staff, it is your turn to start Cross Exam nation.
So M. Keevil, go ahead.
MR KEEVIL: Thank you, Judge. Like | said |

don't have many questions.

CROSS EXAM NATI ON
QUESTI ONS BY MR KEEVI L:

Q Ms. Krcmar, let me ask you: In response or in
conversation with the Judge earlier during M. Banks' Direct
testimony or Cross Exami nation you were tal king about the
process of when a custoner is on the phone with a CSS
representative and what the CSS representative can change and

what they can't change.
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Do you recall that, na' an?

A Yes. | do.

Q During that conversation | believe you stated that the
CSS representative can change the nunber of installnent paynents
under the Paynent Agreement and the amount of the nonthly
i nstal l ment and possibly the down payment request. But, you
stated, | believe, that the CSS representative was not able to
change the date of -- that was what you said was the CSS
representative is not able to change the date.

Do you recall that?

A Yes. | do. And that is correct. The date fieldis
not able to be changed. |'msorry.

Q And what -- what date are you referring to there,
ma' anf

A That is the down payment due date to activate the
Paynment Agreenent.

Q Ckay. The down paynment due date.

But, your position as | understand it in this case is
that the Pending Paynment Agreenent that M. Fel ber has submtted
a copy of or a -- yeah, a copy of had the date altered.

|'s that correct?

A That is correct.
Q So when you say the CSS rep cannot change the date but
that date is altered ['ma little confused there how, how that

could be altered but the CSS rep cannot.

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com




© o0 ~N o o B~ w NP

I N N T N N e I N T T e o e
o b~ wWw N B O ©o 00 N oo o B~ O wu N -, O

Transcript of Proceedings

Page 60
Can you explain that to me?

A Vell, that is what [eads ne to ny assertion that that
docunent was altered because that date woul d have been My
ei ghteenth on that Paynent Agreenent that was established as a
Pendi ng Payment Agreement on May eighteenth. There woul d not
have been the ability for the advisor to push that date forward
to May twenty-second. It would not have been -- that's not a
field that's editable.

Q Based on the tenplate that the CSS rep works with when
initiating the agreenent.

|'s that correct?

A That is correct. Wthin the deferred Paynent
Agreement w ndow, yes. That down paynent due date cannot be
changed.

Q But, you believe that it was changed in the version
that M. Fel ber has provided to the Conm ssion?

A | do believe that that document was altered, yes.

Q And that was based on a discussion you had with the --
| believe you said the, | forget what department it was, but
anot her department there at Ameren. Correct? Sone engineers?

A Yes. CQur software engineers indicated that they
bel i eved that that document had been altered, and from ny
personal experience | believe that as well.

Q Ckay. So that woul d have been through a different

access nethod than what your CSS representatives used when
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setting up the agreenment?

A Yes. And to clarify even if the agreenent had been
set up through another neans -- whether it had been through the
customer online or through our Voice Response Unit -- any neans
that that Payment Agreenent had been established that due date
woul d have said May eighteenth, any Areren nmeans of establishing
t hat agreenent.

Q Right. Okay. But, you still believe it was through
other means able to be changed by someone but not soneone not
at -- someone not at Ameren?

A | do believe, yes, that there is the ability -- there
was the functionality available to edit a docunent to make it
| ook aut henti c.

Q There you go. That's what | was -- | was trying to
under stand how those two fit together and now | think | do.

You al so nmentioned, | believe, that M. Felber has had
prior to this My eighteenth Paynment Agreenent or Pending
Payment Agreenent or whatever it was May eighteenth -- prior to
that agreement he's had several previous paynment agreenents.
Correct?

A There have been several -- there were several paynent
agreenents that were actually established, yes. And there were
many multiple payment agreenents that had been set up as pending
but never activated because a down paynent wasn't received.

Q (kay. Do you recall -- and if you don't that's fine.
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But, do you recall how many actual payment agreenents he's had

previously?

A Per my recollection and ny Data Request response |'m
t hi nking maybe five or six. Wthout |ooking back into my actual
document that figure nmay be wong, but | think approxi mtely
five or six were actually established.

Q Now, do you, during your testinony -- | guess it was
Friday | believe -- M. Banks played a recording of a phone cal
between M. Fel ber and one of Aneren's Customer Service
Representatives in which the representative says the Paynment
Agreenment or excuse me, the down paynent will be due today by
the close of business today. And M. Felber Friday | believe it
was indicated that nowhere on that phone call did either he or
the Aneren representative indicate what day they were having
t hat phone call.

Do you recall that, na' an?

A If you're referring to the call between M. Fel ber and
our advisor on May eighteenth then yes, | would agree that on
t hat phone call the specific date today is May eighteenth was
not di scussed.

Q Ckay. Now, you |looked -- or you listened to the calls
previously prior to responding to Staff request and determ ned
that that call was, in fact, on May eighteenth. Correct?

A Yes.

Q And coul d you very briefly again explain to me how you

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com




© o0 ~N o o B~ w N

I N N T N O e N T T e e e
o b~ W N B O ©o 00 N oo o B~ O wu N -, O

Transcript of Proceedings

Page 63
determ ned t hat?

A Yes. | sure can.

So in the recording systemthat Aneren M ssour
uses -- which is called ICBM-- there is, every phone call that
I's recorded and stored within that Aneren system has an
interaction I D associated with it. And the interaction IDis a
| ong string of numbers. The first set of nunbers are -- which
are what are unique to each call. But, the last six digits of
every call that is recorded within that systemof the
interaction IDis the date. So it's 0 -- for exanple, for this
particular call when | pulled it it ended in 051823. And
instead of saving all of those calls with that very |ong
interaction I D number in order to make it easier for Staff to
I dentify which call goes with which account contact | re-nanmed
all of those WAV files to the date of the call. So | elimnated
the first string of identifying nunbers and just saved it with
0518.

But, in instances where there were nultiple phone
calls recorded for a specific date -- for exanple, there were
probably a dozen calls on 0519 -- | edited the name of the WAV
file to say 0519 first call, second call, and so forth because
otherwse it would be really nearly inpossible for a Staff
menber when they're listening to these calls to be able to match
themup to what call they fell into in the account context.

Q Ckay. | think everyone is in agreenent that the
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servi ce was di sconnected on My nineteenth.

| s that your understanding, ma'anf

A Yes.

Q (kay. So ny question is there are different types of
paynent agreenents | believe we've al ready nentioned -- soneone
menti oned cold weat her payment agreenments. And would you agree
that there are multiple types of Payment Agreenents that
custonmers can receive based on the circunstances?

A Yes, sSir.

Q \WWhat do you call -- is there a specific name given to
this type of Paynment Agreenent that we're dealing with here?

A Internally we would refer to this as a Non-Cold
Weat her Rul e Paynent Agreenent.

Q Non- Col d Weat her Rul e Payment Agreenent, okay.

Now, if the -- is it possible for a custoner to
recei ve one of these Paynent Agreenents after service is
di sconnect ed?

A Yes.

Q How | ong after can you receive one of these Paynent
Agr eement s?

A | previously mentioned that our advisors have access
to a Deferred Payment Agreement, a DPA wi ndow, which
automatically gives themall of the options available to a
customer. And the circunstances for a Payment Agreenment woul d

not change in non-cold weather rule until the account were
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cl osed out or finaled because at that point they may be required

to make a different type of a down paynent since the account is
no | onger active.

So with M. Felber's account the Paynent Agreenent
woul d have been -- would have been an option for himup until
the point that the account actually closed out.

And | also nentioned in ny testinmony earlier that it
did take some extended tinme for us to actually close out his
account. It wasn't finaled out until June twenty-first.

But, typically a customer has the sane options
avail able in a non-cold weather rule up until the tinme that the
account is actually finaled out and a final bill is generated.

Q Ckay. What's the point then of the agreenent that --
or | guess that's not an agreenent. To have one's service
turned back on after disconnection there is a requirenent of a
forty -- is it forty percent?

What's the other agreement option that has been quoted
to M. Felber? Hasn't an option been offered to hinf®

A So prior to the account closing out there was an
option to pay fifty percent of his balance and then the
remai ni ng amount deferred over twelve equal installnents.

Now t hat the services have been -- the account is
conpletely closed out there is a requirenent that eighty percent
of his full account balance be paid up front and then we woul d

take the renmaining twenty percent and defer that over monthly
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installments. So there is still an option right now for a

Paynment Agreenent.

Q Right. Thank you. | had half of -- | had half of
ei ghty percent. But, the eighty percent.

So why woul d he -- why woul d you have or a custoner
have both options avail abl e?

You said until the account was closed out that
Non- Col d Weat her Rul e Paynent Agreenent woul d be avail abl e which
woul d only require fifty percent whereas under the other option
to have the service re-connected. | guess that's after it's
di sconnected that that one cones into play?

A Correct. And that would also apply to custoners who
are wanting to start service somewhere and they have an
outstanding witten off from mybe years, you know, several
years before. They would al so have an option then to pay eighty
percent of their account balance up front before we woul d
re-connect service at the new address.

MR KEEVIL: Thank you -- okay. Thank you, Ms.
Krcmar. | think that's all the questions | have for you. Thank
you.
THE WTNESS: Thank you.
JUDGE CLARK: Thank you.
M. Felber, do you mnd if | ask a clarifying question
based upon what M. Keevil asked?

MR FELBER  Yes, your Honor.
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JUDGE CLARK: Yes you mind, or yes you don't

m nd?
MR FELBER | don't m nd.
JUDGE CLARK: Ckay. |'mconfused, Ms. Krcmar,
and just maybe there is a word | mssed or sonething.
But, you had indicated that they can receive a Pending
Paynment Agreenent after disconnection has occurred. Correct?
THE WTNESS: Technically yes. W would offer
that. But, once again, that Payment Agreenent woul d not be
established until the down payment were nade.
JUDGE CLARK: Ckay. | see where ny confusion is
NOW.
So when you say -- you're talking about in terns of
maki ng an agreenent. Correct?
You're not talking in ternms of the notice being sent
out ?
THE WTNESS: Yes, yes, your Honor
JUDGE CLARK: Is it possible -- | nean
theoretically inmy mnd it's inpossible for themto receive at
| east an enmail notice of a pending agreenent after the
di sconnection occurred.
Wul d that be connect?
THE WTNESS: So once services are di sconnected
and you --

JUDGE CLARK: |"mnot tal king about a post
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di sconnection application for a payment. Because that's --

everything is occurring after disconnection.

' mtal king about if the service hasn't been
di sconnect ed somebody through one of the three ways you
i ndi cat ed nakes a Paynent Agreenent, it would be one of the two
ways because | guess one of those is the voice, the computer
voi ce one does not allow for an email. But, the other two ways
do allow an option for an email. If you're nmaking that kind of
Paynment Agreenent that's clearly not post disconnection

So, again, | don't -- it's not, would you agree that
It's not possible for sonebody to receive an email version of
their pending agreenent after disconnection if they' ve made
their -- if they've set up their agreenent prior to
di sconnection?

s there a tiny window there where di sconnection coul d
occur and the agreement is received in the enail?

THE WTNESS: So hypothetically speaking if a

Pendi ng Payment Agreement were set up and it was on the day of
di sconnection -- well, actually then it wouldn't be an option.

So if it's on the day of disconnection then there, so
It would have to be set up prior to disconnection in order for
an emai | confirmation alert to be sent.

JUDGE CLARK: Is it not possible to set up a

Paynment Agreenent on the day of disconnection?

THE WTNESS: It is possible, and that's kind of
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that w ndow you tal ked about. But, it's -- we also, it is very

clearly explained to the customer that you are already in, there
I's already a disconnection order that has been schedul ed for
today so it's possible that your terms may change dependi ng on
if you, if you get your paynent in before the disconnection
occurs or not.

The system does, especially with AM meters, it's
really -- since AM neters are able to, they always do a | ast
ping of the systemto |ook for a paynent. So if a paynent has
been received they would not do, would not performthe renote

di sconnect on the day of disconnect.

So that's kind of nice with the AM neters because
there is always a | ast quick check, okay, has this custoner nade
the required paynent to avoid disconnect and, if so, then the
AM neter renote disconnect wouldn't occur,

So I'mnot sure if | answered your question or not.

JUDGE CLARK:  You did. You did. You answered
it. Thank you. Ckay.

M. Fel ber, you may go ahead with your Cross

Exam nati on

MR FELBER Al right.

CROSS EXAM NATI ON
QUESTI ONS BY MR FELBER

Q So at the beginning of everything you said you do the
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custoner care tralni ng to make experi ences better. Correct,

Ms. Krcnar?

A | don't particular -- I'mnot in our Training
Department, M. Felber. However, | do work closely with our
Cust omer Experience Departnent to share information to hel p nake
our custoners' experience better.

Q Ckay. So your conpany is no -- it's not newto scans.
You guys post on your guys' website, hey, to watch out for these
kind of scams or people spoofing information. |In fact, there is
one on your website right that now says there is a senior scam
going on, two thousand ninety-nine scammers posed as Aneren
empl oyees offering special rate in lieu of paying custoner or
full nmonthly statenent.

So the reason | bring this into things as well is
because what actually -- know ng that there were several phone
calls and you' ve even listed in your exhibits there were phone
calls that were regarding that.

What protective neasures did Aneren do on that matter
to say hey, you know, hey, how do we solve this, how do we --

what kind of blasts did you guys put out or even send to ne

I nstead of saying oh, well, it's your provider? Wat kind of
things did you do to assure as you -- it was a protection, a
conforting?

You know, when sonebody sees something that shows up

in a Boone County Government or there's even -- | can go through
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a list of Google on Fox 2 show ng that people advertising

t hemsel ves as sheriff's officers saying hey, unless you get a
green dot card and pay your bill?

What did you guys physically do to see and stop that
fromoccurring, any furtherance or what protection nmeasures did
you guys put in place to that?

MR BANKS:. (bjection. Relevancy. Plus it's a
conmpound question.

MR FELBER: | think it explains a |ot because --

JUDGE CLARK:  Hold on, M. Felber. |If thereis a
conmpound question | mssed it. | sawa lot of narrative set up.

But, the question at the end of the day | believe was
what does Aneren do to prevent these kind of scans where people
may use their phone numnber.

|s that correct, M. Felber?

MR FELBER  Yes, your Honor.
JUDGE CLARK: Ckay. |'magoing to overrule the
obj ection then.

Ms. Krcmar, you may answer M. Fel ber's question

A. Although | can't specifically --
JUDGE CLARK: To the best of your know edge.
A To the best of ny know edge | do know that we do have
a ot of customer education available. M. Felber mentioned on
our website as far as particular -- I'mnot aware of any

particul ar scans where there has been our phone nunber assigned
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to adfferent caller ID nane.

So | really can't answer that specifically. I'm
sorry, | don't really have information about that since |'m not
famliar that this has happened with any other custoners.

JUDGE CLARK: So your answer is | don't know?
THE WTNESS:. Yes. In a long way, yes.
JUDGE CLARK:  Ckay.

Go ahead, M. Fel ber.

Q (By M. Felber) Another thing that I'll mentionit,
whi ch kind of disturbs ne. At the beginning of this your --

JUDGE CLARK: Don't mention. W are not going to
mention things. |If you nention something it's got to flowinto
a question.

MR FELBER  (kay.

JUDGE CLARK: It's not testinmony. You are not
testifying at this point. You are asking questions.

MR FELBER  Questions, yes.

Q (By M. Felber) You nentioned that you spent tinme
trying to alter docunents at the beginning. Wy would you
mention that?

You just opened up that, at the beginning of this that
you went into your -- even though they were your own personal
emai | s. Wy would you do that?

Wiy woul d you nention that?

A Yes. | would |ove to answer that for you.
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Wien | was investigating this conplaint and the

software -- Senior Software Engineer nentioned that there was a
possibility of anyone downl oading an enail and editing it |
wanted to take it one step further and see for nyself personally
i f that was an option.

So for purposes of nmy investigation and for ne being
able to testify that | personally could agree with what the
software engineer shared with nme | took ny own personal Qutl ook
account and | downl oaded emails to see if they could be edited
and | forwarded emails to see if | could be -- if they could be
edited and, like | mentioned, | was surprised at how easy it is.

But, I'mglad that | was able to do that with ny own
personal. |'man Ameren M ssouri custoner nyself, so |I'm
receiving Areren emails for ny home account. So |'mglad that |
was able to do that nmyself so | could agree then that it is very
easy to do and it's very -- it's very easy to edit emails and
t hey seemvery authentic.

Q (By M. Felber) Gkay. So you did spend tine altering
emai | s, though?

A | didn't save any emails, but | did for purposes of
I nvestigation ny own personal enmails yes, | did edit those to
see if it was, in fact, easy and it is.

Q So | guess that leads nme to ny next question. Wen
you guys received a copy of it you guys use Sendgrid. Correct?

Sendgrid's parent conpany is --
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JUDGE CLARK:  Wen you received a copy of what?

MR FELBER: \Wen they received a copy of the
Paynent Agreenent.
JUDGE CLARK:  (Ckay.

Q (By M. Felber) Instead of going in your enail and
seeing the edit things wouldn't it be easier just to cal
Sendgrid and say hey, this custoner has -- this is what he's
showing me, he got a copy of it. Wuldn't it be easier just to
call Sendgrid and say hey, can you | ook up that data retrieval
or Twlio, their parent conpany, which even shows on there how
you fol low the process?

Wuldn't it be easier just to call themand ask them
for some sort of verification?

A If you're referring to the docunent that you shared
with us, which was a copy of what appears to be an altered enai
confirmation with a different May twenty-second due date.

W did reach out to Sendgrid to see if they could
authenticate that document. And the information we received
fromthemwas we sent out the email on May eighteenth with the
val ues that were inserted fromyour billing systemwth the
required due date of My eighteenth.

Q So they didn't send you -- the exhibit that you
submtted was a spreadsheet of how it works, how you input the
val ues and everything. That's not from Sendgrid. That's your

system of how you use it. That's not a piece of paper from
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them | would think you would have a copy that shows something

and says, you know -- this is comng fromny, |, guess
perspective when you put it in here as an exhibit you're putting
in sonething that you're inputting values. Nothing on that
piece of enail that you entered in as an exhibit shows anything
with Sendgrid' s nane or doesn't even say anything with the
Payment Agreenent.

JUDGE CLARK: M. Felber, is your question -- and
|"mjust trying to clarify here because you do include a fair
amount of narrative in your question

s your question essentially if they queried Sendgrid
about this why isn't Sendgrid' s response an exhibit?

MR FELBER Yeah. Yeah. Yes, your Honor.

A Sendgrid advised us that they did -- they no | onger
had a copy of the email that they sent out since we were
requesting this nore than thirty days after that email was sent
out. Sendgrid advised that they only kept copies of their
emails for thirty days. So it wasn't a timely request.

If this had been asked of them even a couple of days
earlier they would have had that, a copy of that email. But,
since it was after thirty days the only infornmation that
Sendgrid was able to provide was confirmation that they used the
val ues that we provided themto include in that emil.

Q (By M. Felber) Next question. Pertaining to the

paynent. | noticed when you were talking a couple of times you
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went back and forth between the interchangeabl e of Paynent

Agreenment and Pendi ng Paynent Agreenent.
Now, who does the -- who actually physically does the
tenpl ate for your payment agreenments?

A " mnot sure what your question is. But, there is not
a tenplate for a Payment Agreement.

Q Ckay. So when it comes out in the email and it shows
everything there from-- all the way from Aneren Mssouri's
emai | and then it says your Payment Agreenment has been
establ i shed who inputs that?

| nean there has got to be sonebody that's sitting --
essentially you guys, your software team or whoever discusses
this, has to put, input stuff. Correct? | nean it doesn't just
show up as paynent A, B, C, D. It gives you a |list of detail.
What |'msaying is the Payment Agreenent: Who puts
t he val ues in?

A So if -- are you referring to the emails, the courtesy
alert confirmation emails, is that what you are referring to?

Q |"msorry for interrupting you. Yeah. So it shows
Payment Agreenent, it shows Paynent Agreement terns, what it is,
you know, the account nunber there, so forth.

Who inputs that? So the wording that is on the
docunent that says your Paynent Agreenent has been established.
JUDGE CLARK: Al right. I'mgoing to -- M.

Fel ber, can | break this up because | think you're asking two
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questions here?

MR FELBER  Ckay.

JUDGE CLARK: It seens |ike one of your questions
Is there's fields that are populated with things such as dates
and nunbers. And then outside of those fields it appears that
there's some standard | anguage for these Pending Paynent
Agr eenents.

It seenms |ike you' ve got two questions going, which is
who is it that comes up with this standard | anguage for these
agreenents, and then the secondary question of who inputs the
I nputs that populate the fields, the blank fields in the
| anguage agreenent.

|'s that correct?

MR FELBER  Yes, your Honor.

THE COURT: (kay. So let's start with the first
question which is who designed the | anguage, the |anguage that |
guess M. Banks had indicated that Aneren is agreeing with Staff
and wants to nmake some changes to.

Wio designed the | anguage -- do you know who designed
t he I anguage that was used for this Payment Agreenent email?

THE WTNESS: Yes. | can answer that, Judge.

There is -- it's generally a collaboration. There
woul d be folks fromthe business side, so fromthe actua
Customer Service Credit and Col |l ections side as a part of the

team There's also digital enployees as a part of the teamas
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wel | as Corporate Communi cations Team

They woul d work col laboratively and to devel op the
| anguage and the |ayout of that actual Pending Paynment Agreenent
alert confirmation email.
JUDGE CLARK:  And who popul ates -- and | think
you covered this already. But, | kind of want to hear it again.
Wio popul ates those fields? How are those fields
popul at ed?
THE WTNESS: That information is pulled directly
from CSS, our Custoner Service System
So the information like | nmentioned is prepopul at ed
for the nost part. Wiile the date is not able to be changed,
but the down paynent and the installnent nunbers and the anount
of each installment is prepopul ated and the information from
that which is within our CSS systemis automatically sent over.
So it's not -- it happens behind the scenes and | amdefinitely
not an I T guru so | apologize. But, | knowit's pulled directly
fromCSS into the information, then that Message Broadcast or
|"msorry, Sendgrid actually used to send out.
W are transferring to Message Broadcast for future
emails for the retention purposes we tal ked about earlier.
But, yes. Sendgrid is the one for M. Felber's
particul ar case that has sent that email out.
JUDGE CLARK: M. Felber, I"'mnot sure if |

accurately captured your questions. |If | did great; if not
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pl ease feel free to ask again.

MR, FELBER  You did a great job for me. Again,
|"'mkind of newto this. So, | mean, questions how they cone
out | apol ogi ze.

Q (By M. Felber) So would you agree that how it says
Payment Agreenent on there instead of Pending Paynent Agreement
-- woul dn't you want to have a boundary that sets different,
like a disclainer that's into that that says hey, |ike we was
di scussing -- and | know you guys are sw tching systemns.

But, can you see where it's msleading to the custoner
where it says your Paynent Agreement has been established?

Nothing in there indicates that it's a Pending Paynent
Agreement. So it's kind of a misrepresentation of what you
have. Correct?

A | agree. And as | nentioned already we agree with
Staff's recomendation that we re-visit the verbiage of that
alert confirmation -- pending alert confirmtion email.

| do agree that there is an opportunity to clarify
that this Payment Agreenent was not activated until you nmake
your down payment. Although | do -- | wll agree that it was
clear that there is a due date. And it nentions once the
account -- once the Paynent Agreenent is activated then you wll
receive a confirmation letter

So although there is some roomto enhance the verbiage

to make it a better experience for the custoner and |ess
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confusion, | also do think that the way it was at the tine that

you received it also made it clear that there was a down paynent
needed by May eighteenth in order to activate the agreenent.

Q But, that kind of revolves around the Payment
Agreement that shows different, but | won't bring that up.

Wiat's the difference between a Pending Payment
Agreenment and a Paynent Agreenent?

A A Pendi ng Payment Agreenent is what is agreed to in
order to activate a Payment Agreenent. So a Pending Paynent
Agreenent is an agreement that the custoner says | will make
this down payment and once | do so | will be entered into a
Payment Agreenent with the terns that are laid out.

Q Ckay. And | guess that question that goes with that
termnol ogy and terns of disconnection of services. If it's --
I f the Conm ssion brought it up or the Staff brought it up in
their Staff report if it's actually a Paynent Agreenent there's
different circunstances and what woul d have to be followed then
on a Pending Payment Agreement. Correct?

A Vell, I would actually disagree with that. Because in
any situation a mssed paynent |eads to a default of a Paynent
Agreement and an entire bal ance becom ng due. So even with a
Pendi ng Payment Agreement if you've mssed that down payment
your entire balance is then due. Simlar to if the Payment
Agreement had actual |y been activated.

Q So in Staff's report it shows if you have a Payment
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Agreement the circunstances of howit's worded woul d be, you

know, the extent that -- how nuch, where you re-apply everything
whi ch sonmething that baffles ne, too, in the Staff report you
guys mentioned that you guys failed to send out a, you guys
agreed with the Conmssion. It was on Page 10, | believe, of
the Staff report. That you guys failed to send out a default
| etter personal service or first class mail

Wiy would that be if you foll owed Conm ssion's rules,
tariffs, regulations?

A M. Felber, | believe I would ask you to point me in
the Staff report what you are | ooking at or maybe clarify a
little bit nore because I'mnot really famliar with what you're
referring to right now.

Q Ckay. So on Staff's report Page 10 of 13. Ameren
sent an agreement in witing which technically it was enail ed,
but still M. Felber -- however, Areren did not notify M.

Fel ber by personal service or first class nmail about his default
prior to his disconnection. And Areren's response to Staff DR
0027 it states that it has an email tenplate it uses for these
confirmation emails. Staff has submtted a Data Request to the
company as of July 21st, 2023, requesting a copy of that
tenplate. Wthout this information Staff cannot determ ne what
Is sent to the customer in these situations.

So on Page 10 of the Staff report in the official case

file menorandumright here you guys admt that you failed to
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send out the default letter for the paynent -- if the Paynent
Agreement was on the eighteenth, |ike you say, you still didn't

foll ow Comm ssion rules, tariffs, regulations because you failed
to send out a default letter. Correct?

A Vll, I"'mgoing to actually disagree because that
Paynment Agreenent was not -- had not been activated. So
al though you technically defaulted on a Pendi ng Paynent
Agreement there was actually not a Paynent Agreenent established
where we woul d have been required to send notice.

Q But, it says right here -- it doesn't say anything
about pending or Payment Agreement. |t just says Aneren did not
notify M. Fel ber by personal service or first class mail about
his default prior to his disconnection.

MR. BANKS: (bjection. Asked and answer ed.
JUDGE CLARK: That will be sustained.

That has been asked and answered, M. Fel ber.
MR FELBER: Al right.

Q (By M. Felber) Next question is wouldn't you want --
| mean | understand you're a witness to this. There is sone
things that you cannot answer for, you know, Aneren like IT
questi ons.

Wuldn't it have been appropriate to have a Staff
menber as a witness just so that way they could go ahead and
explain how their systemworks? | mean | woul d have.

JUDGE CLARK: Can you clarify that question, M.
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Fel ber? 1'mnot sure | understand the question.

MR FELBER: Some of the questions she couldn't
answer which pertained to IT. Wuldn't it have been smart to
have an | T person that coul d explain those things of how their
| T portion works?

JUDGE CLARK: So | guess your questionis --

MR, FELBER: That's ny question.

JUDGE CLARK: Yes. Would having an I T person

present facilitate answering some of the questions that you

coul d not?
MR FELBER  Correct.
MR BANKS:. (bjection. Argunentative.
Rel evancy.
JUDGE CLARK: | think relevance. | think it's
rel evant.
Q (By M. Felber) 1'll take it there is no answer.

JUDGE CLARK:  Wait a mnute. |'mthinking about
this because it's speculative. There is two different ways of
| ooking at it.
|"mgoing to sustain that. | think it's -- | think
it's self-evidence that if she couldn't answer the question that
an | T person could have probably answered the question better.
So I"mgoing to sustain the objection.
Q (By M. Felber) And after the payment -- back to the

Payment Agreenent; we'll talk about that. | appreciate your
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answer on that. However, the verbiage what it conmes down to

Payment Agreenent or Pending Paynent Agreenent it's m sleading.
That woul d be |ike somebody inserting an additional word saying
oh, well, it's really pending when it's not pending even though
It says Payment Agreenent.
Wul dn't you agree with that? That you are inserting

a new word that was not put on the paperwork?

MR, BANKS: (bjection. Asked and answered.

MR FELBER  Ckay.

JUDGE CLARK: Hold on to that just for a second.
What word are you tal king about?

MR FELBER Well, the enmail shows Paynent
Agreenment. So by her going and saying well, it's really a
Pendi ng Payment Agreenent she's wanting to alter the Payment
Agreement to where it says instead of Paynent Agreenment Pending
Paynment Agreenent when it's really verbiaged as Paynment
Agreenment. Correct?

| mean when | take a spelling test and if | would have

to say the word here which definition of here oh, well, that
woul d be like in the definition wong and then saying oh, well,
| really neant that definition, so now we need to nove on to
this and go ahead and mark it different.

JUDGE CLARK: | think at this point we're
qui bbl i ng about what |anguage within the agreenment neans, and

that's a fine subject for Cross Exam nation, so | certainly
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don't have a problemwth you doing it.

But, the -- the thing is at least the email that |'m

| ooking at is supportive of both positions. It says your
Payment Agreenent has been established. As you pointed out it
also in the imediate Iine bel ow that says the Paynment Agreement
has been established for your Aneren M ssouri account. But,
then it says you nust make a payment by a certain date to
activate that agreement. And then later down further it says,
It says once the agreement has been acti vat ed.

So | guess in the legal world it's supportive of both.
| mean certainly if Ameren had not agreed there had been sone
confusion they wouldn't have filed their EFIS thing indicating
that they agree that the |anguage shoul d be changed, which is
supportive of your position that an agreenent had been
established. But, they have the activation |anguage in there.
Activate is not a legal termof which |I'maware. But, it seens
to describe a condition precedent to an agreenent.

Sol wll allowyou -- I'"'mgoing to overrul e the asked
and answered objection for now mainly because | can't off the
top of ny head recall whether it's been asked or answered. So |
don't see any particular harmin answering it tw ce.

But, | don't know how much |leeway | amgoing to give
you goi ng down this road making an argunment that's already been
made.

MR FELBER  (kay.
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JUDGE CLARK: So go ahead and re-ask your

question.
Q (By M. Felber) 1'lIl keep it off for now
Going to Exhibit 3 that | entered, rules and
regulations and tariffs. Verbiage of disconnections and this
goes to --

JUDGE CLARK: What specifically? Because for
Exhibit 3 | have the Conm ssion's Rules Chapter 13 rules.

MR. FELBER  Correct, vyes.

JUDGE CLARK: You've got an area that's circled
there. Are we referring to that or referring to a different
area?

MR FELBER. Referring to the circled area.

JUDGE CLARK: Thank you. Go on with the
questi on.

Do you have that in front of you, Ms. Krcmar?
THE WTNESS: Yes, | do. Thanks, Judge
Q (By M. Felber) 1In that verbiage that's expressed
where does it say that it excludes AM neters for Friday
di sconnection or AM neters can be disconnected on Fridays?
Wiere in that verbiage does it talk about -- how many
peopl e know that AM neters work the way that they do?

MR. BANKS: (bjection. Conpound questi on.

MR FELBER It's a regulation rule and tariff.

JUDGE CLARK: No. | understand.
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A conpound question means you're essentially asking

two questions leveled together. That's generally what that
means. Like did you go to the store and what did you buy there?
They're two separate questions and they becone easier to answer
when you separate them because you can give answers that are
conf usi ng.

So why don't we break it down into -- I'mgoing to
sustain the objection.

Can you ask it by asking shorter questions?

So your first question is -- why don't you just, go
ahead.

MR. FELBER  Hol d on a second.

JUDGE CLARK: Wy don't we just -- the circled
portion of Section 3 does not nention AM meters at all, does
it?

THE WTNESS:. It does not.

JUDGE CLARK: (kay. M. Felber. Go ahead.

MR, FELBER Hold on a second. |'msorry, ny son
had to get sonething.

JUDGE CLARK: That is fine, go ahead.

Q (By M. Felber) Wwereinit, in the |anguage, does it
talk about AM nmeters are excluded, and what's the --

JUDGE CLARK: When you hit the "and" that's when
you start the conpound questions.

MR FELBER |'msorry.
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JUDGE CLARK: You were fine until then. Ask the

first part.

Q (By M. Felber) What nmakes it different? Were does
it state in it about AM neters being able to be disconnected on
a Friday?

A | al ready responded to the Judge and expl ai ned t hat
AM neters are not nentioned in this specific rule that you have
circled here.

|'"msorry, what, | guess you'll have to maybe ask the
question again. |'msorry.

JUDGE CLARK: | took his second question to be
what woul d nmake you think that this rule would not apply to AM
met ers.

|s that the correct question, M. Felber?

MR FELBER Correct. What's that?

JUDGE CLARK: |s that the question?

MR FELBER It is, your Honor.

A So this rule indicates that we cannot di sconnect
service on a day when utility personnel are not available to
re-connect the custoner's service. So there is no need for
utility personnel to re-connect customer service with AM due to
the AM functionality, and generally we do staff personnel on
the weekends. So if there were to be a reason why the AM
re-connection could not be conpleted due to some type of a

glitch wth the sending, you know, electronically there would be
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personnel to re-connect in those types of situations on a

Sat ur day.

Q (By M. Felber) But, it doesn't explain that in
there. So how would a custoner know?

A Vll, there's nothing in that rule that indicates to
me that we wouldn't be able to disconnect service for AM nmeters
or any -- as long as we have personnel available to re-connect
the customer's service the next day this rule indicates to ne
that we woul d be able to disconnect service.

Q Do you guys do disconnection for regular meters on
Fridays outside of business?

A There are times that, yes, we definitely disconnect --
are you talking about... To clarify are you referring to
non- payment di sconnections? So are you asking if we perform
non- payment di sconnections for non-AM neters on Fridays?

Q Yes.

A Yes. There are situations when we do, yes.

Q What are those situations?

A If there are -- to be quite honest we oftentines --
and there may be some recent changes with AM, but our nornal
course of business woul d be to disconnect services up until noon
on Fridays and staff until noon on Saturdays personnel that
woul d be able to re-connect service.

Now, does that happen every week? |s that currently

what we're doing as of today? | can't specifically answer that.
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But, we have been disconnecting on Fridays for quite sone tine.

Q Al right. Thank you. | want to go into canera node
for the next one.

JUDGE CLARK: Ckay. Let me do -- bear with me
just a mnute. |'mchecking to see who is currently |istening
to the feed and whether there's anybody | don't recognize. It
appears that everybody that would be -- that is currently on
this WebEx call is authorized to viewthis information. So we
don't need to go into a breakout session. But, we will go
| n-caner a.

So, Ms. Hefner, we'll go into canera now. We'll go in
camera now.

(Wer eupon, in-canera node begins.)
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sunce cranx: |

ve. recoer:
supce crarx:

(Whereupon, in-camera session was concluded.)
JUDGE CLARK: Okay. We are out of in-camera. Go
on with your next question, Mr. Felber.
Q. (By Mr. Felber) Okay. So where is there any writing
that states that you agree that if you set up a Payment
Agreement where you are agreeing to waive it -- wouldn't you

want something worded, or a guideline worded, to show to the
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customer if there's a dispute... | nean obviously if a customer

Is in worry of being disconnected they're going to try to
establ i sh something so that way they can, you know, prevent the
di sconnection. Correct?
A Just as a customer who is famliar with the rules also
knows that by filing a dispute they would have their
di sconnection order canceled. So by setting up a Payment
Agreement you're agreeing that you owe that anount due and that
you are requesting assistance in paying that over installnents.
Q Wiere does it state, though? Where does it state
anywhere in your notes that |'ve agreed to the charges? | nean
| would think you woul d want to have it witten down. Correct?
And you would do a follow up |ike you' ve done follow
up notes in here, you know, how you guys have put things in
here. | would think you would put that in there in witing so
that way you're saying hey, M. Felber did this or, you know,
etc. He's nowlegally binded to this.
Wul dn't you want a Customer Service Representative to
follow up? How does the custoner know that?
MR. BANKS: (bjection. Argumentative and asked
and answer ed.
JUDGE CLARK: Bear with me for just a second.
I"'m ki nd of thinking this through.
| don't agree with the argumentative. | do agree with

t he asked and answer ed.
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M. Felber, the reason | don't always give reasons for

my, why | nake the rulings |I'm making but you guys are quibbling
how you guys are interpreting different things. She's
indicating -- Ms. Krcmar is indicating that by entering into or
trying to enter into a Paynent Agreement that you are agreeing
to that anount and, therefore, it's not in dispute. And that if
you were actually disputing it you would be filing either an
informal or a formal dispute with the PSC. And the position
that you are comng at it fromis that when your back is against
a wall and you are trying to get your -- correct me if |I'm
incorrect here. That if you are trying to get your power
re-connected i mrediately you may feel that you have to agree
with sonething you, in fact, do not agree with.
MR FELBER  Correct, your Honor.
JUDGE CLARK: (kay. Then it has been asked and
answered. So | will sustain the objection.
Q (By M. Felber) Going back to something that your
guys's counsel brought up, Conplaint No. EC 2019-0121.
Wiat's the real reason why we dism ssed that
Conpl ai nt ?
JUDGE CLARK: Wy don't you just ask what is the
reason the claimwas dismssed before we go to any real reason?
MR FELBER  Yeah. That would be fine.
Q (By M. Felber) Wiat's the real reason why it was

di sm ssed?
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A Was that the Formal Conplaint you filed in late 2018

that | worked on?

Q Regardi ng deposits, yes.

A Fromny recollection you dism ssed that Conplaint, but
|"'mnot -- I'"mnot. Just bear with ne. That was a long tine
ago.

MR KEEVIL: 1'mgoing to object because to the
extent this deals with dismssal. There is obviously sone sort
of settlement and settlenents, settlement discussions are
privileged and confidential | believe under the [indiscernible]
rule.

MR FELBER  Correct.

JUDGE CLARK: That is correct and it would be.
But, also it is not really relevant to your current conplaint.

MR FELBER: \What makes it relevant to the
conpl aint is Counsel brought it up and nade it to where it
sounded |like it was an agreenent with himwen it related to a
deposit that they had to renove because of overchargement or
m srepresenting that.

JUDGE CLARK: Again, thisis if -- if there was a
formal finding by the Commission | think it would be fine to
rely on that. But, this was all part of apparently sonme sort of
a negotiated agreement, and M. Keevil is absolutely correct
that anything that would be a part of settlement discussions or

that woul d be sonething known only to the settling parties would
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be privileged and couldn't be brought into this proceeding.

Now, we know the outcome of it. W know the outcone
was that it was -- it was di sm ssed.

MR FELBER  Ckay.

JUDGE CLARK:  So | will sustain M. Keevil's
obj ect i on.

Q (By M. Felber) Al right. The next one would be, |
guess what is the standard role -- this goes to June fifteenth
on the property.

Wiat is the standard role of a line technician and
when encountering sonmeone to do a disconnect even though
services were di sconnected?

JUDGE CLARK: |'mgoing to ask you -- that's a
very vague question. Can you narrow it in a little bit nore?
Because | mean that covers a |ot of protocols, you know, how
they get there, you know, what they're supposed to wear. Be
specific.

Q (By M. Felber) Wen encountering a custonmer what are
t hey supposed -- what identifying docunentation are they
supposed to be wearing at the tinme?

How do they announce thensel ves?

A Vell, | want to clarify that this was not a service
order to disconnect the meter at your location. This was a
service order to disconnect at the transformer that served your

home. So there was no access needed to your property.
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Normal |y if a service man -- a first responder, a line

service worker, we have different termnol ogy dependi ng on where
they' re | ocat ed.

Wien a service worker comes to a home if he were
di sconnecting the service at your meter he would be required to
knock on the door and identify hinself first and then | eave a
door tag after.

This was a different type of service order. So that
same knocking on the door would not be a requirement because he
was not accessing your property, he was disconnecting at the
transformer which was not |ocated at your property address.

Q So you're telling ne that he did not nake any access,
communi cate with anybody that |ived at the dwelling?

A | am not saying that, no.

Q Ckay. So if he nakes access and makes himsel f present
what kind of identifying information or badges woul d he have to
wear ?

| believe Areren has right on their website --

JUDGE CLARK: You've asked the question. Let her
answer the question if she knows the answer.

MR FELBER  Ckay.

JUDGE CLARK: It sounded |ike you were starting
to get into giving the answer fromthe website.

MR, FELBER: Al right.

A Yes. Qur enpl oyees woul d wear Aneren -- they wear
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Aneren attire. The line service worker, that first responder,

t hey al so shoul d have an Aneren badge around their neck simlar
(indicating). W're required to keep your Aneren badge on your
person to identify yourself.

Q (By M. Felber) Al right. Paying attention to ny
Exhibit 6 and 7.

JUDGE CLARK:  You'll have to work with ne. These
are a little difficult for ne to pull up because | was able to
get everything else. But, | believe thisis -- we've gone
through this before. This was filed. This is the only way that
| coul d access.

Which date was this filed, M. Felber?

MR FELBER: Wthout pulling it up | believe June
fifteenth or sixteenth.

JUDGE CLARK: | believe that's correct. |
believe | remenber that. Gkay. |'ve got a number. That's not
it. |'msorry, bear with me everyone.

Ckay. I've got it in right now as EFI S 60435, but
that's just a nunber and you are tal king about | believe
phot ographs of the gentleman in red with the yellow hard hat and
the gentleman in blue with the white hard hat and they both have
safety vests on
s that correct?
MR, FELBER  Yes, your Honor.
JUDGE CLARK: (kay. So we're talking about
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phot os of those individuals?

MR FELBER  Correct.

JUDGE CLARK: W can also -- do you have Exhibit
4 in front of you, Ms. Krcmar?

THE WTNESS. Unfortunately I'monly seeing --
I"'monly finding a picture of the actual truck is the only
picture | have found so far.

MR FELBER: Wen | sent themas exhibits to
Counsel it had to go through Google Drive because of the size.

JUDGE CLARK: That's the problem That's why |
have to open it through EFI S because ny security nmeasures do not
allow ne to do things through Google and downl oad themto ny
systemso | need to file the EFIS filing if we want Ms. Krcmar
to be able to reference them And you say you believe you filed
those the sane day, but | don't see themgoing in on June
fifteenth.

MR FELBER It was either June fifteenth or
sixteenth. | did so many filings | can't renember. Sorry.

JUDGE CLARK: Onh, is it the notice -- | believe
it is. Hold on just a second. This is the sixteenth, |
bel i eve, and yeah. There is a nunber of -- if you go to June
sixteenth Notice of Admi ssion to Anmend Conplaint to Include
Property Damage. Includes both photos fromExhibit 4 as well as
some additional photos | believe.

It still looks Iike the only ones where you can see
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themclearly. You can see themin the one where they have the

bi nocul ars straight on and you can see themin the one where it
| ooks I'i ke they are wal king towards each other near the fence
line, and that would be the rusty fence that you indicated
previously was not damaged by them

MR, FELBER. Correct. That's my neighbor's
property, yes.

JUDGE CLARK: (kay. Do you see those pictures,
Ms. Krcmar?

THE WTNESS:. Let me take a |ook. Yes, yes.
Thank you.

JUDGE CLARK: Al right. I'msorry it took so
l ong to get there.

M. Fel ber, you can ask your questions about those
exhi bits now, and that for reference is Exhibit 5.
s that correct?

MR, FELBER  Yes, your Honor.

JUDGE CLARK: All right. Go ahead and ask your
questi on.

Q (By M. Felber) What identification were they
displaying at the tine?
A Both have Ameren gear on, Aneren hard hats, they

both -- | can't tell fromthis picture but they both would have
had their badge attached. Likely -- | wear mne on a |anyard

around ny neck. It likely is perhaps in a shirt pocket or
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attached to a pocket of the jeans. But, like | said | can't

really tell fromthis particular picture where they are wal king
t owar ds each ot her.

Q So you're saying they did have their badge on?

A |"msaying that | cannot tell fromthe pictures that
you -- the picture I'mseeing right here that they have their
badge on. But, | was telling you where | woul d assume they had
them you know, clipped to somewhere that perhaps you can't see
i n the photo.

JUDGE CLARK: So your answer is that you cannot
see their identifying badges in those pictures.
Is that correct?
THE W TNESS: Yes.

Q (By M. Felber) Now, if a custoner makes interaction
with themor they do talk to a custoner would it be appropriate
for themto wear an identification badge and announce
t hensel ves?

A Yes.

Q Wiile | understand Aneren has encroachnent of utility
easement the spot where the vehicle was parked was that part of
the utility easenment?

A It's hard for ne to determne fromthe pictures you' ve
provi ded where exactly that truck is located in relationship to
our easenents.

Q The second vehicle which would be the -- I'mnot going
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to, it's just a gray vehicle. Wuld you agree with ne that

there is no markings of identification of what conmpany is --

MR BANKS:. Objection. Relevancy.

MR, FELBER It makes sense.

JUDGE CLARK: |I'mgoing to overrule the objection
and | et himanswer the question. You are asking about the VW
sedan?

MR FELBER  Yes, your Honor.

A | would agree that the picture that you submtted of
the, of that Vol kswagen vehicle does not appear to have Ameren
I dentification on it.

Q (By M. Felber) Don't most of your vehicles have to
show sone sort of -- even if they use their personal vehicle
what sort of corresponding identification, if it's a subcontract
or anything of who they either work for or subcontract for? Yes
or no.

MR BANKS: Sane objection.

JUDGE CLARK: Overrul ed.

A To ny know edge in a particular situation where a
supervisor is acconpanying his enployee for reasons of either
safety or conflict resolution or basically support of the
enpl oyee that he, that that supervisor would not need to provide
I dentification on their vehicle. That is ny understanding.

Q (By M. Felber) Ameren is no stranger to this against

me. You guys have reached out to the Police numerous tines. |If
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there was an escal ation of problemwouldn't you have wanted the
Police to be out there?

A There was -- in ny opinion there was no need to have,
t he supervisor did not feel a need to have the Police acconpany
him He was there to provide support to his line service
wor ker .

Q Wi ch brings ne to ny next question. \WWat made you
| eap to the grounds that there was any fraud conmtted or was
there any attenpt that there was any fraud that was going to be
comm tted?

A Yes. There is.

JUDGE CLARK: Ckay. |'mconfused. Please

clarify the question for ne.

VWhat fraud are we tal king about? Fraud is a general,
often non-legal term so I'mnot sure. You have to clarify for
ne.

MR FELBER  Ckay.

JUDGE CLARK: Before you answer the question |
want to know what the question is.

MR FELBER Ckay. So the question would be you
guys stated to --

JUDGE CLARK:  What is the fraud you are referring
to?

MR FELBER. \Were they -- the access to the

meter and where they said connections or anything of that
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nature. Wre there any -- was there any registered usage to the

meter of any readings that warranted grounds?

JUDGE CLARK: So is what you are trying to get to
is there really wasn't a reason for themto be out there?

MR FELBER Correct. |t was a general
harassnent purpose.

JUDGE CLARK:  And what was your question again?

MR FELBER: Had there been any neter readings or
anyt hing that suggested prior to themcomng out that any fraud
or tanmpering of meter or uses of electric had occurred.

JUDGE CLARK:  And M's. Krcmar, you had indicated
yes, there were?

THE WTNESS: Yes, your Honor

On June fourteenth | was nade aware that the AM neter
had been re-connected. There had been an online connect request
to start service in a name other than M. Felber's. And that
AM -- there was, at the time there was no block in place to
prevent an online connect request from being accepted and turned
on remotely. The AM neter turned on renotely at that time. So
June fourteenth the service was turned on.

Once | became aware that this was an unauthorized use
| had mentioned in some of my testinony or maybe a clarification
earlier that we are -- we do have authorization to disconnect
service wthout prior notification for reasons of -- including

obstruction, which is defined as unauthorized use of service.
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This June fourteenth connect request that had been

accepted online and that AM neter was turned on for a matter of
time until | requested that the AM neter be turned back off.

JUDGE CLARK: W are getting quite a bit of
feedback. | don't know where it's comng from Go ahead.

W'l just see how we can nuddle through it.

THE WTNESS: GCkay. So on June fourteenth the
service had been re-connected. The AM neter had been turned
back on because there had been a connect request that had been
pl aced online and accepted within the system So we had the
service turned back off. And to prevent any future unauthorized
use or online connect requests that were accepted wi thout
i nvestigation that is why we had the service turned off at the
t ransf or ner.

JUDGE CLARK: That was to prevent anyone from
activating the service online under a different nane?

THE WTNESS: Correct. Wthout proper
i nvestigation to ensure that the connect request should have
been accept ed.

Q (By M. Felber) Wre all the rules followed when the
party applied for services even though there was no registered
usage? | know June fourteenth there wasn't because there was a
generator running to the property.

A No. They weren't.

Q Thank you. So there was no registered usage to be
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addressed, even though you say power was turned back on.

So it wouldn't constitute anybody taking or utilizing
service. Correct?

A | was actual |y answering your question when you asked
if all of the rules had been followed when that connect request
was accepted online.

No. The rules were not followed. That connect
request shoul d not have happened and there was usage on the
meter. It was digital -- the service was turned on. That AM
meter was turned on

Q It wasn't on. There was no usage.

Do you have a usage report of it?

How nmuch usage was actually used?

A | don't have that available right now, no.
Q Ckay. | would think you woul d want that to show and
constitute --

MR, BANKS: (bjection. Argunentative.

Q (By M. Felber) You are claimng sonebody used
services so then you would constitute meter tanpering?

JUDGE CLARK: Hold on, M. Felber. | said any
time there is an objection everybody -- |'Il sustain the
objection. She's answered your questions. You may not |ike the
answers that were given, but she did answer the questions.

MR, FELBER: Hold on one second.

Q (By M. Felber) | want to bring up sonething else
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here. | know Counsel mentioned at any time did | go to try to

make a paynent on the account. How many emails were sent to you
even though they're not |listed as exhibits -- how many enails
were sent to you and Counsel and got uploaded into EFIS that |
tried to work a Paynent Agreenent with you guys?

JUDGE CLARK: Enmails fromyou, M. Felber?

MR FELBER: Emails fromme. There is even one
in EFI'S counsel stated that --

JUDGE CLARK: Before you turn it into a narrative
| et them answer the question.

A So is the question how many enails that |'ve received
fromyou in what tine frame?

Q (By M. Felber) Between pretty nuch the nineteenth
whi ch you woul dn't have received anything on the nineteenth so
it would be the follow ng week when | had talked to you. |
guess we had tal ked that Friday. Fromthat Friday through now
how many enails did you and your Counsel get that | wll nmake a
Paynent Agreenent ?

In fact, which | would like to --
JUDGE CLARK:  You are tal king about My, Friday
nineteenth, the day it was shut off, the follow ng Friday?
MR FELBER: The follow ng Fridays.
JUDGE CLARK: (kay. So we're talking about
Friday the -- wait. 1'mgoing the wong direction. There we

go. So how many enails were received by Ms. Krcmar from you
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bet ween May twenty-sixth and when?

MR FELBER: And up to today's date, just so that
way we're not backtracking.

Q (By M. Felber) How nany emails were sent between you
and your Counsel that | offered to make a Paynent Agreenent?

A Wll, | can answer for nyself personally. |[|'ve
recei ved hundreds and hundreds, if not naybe close to a thousand
emai | s fromyou since May twenty-sixth.

Are you asking me if you requested a Paynent Agreenent
in any of those emails to me?

Q Yes. Correct.

A To be quite honest, a lot of the emails were hard to
under stand everything that you were asking or alleging. So |
don't -- | personally don't recall one right now where you said
can | have a Payment Agreement? Can | nmake this paynent
specifically? |f you wanted to, you know, maybe give me some
more details | mght be able to answer that.

JUDGE CLARK: M. Felber, what's the relevance?
Assuming the answer is in the affirmative, that you had sent
nunerous enmails and that, say, one or nore of those emails
referenced you wanting to enter into an agreenent what's the
rel evance of that and what is the purpose of offering that
testi nony?

MR FELBER: The relevance of it would be that

| -- despite Counsel's claimthat | have not willingly, it shows
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that | had a pattern to willingly try to resolve the issue, get

some sort of Payment Agreenent established to restore the
services. Such as on May twenty-third | talked to Ms. G ubbs.

JUDGE CLARK: Ckay. Well, wthout you testifying
and, like | said we're going to kind of stick to asking
questions -- M. Felber, I'"'mgoing to try this and if this is
not satisfactory, let me know.

Ms. Krcmar, are you aware of the Conpl ai nant
attenpting to establish paynent agreenments with Aneren after he
was di sconnect ed?

THE WTNESS: | wll say that | could -- | could
agree with that to a certain extent, yes. |I'mnot sure if there
was anything specific requested.

JUDGE CLARK: Do you renmenber specific requests?
|"msorry, | talked over you. Go ahead.

THE WTNESS: No. I'msorry. There wouldn't
have been any options available simlar to what M. Fel ber may
have been requesting. So --

JUDGE CLARK: He may have been requesting an
agreement that was not an agreement that Ameren recognizes.

THE WTNESS: Yes, sir.

JUDGE CLARK: (kay. So the answer to the first
question woul d be yes, you' re aware that he has tried to
establ i sh payment agreenents since he was disconnected. But, as

to whet her those payment agreenents woul d have conplied with

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com




© o0 ~N o o B~ w NP

I N N S T N R e I e T e T T S = T
o b~ wWw N B O ©o 00 N oo o1 B~ O wWwuo N -—, O

Transcript of Proceedings

Page 114
agreenents done by Ameren you don't know.

THE WTNESS: That sounds fair

JUDGE CLARK: Does that answer your question, M.
Fel ber ?

MR FELBER: It does, your Honor.

JUDGE CLARK:  Ckay.

Q (By M. Felber) The next question. Let me get out of
here and get to it. It would be | believe -- not final bill
115-C.  Auto pay set up in attenpt of paynents.

JUDGE CLARK: (kay. This is already admtted
onto the record and it is the response to Staff's Data Request
MPSC 0023.

Co ahead and ask your question.

Q (By M. Felber) Is it true when establishing auto
paynent that Aneren M ssouri sends out an agreement letter -- or
a letter that says you are agreeing to auto pay for customer
clarification and confirmation?

A |"'msorry, I"'mthinking. So the question is do we
send out a confirmation letter that auto pay has been
establ i shed on an account?

Q Correct. Yeah. Just confirmng that the user set up

aut o pay.
A | apol ogize. [|'mhonestly thinking about this. [|'m
trying to --
JUDGE CLARK: Take your tine.
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A Do we send a letter? |'mhonestly thinking of ny own

personal account because |'mon auto pay and I'mtrying to
recall as well.

Honestly, M. Felber, | apologize but right now that
i's eluding me whether or not we send a confirmation |etter once
auto pay has been established. | believe yes, but | amnot a
hundred percent certain so | apol ogize. Wthout having all of
my reference material in front of me to ook it up.

Q (By M. Felber) Gkay. Now when taken off auto pay
you guys send out a letter. Correct?

A Once you' ve been renoved fromauto pay?

Q Correct.

A Once again | apol ogize, but |I'd have to -- | nean |
could easily find this information if | had all of ny reference
materials at ny disposal.

Q Al right. Knowi ng the disputes that we had on the
account what did -- when did Areren ever reach out to, you know,
there were lots of disputes. Correct?

A (Wtness nodded head).

Q VWhen did Amreren ever --

JUDGE CLARK: |s that a yes?
THE WTNESS: | would agree that there were many
di sputes with M. Fel ber's accounts, yes.
JUDGE CLARK: Thank you.
Q (By M. Felber) Wien did Areren ever attenpt to reach
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out and hel p resol ve those issues?

A | believe multiple times. There was multiple
correspondence between you and our conpany regardi ng your
concerns.

Q Wul dn't you want it listed in your report? Because
there's nothing in here that shows when a dispute was filed that
you guys reached out to ne and we -- nmainly, if anything, there
was j ust paynent agreenments, that kind of arrear or whatever.

Paying attention to the two exhibits that | |isted
whi ch was the Novenber bill and the July bill of |ast year,
20227

JUDGE CLARK: |s there a question?
MR, FELBER: There is a question.

Q (By M. Felber) In April of this year there was with
the dispute in which I had presented and said | dispute ny bil
and | kind of opened that up. It had to do with the summer
usage, W nter usage, vice versa, and the correspondi ng nonths.

WAs there any attenpt by any representative to reach
out to ne and discuss that?

A | f you gave ne sone nore specifics as to the dates |
could probably look it up. But, | --

JUDGE CLARK: Are you asking about Ameren
Initiated?
MR FELBER Correct, yes. Anmeren initiated.

Q (By M. Felber) Any Areren initiated where they
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reached out to ne regarding the bill that | would dispute?

For exanple, in the report | have the bill from
November that was due Novenber twenty-ninth and the bill that
was due July of -- both in 2022. Both which show w nter usage
in the sunmmer and sunmer usage in the winter in which | believe
Ms. Gubbs |ast week on our Hearing stated there's a
hi ber nati ng.
JUDGE CLARK: That's what you said, that's
Exhi bit 19.
MR, FELBER  Yes.
JUDGE CLARK: You need to reference that.
A Ckay. |1've got that in front of ne. |[|'ve got Exhibit
19 in front of me. The July and Novenber, 2022 bills.
So I'msorry, what's your specific question?
Q (By M. Felber) Wien | stated a conplaint about that
did they ever reach out to ne about it?
A Wien you submtted a conplaint to who?
Q To your Customer Service Team
A So if you have ever requested -- so the way our
Cust omer Service Department does business they are, our goal is
one call resolution. So if you are explaining to a Customer
Service Advisor that you are disputing a bill or you' ve got sone
concerns with the accuracy of a bill that attenpt should be nade
then and there while you're on the phone to discuss that with

you.
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| f you advise that maybe you're filing a dispute it's

then -- unless you have specifically asked for a supervisor to
call you back there is not going to be an attenpt to call you
after you get off that phone call with the advisor. It then
woul d be on, you know, your action to take whether or not you
are filing a Comm ssion conplaint, whether you're filing a
conplaint with the Attorney CGeneral's office.

But, unless there's any specific request on your part
-- and on the calls | didn't hear any -- to have soneone cal
you back there woul dn't be an Aneren enpl oyee reaching out to
you after you were off that phone call.

Q So what you're --

A O course -- I'msorry, go ahead.

Q No. I'msorry. Go ahead

A There were several calls. | do know there were
several calls where you did request to speak to a supervisor and
a call back order was issued because the advisor maybe wasn't
able to get a supervisor at the time. So in those instances we
woul d cal |l you back, a supervisor or a | eader would call you
back.

Q So woul d you believe that if a custoner files a
dispute wouldn't it be a two party process where both parties
try to nutually work together to get to an agreenent and resolve
an issue, not just one party?

A | see what you're saying and | do, | do agree with
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that. But, | don't think the circumstances of any of the

particular times where you were advising a Call Center enpl oyee
that you were disputing your bill, there was -- we don't set up
conference calls with customers. W're just not able to do that
within our Call Center. So like | said the proper place for you
then woul d be then to nake a conplaint with the Conm ssion or
file an Attorney General conplaint. And then at that point it's
kind of, we're working, we're providing details directly to
whomever the third party we've received the conplaint fromis
and then it's ultimately -- there are oftentines that it's
easier than for the information that we have shared with either
Conmi ssion staff or the Attorney CGeneral's office to share that
with you directly since they're at that point kind of taking
over fromthat.

Q Al right. So pretty nuch if you don't |ike the
satisfaction of an agreement that both parties is just to really
just go and, you know -- file a conplaint with the M ssouri
Public Service Comm ssion is what you' re saying?

A W al ways have to offer -- it's a requirenent that if
there is not a resolution determ ned between an Aneren enpl oyee
and the custoner that we do offer the Public Service
Conm ssion's contact information and [ et you know of your right
to file a conplaint wth them yes.

Q A lot of representatives don't announce that either

But that's besides the point.
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Wul d you agree -- so pertaining to those charges |'ve

asked numerous tines on them never got an answer or a response
froma representative.
Wul d you agree sone of your Custoner Service
Representatives cannot give answers on those charges?
A Wat specific charges?
Q So, for exanple, where it said sunmer and W nter usage
and if | call and | say hey, | don't agree with this, why is

this in here labeled as this, why am| being charged -- it's
kind of msleading to a customer. \Wen you see sonebody -- July
IS not winter; it's sumer. Sanme thing Novenber it's not
summer, it's winter
So when you see those charges on there and a customer

says hey, you know, | don't agree with this, can you -- do you
see where |'msaying? Do you think some representatives can't
answer that question -- before you go and file a process with
the Mssouri Public Service Conm ssion or raise your conplaint
do you see the point where it woul d say hey, maybe a supervisor
or a senior menber of managenent needs to get in contact with
sonebody or get in contact with themto explain those charges?

A | woul d agree, you know, | did listen to over a
hundred phone calls that you had with our enpl oyees and | woul d
agree that there are times that there was maybe, it was hard for

you and our advisor to comunicate effectively. So although

sometinmes | do believe that you were not giving our advisors the
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opportunity to fully explain things that you could understand

it.

But, | think that that's natural in any conversation.
There's a potential for, you know, a lack of ability to
communi cate well with each other

Q But, would you agree going further, like in some of
your stuff -- | nmean | like the report how you guys are agreeing
now to go forward and change some policies around.

Do you agree that sone of these inplenentations shoul d
have probably been done sooner than later? And especially
that's dealing, you know the history of ny account. So could
you agree maybe we needed somebody there that could neutralize
it soit didn't get as far as what it did?

MR. BANKS: (bjection. Asked and answer ed.
JUDGE CLARK: |"I'l sustain that objection.

Q (By M. Felber) | mean that would really be kind of
that. Wuld you agree -- | just have a couple of nore
questions.

Wul d you agree there's a lot of msrepresentations
and errors involved on your guys' side of the Conplaint that
woul d, you know, validate why there's the conplaint in front of

t he Comm ssi on?

A | don't believe that, no.
Q | nmean between Paynment Agreement -- | mean you don't
agree with that? | mean ny big -- in the report that M., or
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your counsel gave back to the Conm ssion agreeing to | eave why

woul dn"t you focus on resolving the issue that you had in front
of you before |eaving and agreeing wth recommendati ons?

Wiy | eave and do that?

MR, BANKS. (bjection. Relevancy. Wtness is
not capable of answering that question. That was a |egal
deci sion nmade by ne.
MR, FELBER: Can | ask M. Banks --
JUDGE CLARK:  No. M. Banks is not a wtness.
|"mtrying to -- give me a second because |'mstill, |
haven't ruled on his objection yet and |I'mthinking about this.
|"mgoing to agree with M. Banks. |1'mgoing to
sustain the objection, and the reason being that M. Banks fil ed
a request to respond to the Staff report and they responded
agreeing with part of the Staff report.

What you are asking about is this hypothetical
situation that you've kind of constructed and you' re asking one
Aneren enpl oyee to speak in a somewhat |egal capacity about
whet her Counsel's move in filing that was the best or nost
appropriate tine to address that. So it crosses a |ot of |egal
boundaries, and so I will sustain the objection.

Q (By M. Felber) Last question here that | have is --
It would be the exhibit with the disconnect notice. My fourth,
125-C.
JUDGE CLARK: Ckay. This is your final notice.
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Correct?

MR FELBER Correct. This is the final notice,
your Honor

Q (By M. Felber) So something that interests me and
what you said earlier, Ms. Krcnar, was that it shows all the
ways of paynent that you can pay. Now, it says cash only on
here. Correct?

Yes.

Q Now, you said that you can pay by certified -- noney
order or certified cashier's check. Right?

A Cashi er's check, noney order, credit card, or cash

Q Ckay. So where on the agreement -- you said it stated
all this. Wuere does it state that you can pay with a noney
order or a certified cashier's check and not a check?

And | understand the check portion. But, where does
it say? Because you stated that you can do that, but it doesn't
state that on here.

A | was just |looking at the back real quick. So your
payment options -- obviously you wouldn't be paying with a
personal check on the website or nobile app or phone. And the
pay station if you were to walk into a paynent station with a
personal check the payment -- the authorized paynent station
woul dn't accept it. They would notify you at that tine that it
wasn't an option.

Q Right. But, what |'masking is why doesn't this |abel
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certified cashier's check or noney order? | don't care about

t he check portion.

You said that it listed the options to pay by
certified cashier's check and noney order earlier when you were
tal king about this with your counsel. Nowhere on here does it
say anything about having the option -- it only says cash only.

So if someone was wanting to make a paynent isn't it a
little msrepresenting?

A | don't believe so. And | don't believe -- maybe it
was m sunderstood when | was explaining that earlier. But, |
was -- | was tal king about what cash only designation nmeant at
the top. And then | just explained that the Pay Now options
were found at the bottom of the disconnection notice.

Q But, you also said it states all the payment options,
including certified cashier's check and noney order. Correct?

A | don't believe | stated that. And if | did |
apol ogize, if it came across in a way other than | intended.

MR, FELBER: That would be it, your Honor.
JUDGE CLARK: Ckay. Thank you.

It's 12:30. | do want to take a break for lunch, but
while I've got Ms. Krcmar here | have a few questions. |'l]
ask first are there any Conm ssion questions at this tine?

| hear none. ['mgoing to go ahead and ask a few

questi ons.
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EXAM NATI ON
QUESTI ONS BY JUDGE CLARK:

Q Ms. Krcmar, your attorneys answered this question
earlier |last week. They are not -- their conments are not
necessarily a part of the record in an evidentiary way.

So woul d you please give me the tine periods for
summer and wi nter usage?

A Sure. So our summer rates are in effect fromJune
first through Septenber thirtieth. And then winter rates in
effect fromQctober first through May thirty-first.

Q Thank you. What is the standard practice when someone
I s di sconnect ed?

Leading up to that disconnection what custoner
contacts nust occur and did Aneren conply with those in M.
Fel ber's case?

A Yes. So we are required to send a notice of
di sconnection, a ten day notice of disconnection. W are
required to make two rem nder outbound -- we call them outbound
collection calls to the custoner, and those occurred as well.

And we are -- with AM neters we have a variance from
our door knock. For non-AM neters there is a requirenment that
we knock on the door and announce ourselves prior to
di sconnecting the service at the neter. For AM nmeters we

obtai ned a variance on that so in lieu of the door knock -- and
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this variance was that way we could do the renpte connect and

di sconnect of the AM neters wi thout sending a truck out there
and a person, an enployee out there. So in lieu of the door
knock fromAM nmeters we nmake a final twenty-four hour

di sconnect notification call, which was also done in this

| nst ance.

Q Now, you said you believed you had recei ved between
when M. Fel ber was di sconnected and today hundreds of emails.

|'s that correct?

A Yes, Judge.

Q Do you know how many calls Areren has received from
M. Felber as to this disconnection matter before the
Conmi ssi on?

A Good question. | don't off the top of ny head. |
could | ook through the contacts, the account contacts -- which
was our Exhibit 102 -- and give you a ball park.

But, | would say dozens of calls were received after
the service was disconnected. But, |'msorry, | don't have that
off the top of ny head.

JUDGE CLARK: That is just fine. I'mtrying to
think. Those are all ny questions. Thank you.
THE WTNESS: Thank you, Judge.
JUDGE CLARK: And you are excused.
It is 12:33. Wiy don't we break until 1:35 for lunch?

Are there any objections to doing that?
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MR. BANKS: No, your Honor.

MR, FELBER  No, your Honor.
JUDGE CLARK: (kay. |f everybody will be back
here -- well, yeah. Let's go ahead and do that.

| don't know how long Staff is going to take. So it
may be it could be half an hour, it could be an hour. But, just
erring on the safe side let's go ahead and have lunch so we w |
reconvene -- we will go off the record and we will reconvene at
1: 35.

(Wer eupon, lunch recess taken from 12:34 to 1:35
p.m)

JUDGE CLARK: It is now 1:36. W are back on the
record. Everybody has had a l[unch break.

W finished off Areren's only witness last tinme. And
it is now Staff's turn to call their wtness.

It's ny understanding that Staff has one w tness, and
just so there is no confusion about this -- et me find where |
put it. | have listed in regards Staff's wtness that Cross
Exam nation will be first by Ameren and then by M. Fel ber.

| s that everybody's understanding?

MR. BANKS: Yes, your Honor.
MR FELBER  Yes, your Honor.
JUDGE CLARK: (kay, Staff, go ahead.
MR KEEVIL: Yes, thank you, Judge.

The Staff would call Ms. Sarah Fontai ne.
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SARAH FONTAI NE,

bei ng sworn on her oath by the Court saith:

JUDGE CLARK: Ckay. Staff, you may question your
W t ness.

MR KEEVIL: Thank you.

DI RECT EXAM NATI ON

QUESTI ONS BY MR, KEEVI L:

Q Ma'am for the record woul d you pl ease state and spel
your nane for the record?

A Sure. It's Sarah, S-a-r-a-h. Last name is Fontaine,
F-0-n-t-a-i-n-e.

Q And, ma'am are you the Sarah Fontaine who wote the
Staff report nmemo in this case?

A | am

Q And just to your know edge that report has been
pre-marked as Exhibit 200, and each of the exhibits to the
report have been marked as Exhibit 200 and then the
corresponding letter of the al phabet A B, C

So was that report and the exhibits true and correct

at the time that it was filed back in July, | believe it was?
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A Yes.

Q And to the best of your know edge, infornation, and

belief are the things stated therein still true and correct
t oday?
A Yes.

Q Do you need to nmake any changes or corrections to any

of your report?

A No.

Q Ckay. Do you have a copy of it with you?

A | do.

Q Can | get you to turn to the top of Page 10?

Let me know when you are there.
A Ckay. |'mthere.
Q And there was sone confusion about this earlier during
Ms. Krcnar's testinony, so | just wanted to clarify.

This one statement at the top of Page 10 where you say
however, Aneren did not notify M. Felber by personal service or
by first class mail about his default prior to his
di sconnecti on.

Do you see that statement there, ma'an?

| do.

Q What is that statenent in reference to?

Can you explain that for us?

A Sure. | think it's inportant in this Staff report to

read what was witten before that paragraph.
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The reason why | stated that was because | was talking

about the conparison of a Pending Paynent Agreenent versus an
actual Paynent Agreenment. And | think as we've covered several
times so far that there is a difference between the two.

And when | offered a reconmendation for Ameren to
consi der changing the wording on the email that goes out to
custoners | was pointing out here that should it be an actua
Payment Agreenent, not a Pending Payment Agreenent, that there
woul d be other requirements involved as far as notification and
things like that. So that's why that paragraph is there.

Q So you aren't disputing that Areren fol |l owed the
proper notification requirements assumng that this My
ei ghteenth agreement, whatever it was -- assumng that was not a
Payment Agreenent you're not saying that Aneren messed up with
the notification requirenments?

A No.

Q (kay. Also could you explain briefly the process that
you went through in the course of conducting your investigation
in this case?

A Sure. So when we receive a Formal Conplaint one of
the first things we do is typically when we receive a Fornal
Complaint -- it's already gone through an Informal Conpl aint
process with our Consumer Services Department. So we'll go back
and take a | ook at that.

Then we'll reach out to the Conplai nant, and once we

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com




© o0 ~N o o B~ w NP

I N N T N O e N T T e e e
o b~ wWw N B O ©o 00 N oo o1 B~ O Wwu N -, O

Transcript of Proceedings

) _ _Page 131
make contact with themwe try to ask themfor any information

that they would like to include that maybe was not part of their
Formal Conplaint that we need to take under consideration. W
al so take time to kind of go over the process of what's going to
happen fromhere, let themknow if there's further information
that they feel would be helpful to us. During the process they
can submt it to us through email, | provide ny contact
information, or it can be submtted through EFIS.

We al so send out data requests to the conpany. So we
kind of do a collection of any bills. | think, you know, you've
seen a lot of the Data Request responses throughout this and
those are seen nmaking certain that we check off the data
requests that we send out to the conpany. So we let the
Conpl ai nant know as wel| that that's going to be occurring.

Once we receive all of that information we conpile it,
do an investigation, and then try to produce the Staff report
that lays out all of our findings.

Q Al right.
MR KEEVIL: Judge, thisis alittle different
t han usual because Exhibit 200 and 200 A through F have al ready
been received into evidence. | believe you did that on Friday.

So | don't have to offer -- it's already in evidence
so | just want to confirmthat, first of all.

And then assum ng your recollection is the sane as

mne on that, | would tender the wtness for Cross Exam nation
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JUDGE CLARK: Thank you very nuch. Yes. That's

my recollection. | remenber it was one of the first exhibits we
admtted. W admtted 200 and its various attachnents A through
Fin the record, and | believe this is confidential inits
entirety. That does not nake a difference at this point in
time.
MR KEEVIL: Thank you, Judge.
| woul d tender the witness.
JUDGE CLARK: Thank you.
Aneren, do you have any Cross Exam nation questions
for this wtness?

M5. GRUBBS. Yes, your Honor. Thank you.

CROSS EXAM NATI ON

QUESTI ONS BY MS. GRUBBS:

Q Ms. Fontaine, as | think you nentioned on Direct it
I s standard procedure for Staff when investigating a Formal
Conpl ai nt agai nst Ameren M ssouri to send Ameren M ssouri Data
Requests. Right?

A Yes.

Q And is it also standard procedure for an Aneren
M ssouri enployee to respond to Staff Data Requests as part of

the investigation of a Formal Conplaint?

A Yes.
Q |"'msorry, | was getting feedback.
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Is it also standard procedure for Ameren Mssouri to

provide Staff a copy of account contacts, recorded calls, and
copies of bills in response to Data Requests as part of an
I nvestigation of a Formal Conpl aint?

A Yes.

Q  And Conpl ai nant contacted Consunmer Services Division
at the Commi ssion on May 19th, 2023 to submt an | nformal
Conpl ai nt agai nst Ameren M ssouri.

Is that right?

A. That's what | have.

Q And do you have a copy of Exhibit 123-C, which is that
| nf ormal Conpl ai nt ?

A | believe so.

Q Ckay. Well, | guess: Can you confirmthat that is
the Informal Conplaint that the Division received?

A Yes.

Q And as part of that Informal Conplaint Conplainant
infornmed the Department that he had a Payment Agreenent in which
he agreed to pay two thousand five hundred dollars on My
nineteenth instead of May eighteenth.

|'s that right?

A That's correct.

Q And there was no reference to an alleged down payment
due date of May 22nd, 2023 to activate the Payment Agreenent as
part of the Informal Conplaint. R ght?
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A Correct.

Q And you have listened to the recording of the My
18th, 2023 call between Aneren M ssouri Custonmer Care Reps and
t he Conpl ai nant which was attached to Exhibit Ato Staff's
report but also Aneren Mssouri Exhibit 104-C D?

A Yes.

Q And were you present in the hearing or listening in to
the WebEx hearing |ast Friday Cctober 6th, 2023 when the My
ei ghteenth call recording was pl ayed?

A | was.

Q So fromyour perspective was it made clear to M.

Fel ber during that May eighteenth call that the initial payment
was due by the end of that day to activate the Payment
Agr eenent ?

A | would agree that it was clear.

Q Were you al so present during the hearing |ast Friday
when the April 13th, 2023 and April 25th, 2023 recordi ngs which
are Exhibits 104-C- A and 104-C B respectively were played?

A Yes.

Q So based on those recordings doesn't it appear that
Conpl ai nant was alleging a different due date for payment back
in April as well?

A Yes.

Q And in April Conplainant identified the alleged

different due date as his basis for disputing his bill then.

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com




© o0 N o o B~ w NP

T T O T S T N e e e N e T e S e
g b~ wWw N B O ©o 00 N oo o B~ O wu N -, O

Transcript of Proceedings

A.
Q

Agr eenent

A
Q

A

Page 135

Correct?

A During the April tinme period?

Q Yes, ma' am

A Yes.

Q If | could refer you to Page 6 of Staff's report,
Exhi bit 200.

A Ckay.

Q Are you there, Ms. Fontaine?

A Yes.

Q Geat. If we ook at the top paragraph the first ful

sentence the report states, please followalong as | read this:
Four extensions occurred until M. Felber's service was
ultimtely disconnected on May nineteenth. The next tine M.
Fel ber stated that he wanted to dispute his bill was on My

23rd, 2023 -- |'msorry. On May 23rd, 2023 tel ephone call.

Did | read that correctly?
Yes.

Anesorme. So with the four extensions after the Apri

di spute wasn't the alleged due date for the April Payment

di spute resol ved?
Can you repeat that for me?

Sure. Wth the four extensions after the Apri

di spute wasn't the alleged due date for the April paynment

di spute resol ved at that point?

For the April dispute?
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Q Yes, ma'am The April dispute.

A | believe it was resolved by that tine.

Q And so your investigation revealed that M. Fel ber
didn't dispute his bill followng the May 4th, 2023
di sconnection notice until after he was al ready di sconnected.

s that correct?

A Yes.

Q On June 20th, 2023 Staff was provided the first
version of the Pending Paynment Agreement confirmation email,
Exhi bit 8.

|s that right?

A | believe it was a June twentieth EFIS filing.

Q (kay. And just so we're on the sane page if you | ook
at Page 8 of Staff's report -- | believe it's in the bottom
section -- there is a bolded heading of 20 CSR 42-40-13060.

So does that conport with what you just described as
It was June twentieth that Staff received the first version of
that email?

A Yes.

Q And that email -- which has been marked as Exhibit 8
by Conpl ai nant and now entered into the record that enail,
explains that a required paynent of two thousand five hundred
and nine dollars is needed to activate the agreenent. Correct?

A Yes.

Q And to your know edge was any payment made by
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Conpl ai nant on or before My nineteenth?

A Not to nmy know edge.

Q To your know edge has Conpl ai nant nade any paynent to
Ameren M ssouri that hasn't been returned since February of
20227

A Not based on information in Data Request responses
from Aneren

Q And at the tine of Staff issuing its report on July
24t h, 2023 had Conpl ai nant provi ded any of the other versions of
t he Pendi ng Payment Agreenent confirmation email -- so | think
that's Exhibits 9, 10, or 11 -- to Staff?

A No. The first |I saw was on that June twentieth EFI S
filing.

Q Do you have a copy of Exhibit 9 with you, Ms.
Font ai ne?

A | believe so. | just want to double check.

Rem nd me Exhibit 9, which one that was.

Q So it's a white background. At the very top right
corner it says 7-24-23, 2:24 p.m

A Gve me just a second and let ne see if | can get
that. Gve ne just a second, na'am to pull that up here.

That was the one that was filed on June twentieth?

Q No. | Dbelieve Exhibit 8 was what was filed on June
twentieth. That's what it's stanped as.

Exhibit 9 -- | amnot sure what EFI S nunber -- | think
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It was actually in July.

A | just want to make sure I'm/looking at the right one
because there was a few that were --

JUDGE CLARK: This is the watermark Payment
Agreenent. Correct?

M5. GRUBBS: Yes, that's a great way to describe
It, your Honor

THE WTNESS: Ckay.

M5. GRUBBS: So across diagonally the first page
and second page they have a waternark.

THE WTNESS: (kay. | do have that one in front
of ne.

M5. GRUBBS: Thank you.

Q (By Ms. Gubbs) So Exhibit 9 |ooks different than the
screen shot that Conplainant had submtted in June and has now
been marked as Exhibit 8.

s that correct?

A Yes.

Q So, for exanple, Exhibit 9 has a white background
I nstead of the black background that was appearing on Exhibit 8?

A Ri ght .

Q And then if we |ook at Page 2 of that docunment, Ms.
Font ai ne.

A Yes.

Q Under that blue box there's a series of sentences.

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com




© o0 ~N o o B~ w NP

I N N T N R e N e N T T o o T T
o b~ W N B O ©o 00 N oo o B~ O Wwu N -—, o

Transcript of Proceedings

) ) _ Page 139
The top one is manage your conmunication preferences, and then

I f you would go all the way down to the bottomwhere it says
E- 3- 005.
Do you see that paragraph that 1'mtalking about?

A Yes.

Q So do you have Exhibit 10? That would be the
Septenber 15th, 2023 [indiscernible].

A Yes. | believe | do. | think that's the right one.

Q So up in the upper right corner it would say Friday --
or F-r-i, September 15th, 2023 at 2 -- |'msorry, at 9:22 a.m

|'s that right?

A Yes.

Q Ckay. And this does not have that same watermark on
it. Right?

A Ri ght .

Q Ckay. So the upper right shows that it's Brett Fel ber
at that -- at M. Felber's enmail address, and then a no reply at
twilio.com

Did you see that?

A Yes.

Q Now, in this document -- Exhibit 10 -- the alleged due
date for the required paynment is May 22nd, 2023.

|'s that right?
Yes.

Q And if we | ook over on the next page, Page 2 of 2 of
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Exhibit 10, do you see that sane paragraph that we tal ked about

where it begins wth manage your communication preferences and
then it goes all the way down to E-3-005?

A Yes.

Q Then Exhibit 11. Do you have a copy of it with you
ma' anf

A | believe so. Gve ne just one second.

|"msorry, | have a lot of --

Q Understand. Pl ease take your tine.

JUDGE CLARK: | think you are nuted, Ms.
Font ai ne.
Q (By Ms. Grubbs) | saw your lips nmove, but | didn't
hear any audi o.
MR. KEEVIL: You are nuted, Sarah.
JUDGE CLARK: | don't think she's nuted. |'m not
getting a nute thing showed up. | think whatever may be
di sconnected on her.
(Di scussion was had off the record.)

Q (By Ms. Grubbs) So the docunent that you're | ooking
at for Exhibit 11 in the upper right-hand corner does it show
Brett Felber at M. Felber's email address and then a no reply
at twilio.con?

A Yes.

Q And then the date underneath that in the upper right
area does it say Friday, September 22nd, 2023 at 5:47 p.m?
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A Yes.

Q kay. If we flip to Page 2 of Exhibit 11. You see
underneath the blue bottom of the box, bottom of the blue box,
that there is that sane manage your commrunication preferences
and the nultiple sentences down to the E-3-005. Correct?

A Correct.

Q So instead there's a blurb on the bottom of Page 2
that's highlighted in yellow.

|s that right?

A That's right.

Q So has Staff been able to confirmthe authenticity of
Exhibit 9, 10, and 11?

A No.

Q Do you have a copy of Exhibit 113-C which, if it
hel ps, is Areren Mssouri's response to DR -- Staff DR 15?

A Yes.

Q Do you recogni ze Exhibit 113-C as a response you
received to Staff DR 15 in this matter?

A Yes.

Q And in this response Aneren Mssouri's representative
Aubrey Krcmar |ists Aneren's attenpts to contact Conplainant in
advance of the May 19th, 2023 di sconnecti on.

|s that a fair summary?
Yes.

Q So recogni zi ng that Conpl ai nant appears to contend
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that he did not receive or potentially did not receive all those

contacts listed in Exhibit 113-Cif Ameren M ssouri conpleted
all of those contacts as listed in the exhibit wouldn't Ameren
M ssouri have made all required contacts -- contacts that are
required under its tariff Conmssion rules, etc., in advance of
the May nineteenth disconnection for non-paynent?

A | would agree with that based on the infornation
submtted in this.

Q And if | could refer you back to your report, Staff
Report Exhibit 200 at the top of Page 4 of 13.

Are you there, Ms. Fontaine?

A Yes.

Q Excellent. So during your investigation you noted
that even though the various call logs are for some of the dates
t he tel ephone nunbers and calls do not match between the |ogs
present ed.

|'s that right?

A Correct.

Q Di d Conpl ai nant provide you with any further
information or clarification of his phone | o0gs?

A No, not specifically for that.

Q During your investigation, Ms. Fontaine, did Staff
review Conplainant's bills for the account?

A Yes.

Q And has Staff been able to find any billing errors in
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those bills?

A No.

Q And just to clarify Staff's investigation did not
reveal any clear violation of applicable statutes, Conmm ssion
rules, or regulations, or the Conpany's tariffs.

s that right?

A That's correct. W just had a couple of
reconmendat i ons.

Q And Staff has not filed any anended report to change
t hat conclusion, and today you didn't nmake any changes on
Direct.

Is that correct?
A That's correct.
MS. GRUBBS: Thank you very nmuch for your tinme.
| have no further questions.
JUDGE CLARK: M. Felber, do you have any
questions for this wtness?

MR. FELBER | do.

CROSS EXAM NATI ON
QUESTI ONS BY MR, FELBER
Q Al right. So pertaining to the call logs that | sent
fromT-Mbile that show -- | guess with the phone nunber on
t here.

JUDGE CLARK:  What exhibit are you referring to?
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MR FELBER: It would be -- it will start out

with the Informal Conplaint process, which we did everything
first.

JUDGE CLARK: Is this attached to Staff's report
or is this sonething else?

MR FELBER: Yes. It is attached to Staff's

report, yes.

JUDGE CLARK:  Ckay.

MR KEEVIL: Does he plan to cross Ms.
Font ai ne --

JUDGE CLARK: | didn't hear you, M. Keevil. o
ahead.

MR. KEEVIL: | don't recall the Inform
Conpl ai nt being actually attached. Ms. Fontaine can correct me
i f I''mwong.

JUDGE CLARK: It was not attached | don't
believe. | believe that it was offered as an exhibit by Aneren,
but other than that no.

And while it was -- while Aneren, while Attorney
G ubbs questioned about it | thought that was in relation to it
as an exhibit and not as an attachment to Staff's report.
Q (By M. Felber) Do you see the phone nunber that it
shows directly for it?
MR KEEVIL: Ms. Gubbs can respond whether or

not it was actually attached to Staff report since he has
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described it as attached to Staff's report.

MR FELBER It was attached in the regular
report as an exhibit.

M5. GRUBBS: | do not believe it was attached.
The Informal Conplaint that's been marked as Exhibit 123-C |
don't believe it was an attachment to Staff's report. There may
have been a reference within the Staff report toit.

MR KEEVIL: That's ny recollection as well. So
| don't know what he's referring to when he says attachnent to
the report and he calls it Informal Conplaint.

MR FELBER It shows the call |ogs.

JUDGE CLARK: Are you wanting to refer to the
I nformal Complaint or are you wanting to refer to the call |ogs
or both? Because we can refer to the Informal Conplaint but we
need to refer to it under the exhibit nunber that it's admtted
under because it doesn't appear to be --

MR. FELBER It should be Exhibit 1, | believe.
It was the very first exhibit log that was submtted.

JUDGE CLARK: The very first exhibit that was --
oh, your Exhibit 1, okay.

MR, FELBER  Yes, your Honor.

JUDGE CLARK:  (Ckay. And if | remenber right that
was -- there were, Exhibit 1 was, |ooked |ike a phone screen.

s that correct?

MR FELBER: A phone screen, yes. It did have --
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It did have as well the call [og from T-Mbile.

JUDGE CLARK: Ckay. And the call log from
T-Mobile --

MR FELBER: It m ght have been broken into two
different.

JUDGE CLARK: | think it was, if | renmenber
correctly. Bear with me just a second. That's Exhibit 14, the
T-Mobile call 1og.

MR. FELBER  Yes, your Honor.

JUDGE CLARK: Ckay. Do you have a -- Ms.

Fontai ne, do you have Exhibit 1 which is his -- it looks like a
phone screen | o0g?

THE W TNESS:  Yes.

JUDGE CLARK: And Exhibit, as | said before |
bel i eve, 14 which appears to be a conputer printout.

THE WTNESS: Yes. The T-Mbile |og.

Q (By M. Felber) Can you go through the log and find
any day fromMuy first -- | think | provided through May first
and May eighteenth that shows the conplete clear |og.

Do you see any nunbers on there relevant to Ameren
M ssouri actually reaching out to contact ne?

A Part of the concern that | have with these is that it
doesn't show full telephone nunbers.

Q It shows to the -- it shows what phone calls, though,

are on each and every day. And you would be able to see a
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correspondi ng nunber of 1-800 or it would start off withit.

Do you see any phone calls that are -- primarily what
|'"mlooking at is do you see any phone calls from T-Mbile
I nbound or outgoing froman Ameren phone nunber or phone calls
of that day?

MR KEEVIL: 1'mgoing to object to that because
he's just -- like she said it doesn't show the conplete phone
call or phone nunmber, excuse ne. So without that how can she
tell what the phone nunber that was calling in or calling out
was ?

MR FELBER: Was there a phone call that day --

JUDGE CLARK: Hold on. | understand. | think
M. Keevil is correct there. However, if he wants to instead of
sayi ng Ameren because the nunbers are not displayed such that
this can be given a good correspondence woul d you rather go
with -- | mean if you want to ask about 800 nunbers | think you
can certainly do that.

MR FELBER  Yes.

Q (By M. Felber) Does it show any 800 nunbers the
day -- the dates that they reached out?

JUDGE CLARK: What date is that?

MR FELBER  Anywhere fromthe sixteenth through
t he ei ghteenth.

A Based on the T-Mbile log that you provided here

you're into the fourteenth. And those dates | see one on My
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ei ghteenth at 8:01 a.m that starts out with an 800 nunber and

then a five.

Q (By M. Felber) Correct. That would be their 800-552
Now, does that show as an outgoing or an incomng? Usually
outgoings would be in red or green for incom ng.

A | don't have it in color. However, | do notice a
couple lines fromthat it shows incomng. So based on that |
would say it's an outgoing call.

Q Ckay. But, it doesn't show anything for May sixteenth
or May seventeenth that Ameren clains?

A Not based on the criteria that we just covered.

Q Al right. The next thing as far as off of that you

were here for Ms. Krcmar's testimony this nmorning. Right?

A Ri ght.
Q Correct?
A Yes. | was.

Q Did she submt any data prior to today letting
everybody know one of the things that she said this norning that
she went -- whether she said she went into her own enails or
anything of that nature and she said she played around with
alteration -- she admtted to the Court that she admtted to
al teration.

M5. GRUBBS: (bjection. That's a
m scharacterization and msstatenent of Ms. Krcmar's testinony.

MR, FELBER: Not really, it shows a foundation
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basis --
JUDGE CLARK: M. Felber, there has been an
objection nade. |'mgoing to overrule your objection, Ms.
G ubbs. | think | understand where he's going.
You're tal king about -- M. Felber, you're talking

about that Ms. Krcmar indicated that for the purposes of
I nvestigation she downl oaded sone enails and then tried to see
how mani pul at abl e those were.
s that what you are referring to?

MR, FELBER  Yes.

JUDGE CLARK: Is that what you mean when you say
al tered?

MR FELBER  Correct, yes.

JUDGE CLARK: Then I'mgoing to overrule the
objection. You can answer the question, Ms. Fontaine.

A | was not aware of that prior to today.

Q (By M. Felber) In the termnology of the Staff
report which | brought up earlier where in the report does it
say under Staff that it is an actual -- a paynent, a Pending
Paynent Agreenent ?

Wiere does it say -- on the tenplate that they send

out in their emails where does it say at all that it should --
MR KEEVIL: 1'mgoing to object to that. That's

a total mscharacterization of the report as well as what Ms.

Fontaine said earlier.
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The report as she expl ai ned goes through, you know, if

you believe Aneren's position this, if you believe M. Felber's
position then that. And the report itself on that section that
we were | ooking at when she was doing Direct testinony states
quite clearly that the Staff had submtted a Data Request to the
Conpany requesting a copy and, therefore, it shows that we
didn't have it when we did the report so it ain't in the report,
we didn't have it. He's just nmaking whatever up that he wants
to out of what is there.

JUDGE CLARK:  Well, | don't get that inpression
| feel that he may be cherry-picking it for pieces that are
hel pful to his case. But, | understand what you are saying.
Wien you tal k about that you're basically saying at the time --
| believe Staff did say that whether or not a violation occurred
woul d be largely determ ned by how the Conm ssion resol ves
conflicting evidence. And so what you're saying is that Staff's
report points out that there's conflicting evidence wthout
necessarily making a judgnent as to what that evidence, which
evi dence is correct.

s that correct?
MR FELBER  Yes, your Honor. |'msorry.
JUDGE CLARK:  No. | was asking M. Keevil.
|'s that where we're getting to?
MR KEEVIL: Well, it sounded to me |ike he was

saying that Staff's report says that the Ameren has a tenplate
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that says X, Y, and Z or whatever. And like | said the quoted

portion at the top of Page 10 clearly says at the time of the
report Staff had in submssion to Aneren a Data Request for
paynent tenplate. But, we didn't have a tenplate at the tine.

So for himto ask where in the report our exanple of
the tenplate is is a conplete mscharacterization of what it
says.

JUDGE CLARK: Ckay. That would be absolutely
right. And | would agree with that.

That's not the question | heard himask. Muybe
m sheard. | thought his question was where in Staff's report
does it say that it's a Pending Payment Agreenent.

MR FELBER  Correct.

JUDGE CLARK: |s that your question? O is M.
Keevil nore correct?

MR FELBER. Yes. That was the question, yes.
Where does it say in the agreenent exhibits that | presented or
even the original JPEG that was submtted, where does it say
Pendi ng Paynent Agreenent?

JUDGE CLARK: Were all those items available? |
know the twentieth one was. Yes. Al those itens were
avai |l abl e.

Yeah, you can answer that question.
Go ahead. | interrupted.

A So | wanted to nmake sure | understood. So you're
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asking in the Staff report where | addressed about a Pendi ng

Paynment Agreenent, is that correct?

Q (By M. Felber) ['masking you in the submtted
docunents --

JUDGE CLARK: Let ne, and if you don't like --
did Staff ever make a determnation as to whether there was a
pendi ng agreenment or an agreement?

A | think what | nentioned in our report was that there
was sone differing things out there as far as what is considered
pending. A Pending Paynment Agreement versus an actual Paynent
Agr eenent .

Wiat | will say is based on all the information that |
received fromAreren as far as the past paynent agreements that
have been set up versus paynent agreements that have been
offered to M. Felber it is clear based on that that there is a
difference between a Pending Paynment Agreement and an actual
Paynent Agreenent.

So that would be ny answer for that.

Q (By M. Felber) Gkay. Thank you. | appreciate that.

May eighteenth. My eighteenth this audio that
surrounds everything you were listening to that. Can you
explain -- | mean can you explain where you ever heard what date
the date of the paynent, what time of the paynent, when it had
to be -- we do hear that the payment was eventually, you know,

whatever. Wuld agree. But, there was a date, how nmuch the
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amount was and the date of the Paynent Agreenent, and when the

date of the Paynent Agreement had to be exhibited and what --
not exhibited, but when it was, had to be due?

|s there any date that specifies May eighteenth, etc.
in that tape that was played on Friday that they, is there
anything in there that conclusively that says you agree to this
amount on this date at this -- correct?

A So when | put in a Data Request for all recorded phone
calls | received a |ist back fromAreren of over a hundred phone
calls and each of those have a date associated with them So
that's what | would conclude based on the dates that were
provi ded that that phone call occurred on May eighteenth. And
it says within that phone call that the paynent is required
today. So that's what | took that fromwas that |ist that was
provi ded to mne.

Q Ckay. But, what |'masking you it doesn't say that
It's due on May eighteenth. Correct? Nowhere does it state the
amount that's due or anything of that nature. Correct?

A You' re speaking about the phone call specifically?

Q Yes, ma'am |'m speaki ng about the phone cal
specifically.

JUDGE CLARK:  And for clarification | believe
we're tal king about Confidential Exhibit 104-D.
MR, FELBER  Yes.

A | woul d agree that during the phone call it does not
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specifically say May ei ghteenth.

Q (By M. Felber) ay. Thank you.

Al right. Let me go onto | guess the exhibits that
Ameren submtted. Let ne get themhere, sorry.

In any exhibits pertaining to any billing -- | like
the notes that are put in here. These are great notes. They're
wonder ful not es.

However, |I'mmssing notes in the first set of
exhibits --

JUDGE CLARK: Wait. You junped ahead and you
haven't told ne what you are tal king about. What's the document
you' re | ooking at?

| can't look at notes if | don't know what document
" m | ooking at.

MR. FELBER It would be the first set -- it
woul d be right under the Conplaint, the actual original
Conplaint that was filed. It would start with Page 1, 12:53.
It woul d show my account nunber and everything. They have
highlights and everything to them

JUDGE CLARK: Hold on just a second. This was
attached to Staff's report?

MR FELBER: No. This was actually fromthe
Aneren report.

JUDGE CLARK: Do you have an exhibit nunber?

MR FELBER | do have an exhibit number. |
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didn't save it in dowload; | just kept it as an email. It

woul d be I believe -- yes. 102-C. Al field notes.
JUDGE CLARK: (kay. Yeah. Al right.
Ms. Fontaine, do you have a copy of that?

THE WTNESS: | do.

Q (By M. Felber) Al right. So they' re great notes,
no doubt about. However, where in those notes do you see if
there was any billing issue or explanation that was needed?

Wiere do you see anything that was actually inserted
by Aneren or any of the representatives that said mnus the
venting or anything like that, where they reached out -- if |
had a di spute where they reached out to try to nutually resolve
any billing dispute with ne?

A. Are you talking about in the whole Iike five years of
notes that are here or anything specific?

MR KEEVIL: Judge, I'mgoing to object to that
given the volume of the notes. They're in the record. They
speak for themselves. Everybody can read them as Exhibit
what ever they are.

| don't think Ms. Fontaine should have to sit there
for the next hour and a half and read through whatever nunber
notes M. Felber wants her to read through.

Q (By M. Felber) Okay. If | go down to --

JUDGE CLARK: M. Felber, let ne ask you this

because there has been an objection nade. |s there a particular
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note that you want to refer to or are you referring to the notes

as a whol e?

MR FELBER: Their notes and conplaints. Any
conplaint that was filed do they see anything interactively when
t hey were skinmmng through the notes that shows Aneren reached
out to explain this is why this dispute or nmutually binded into
anyt hing of saying hey, we've tried to resolve this with the
cust oner .

JUDGE CLARK: Ms. Fontaine, based on the best of
your recollection do you recall any evidence that at any point
relating during this current conplaint process dating to a few
days before May 18th, 2023 until now, do you recall any points
at which Aneren reached out to M. Felber to try and resol ve
t hi ngs?

THE WTNESS: So | didn't see in the account
notes -- which is what we're |ooking at right now, |I did not see
that in there.

However, | will say based on recorded tel ephone calls
that | listened to they did respond to M. Fel ber about
conplaints or disputes that he had in the tel ephone calls.

JUDGE CLARK: (kay. | think that's sufficient.

On the basis of that 1'mgoing to overrule your
objection, M. Keevil.

MR KEEVIL: Okay.

Q (By M. Felber) One second. Al right. So going to
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Aneren's |logs did they provide you any copies of actual -- |

know t hey use an outside vendor broadcast conpany and
everything. Let ne go into which exhibit it is. That would
be -- I'msorry, there is just a lot of account notes to feed
t hr ough.

JUDGE CLARK: Take your time, M. Felber.

MR FELBER It would be in MO MPSC 0008

JUDGE CLARK: (kay. That is -- you are talking
about Exhibit 108-C?

MR, FELBER Yes, yes, your Honor.

JUDGE CLARK: | don't believe that's been
adm tted onto the Hearing Record.

MR. FELBER Cnh, it wasn't.

JUDGE CLARK: Not according to ne.

M5. GRUBBS: That's consistent with ny
under standi ng as wel | .

MR FELBER Ckay. It wasn't admtted.

JUDGE CLARK: |s Aneren wanting that admtted?

M5. GRUBBS: W had not planned on it, but |
don't Dbelieve we have any objection to it either.

JUDGE CLARK:  So you have no objection to it?

M5. GRUBBS: If you want to offer it we would not

obj ect .
JUDGE CLARK: Do you want to do that, M. Fel ber?
If you want to talk about the exhibit specifically
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with the -- | mean you can talk about it, | think you can

probably ask questions based on it. But, if you want to ask
questions based on it and have the exhibit for a reference it
wi Il have to be admtted on the record.

MR FELBER Just the questions | would like to
ask on it.

Q (By M. Felber) D d you notice any discrepancies that
were actually on the exhibit on Page 2?
For exanple, you go into the --

JUDGE CLARK:  Now you're referring to it as an
exhibit and you're asking questions with particularity about
what it says rather than nmore general questions.

If that's the case | think it ought to be on the
record to discuss. So any objection to admtting Exhibit 108-C
to the Hearing Record?

MR KEEVIL: Let ne look at it alittle nore
cl osely.

JUDGE CLARK: Pl ease, take your tine.

MR. FELBER  Go ahead?

JUDGE CLARK:  I'mwaiting for M. Keevil to tell
me that he has had an opportunity to look at it to see if he has
any objections he wants to nake.

MR KEEVIL: Ckay. No. That's okay. Go ahead.

JUDGE CLARK: Al right. M. Felber, hold on a

second.
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So, M. Felber, are you offering Exhibit 108-C?

MR, FELBER Yes, yes, your Honor.
JUDGE CLARK: Exhibit 108-Cis admtted onto the
Hearing Record.

Q (By M. Felber) So what they sent you right here is a
batch there's a blank -- and | would assume they left it blank
for whatever purposes. It doesn't have the letter type, return
phone, etc. However, they say the time that it was done was at
1:16:32. There's different things right here. However, if you
go up to the top where it says 5:18.

JUDGE CLARK: M. Felber, we are |ooking at Page
2 of this exhibit. Right?
MR FELBER  Yes, your Honor.
JUDGE CLARK: (kay. And these are the series
where it says name it says batch. Correct?
MR FELBER  Yes, your Honor.
JUDGE CLARK: Ckay. | just wanted to clarify
what page we are | ooking at so there is no confusion later.
Ms. Fontaine, do you have that up?
THE WTNESS: | do.
JUDGE CLARK: (Go ahead, M. Felber. [I'msorry to
interrupt.
MR FELBER: That's all right.
Q (By M. Felber) So it says on all these things here

5-18 -- and | use a vendor just |ike Message Broadcast as wel |,
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too, for one of ny businesses. Geat conpany, they are probably

better than -- and I'mnot trying to avert off. They are a very
good conpany. However, | do know they give you the initial tine
that the phone call was made. Up here it says 1:15 p.m the
phone call and that -- they start it by the time. They batch
that out. However, down in these other fields it shows the
bat ched phone calls were not batched out at this 1:15 p.m tine
and it has sonme that were batched at 1:16.
JUDGE CLARK: Point me to where, please.
MR, FELBER Right here on account communication
history.
JUDGE CLARK:  Uh-huh
Q (By M. Felber) Right here it shows answering nachine
on 5-16 but it shows SM5 and SM5. It doesn't show an actual
phone call was delivered at 1:15 and nore or less -- nerely
there was an SMS that was sent at 1:16.
Is this -- did they provide any other accurate |og
that shows a detail instead of a profile build of my account?
JUDGE CLARK: And there is the question.
A |"mtrying to recall. | know there was sone other
Dat a Request responses about contacts that were nade prior to
di sconnection. So | don't -- I'mnot sure if | fully recall al
of that. So I'mnot sure if they did or not.
Q (By M. Felber) | would think they would have it

under the account and the custoner, the care tool of everything.
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| would think they would be wanting to show a history that shows

hey, we did -- this is this. It alnost |ooks |like -- would you
agree with ne it alnost |ooks |ike somebody typed in a date
right here but they left sufficient information out that shows,
that contradicts that piece of paper?

And how do we know that this is Message Broadcast?

MR KEEVIL: Judge, |I'mgoing to object to that.

Judge, mainly he's testifying again rather than asking
questions of Ms. Fontaine.

MR FELBER: (kay. That's fine. That's
perfectly fine. W get the point where |I'masking -- | guess
what | was asking. Correct?

JUDGE CLARK: Wy don't we nail it down because |
want to see. W got to where | saw there was a question and
then we kind of did a wide [oop away fromit.

MR FELBER  This actually does not show an
actual call history that was |abeled out, and if there's any
call history that was | abeled out right here in the right hand
It says 1:15 but then there's two SM5 at 1:16. Not the tine
that they're describing that they placed the call.

So what Message Broadcast does when you send out a
big --

JUDGE CLARK: Again you're testifying there. W
need to stick to questions at this point.

MR FELBER: | know.
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JUDGE CLARK: So what's the question that's in

here? The question is did Staff take this to be a conplete cal
| og? |Is that the question?

MR FELBER  Correct, yes.

A So I'mdefinitely not an expert on the Message
Broadcast. That mght be a better question for Ameren, | think.
|"mnot sure what all is typically included, you know, in this
5-18 batch process.

JUDGE CLARK:  Well, if | look at the bottom and

- am| correct it says one of total ten pages. Correct?

THE WTNESS: That's correct.

JUDGE CLARK: So that would indicate there's
substantially nore there. But, what you're telling ne is this
Is not a programyou're famliar with and you can't speak to it
being a conplete call Iog.

s that correct?

THE WTNESS: That's correct.

JUDGE CLARK: Ckay.

MR KEEVIL: Well, Judge, she is -- it was
answering the question that was asked in the Data Request. They
asked to give us a conplete call log. The Data Request says
pl ease provi de the document show ng Ameren nade attenpts to
contact the Conplainant prior to disconnection on May 19th,
2023. That's what this is in response to. | mean it's shown

right there on the Exhibit 108-C itself what the question was.
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So | nean you have to -- when you are |ooking at

responses you have to | ook at the responses in relation to the
question to which they are supposedly responding in order to
under stand what they are.

JUDGE CLARK: | would agree with that to
understand what they're responding to. But, | would also agree
that oftentines there is inadvertent information that is useful
to other questions that may not have been asked by Staff.

In this case | see what M. Felber is trying to ask.
| just don't see it as conplete enough to give a neani ngful
answer .

And M's. Fontaine has indicated that she's not
famliar with their nessaging system so | don't think she's
qualified to ask. So I think we can end that |ine of
questioning there.

| didn't -- | can't remenber, M. Keevil, if you nade
an objection or whether you were just bringing something to ny
attention there. But, yeah. | would agree that the information
was conpiled to respond to a particul ar question asked by the
Staff of the Comm ssion.

MR KEEVIL: Ckay. That's good enough.

Q (By M. Felber) And then ny last one would go
under -- I'msorry. It's under number MPSC 0027.

JUDGE CLARK: Al right. And that is Exhibit

119-C
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MR FELBER  Yes, your Honor.

JUDGE CLARK: That has been admtted on the
Hearing Record. Al right. And thisis -- it's for the
I nformation of record.

This is in response to the Paynent Agreenent.

Correct?

MR. FELBER  Correct, yes.

JUDGE CLARK: Ckay. Go ahead with your
questi ons.

Q (By M. Felber) Notice --

MR KEEVIL: Wat nunber are we on -- Judge,
agai n, what exhibit nunber are you on?

JUDGE CLARK: | amon Exhibit 119-C.

MR KEEVIL: Thank you.

JUDGE CLARK:  Wiich is Staff Data Request 27.
And | think this goes directly to -- | think the question is the
May 22nd, 2023 due date.

MR FELBER  Correct, your Honor.

Do you want ne to go ahead?
JUDGE CLARK: Yes. You may ask your question,
Q (By M. Felber) Something in | guess the Data Request

that you could have asked because Aneren says it's a Pending
Payment Agreenent and it's a Payment Agreenent. |f you | ook
down on contact type it says Pending Payment Agreenent.

Was Ameren ever questioned on why it's kind of
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conflicting in that systemof it?

A | think that it's my understanding that Ameren
bel i eves that pending paynents -- paynent agreenments are what
they are before someone has actual |y made the down paynent
required in order for it to actually become a full Paynent
Agr eenent .

So, again, you know, | can't speak for Ameren and what
the different types are there. But, | would say this would be
somet hing that would go in in a situation where they've offered
a Paynent Agreenent, but the down paynent hasn't been received
yet.

Q Ckay. Al right. And then on -- the other part of it
"Il ask did anybody in the IT Department -- when the docunents
get sent in to you guys do you guys have anybody in the IT
Department that internally |ike, for exanple, when they coded
all of this in on Page 2 of everything, what shows -- does
anybody fromIT look at it and see if there's any discrepancies?
Such as we have ny prinmary email address in it, but Ameren
doesn't even have their own email address on it. So there would
have been no way the email would have cane out, it would have
been bounced back because there was an invalid field.

Do you guys have anybody there with the Public Service
Conm ssion that actually overviews stuff like this or not
really? | mean --

A Not to ny know edge.
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Q Al right. And can you confirmif this is a Sendgrid

copy or is this -- | nean can you authenticate that this is from
Sendgrid or not?
A No. I'm-- like | said | can only go off of what they
submtted in their response here.
Q Al right.
MR FELBER | believe that would be pretty nuch
it. | appreciate it.
JUDGE CLARK: (Ckay. Are there any Conm ssion
questions at this point? | hear none.
| have a few questions and then I'Il give an

opportunity for any Redirect questions based upon.

EXAM NATI ON

QUESTI ONS BY JUDGE CLARK:

Q In regards to a -- is Areren to your know edge the
only utility that requires a paynent to activate a Paynent
Agr eement ?

A Not to ny know edge. | believe that that's the case
for other utilities as well.

Q Now, in Staff report somewhere where it says whet her
or not there's a violation it's largely dependent on how the
Conmmi ssi on resol ves conflicting evidence.

What conflicting evidence with particularity was Staff

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com




© o0 ~N o o B~ w NP

I N N S T N O e N N T T e e e
o b~ W N B O ©o 00 N oo o B~ O wu N -, O

Transcript of Proceedings

Page 167
referring to?
A In regards to whether it should be considered a
Paynment Agreement versus a Pending Payment Agreenent.
Q s that the conflicting evidence? Is that --
A | think that --
Q It just said Staff's -- | believe it just said whether

or not a violation has occurred |argely depends on how t he
Conmi ssi on resol ves conflicting evidence.

|s that the conflicting evidence that Staff was
referring to around the Paynent Agreenent?

A Right. | think what was conflicting was what M.

Fel ber submtted for the Paynent Agreement with that due date
versus what was submtted by Aneren for their due date, that was
the conflict.

Q Ckay. To ask you a hypothetical if M. Felber gets on
the phone with Ameren on May eighteenth and they reach an
agreenment and he's told on the phone call on the eighteenth that
he has to nake a paynent that day. And then |ater that sane day
he receives an email and let's say that email says that he is to
make a paynment on 5-22. And in either event it's to activate
t he agreement.

If that's the case if eventually that's what happens
does Staff have a view on whether or not a violation occurred?
MR KEEVIL: Judge, are you asking Ms. Fontaine

the legal effect of the hypothetical that you have posed or are
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you just sinply asking have Staff to Ms. Fontaine's know edge

run into that situation or something simlar previously with
regard to another customer?

Because with all due respect | don't --

JUDGE CLARK: |'m probably asking the one |

shoul d have asked is the correct answer there. So give ne a
second and let ne think if there is a different way of doing
this.

But, | would agree. So you are asking if | amasking
Staff their legal conclusions so | don't have to make nmy own and
the answer is no, | was trying to probe Staff's opinion because
that's what we do in recommendations is ask, you know, whether
or not Staff has an opinion on this. And oftentimes they' |l put
it forth and this tine they said well, it depends largely on
this evidentiary set-up and laying out that evidentiary set-up.

But, I will withdraw my question. | don't have any
problemdoing that. | think that's probably appropriate.

So your objection is sustained.

Q (By The Court) |Is Staff of the viewthat thisis a

pendi ng agreenent and not an agreement -- is Staff of the view
that it is a pending agreement and not an agreenent until the

initial anount is paid?

A Yes.
Q Ckay.
JUDGE CLARK: Those are all the questions | have.
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|s there any Redirect fromStaff?

MR KEEVIL: Very briefly, Judge.

EXAM NATI ON
QUESTI ONS BY MR, KEEVI L:

Q Ms. Fontaine, if | could have you look at | believe
It was Exhibit 108-C that M. Fel ber asked you about. Actually
| believe M. Felber wound up offering it as his exhibit even
though it was initially provided as an Aneren exhibit.

Do you have 108-C?

A Yeah. Let ne get to it real quick.

Q Actually, M. Felber, | msspoke. Before he was
asking you about 108-C he was asking you about Exhibit 1 and
Exhibit 14 from Aneren.

Do you have those?
JUDGE CLARK:  And | think you nean Ms. Fontaine.
MR KEEVIL: |'msorry, yes. Ms. Fontaine.

A It was Exhibits 114 of M. Fel ber or --

Q (By M. Keevil) Yes. They were M. Felber's. Those
were M. Felber's exhibits and they were basically the call
| 0gs.

A Yes.

Q | objected to them because of the conplete number

wasn't there.

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com




© o0 ~N o o B~ w NP

I N N R N O R I T o T e o T
o &~ wWw N B O ©o 0o N oo o B~ O Wwu N -—, O

Transcript of Proceedings

Page 170
Do you renenber that?

A Yes.

Q Ckay. Now, if you look at -- on those call |ogs of
M. Felber's on Exhibit 1 of 14 do those show any text nmessages
or are those just voice calls or can you tell?

MR FELBER It would show --

A | believe these are just tel ephone calls.

MR FELBER If it shows up as a data it would
show dat a.

JUDGE CLARK: M. Fel ber, nobody has a question
for you at this point.

MR FELBER Ch, I'msorry.

JUDGE CLARK: Thank you.

Q (By M. Keevil) GCkay. Now, Ms. Fontaine, if | could
have you flip back to the exhibits which were initially sent in
by Aneren, it's 108-C | believe from Aneren.

A Ckay.

Q Now, there's those two pages, the first two pages, the
ones that M. Fel ber was asking you about. Said Page 1 of 2 and
t hen Page 2 of 2.

A Yes.

Q And then if you keep going, keep flipping through the
pages; although it doesn't say a page number at the bottom of
the page the next sheet of paper also says Exhibit 108-C.

Do you see that?
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A Ckay.

Q Do you see in that page in the upper right-hand corner
It says Confidential, and then it has a Conm ssion Rul e nunmber,
and over on the left margin up at the top it says custoner
nunber which | won't read, and then it says status answering
machi ne sent date May 16, 2023, 1:01 p.m

Do you see where | an®

A Yes.

Q Ckay. Now, that paragraph under the send date what
does this -- what is this sheet of paper?

A My understanding is this is the message that is played
whenever these phone calls are sent out by Ameren to notify the
customer that they're up for disconnection.

Q Ckay. So this is the notice that was sent by Aneren

- tel ephone notice that was sent by Ameren that disconnection
was i mm nent .
I's that correct?

A Correct.

Q And if you go to the next page there is another
sim|lar document dated May ei ghteenth.

Do you see that?

A Yes.

Q s that also a disconnection notice that's played when
the -- when they get the answering nachine?

A | think it's whether they get an answer or it goes to
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an answering machine. | think this is the message that cones

t hr ough.

Q (kay. This is the auto nmessage, the robo nmessage or
what ever you want to call it, that is played for a disconnection
notice?

A Yes.

Q Ckay. M. Fel ber was al so asking you questions about
when Staff receives a response to Data Requests does Staff have
the IT Department -- | assune the Staff |T Departnent | ook at
t hose responses to see how they're coded or something al ong that
nature.

Do you recall that |ine of questioning?

A Yes.

Q Now, is it true that when Staff receives DR -- when
say DR you understand that to mean Data Request. Correct?

A Yes. | do.

Q Ckay. Wen Staff receives DR responses it receives
those through its -- what we call EFIS systen?

A Yes.

Q And that the manner in which responses are submtted
into EFIS is governed by EFIS. Correct?

A Yes.

Q So | mean if Aneren wanted to re-code sonething it
couldn't -- it would have to do it before it tried to submt it

into EFIS. Correct?
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A | believe so.
Q In other words, they couldn't -- Areren or any
utility, not thinking of Aneren here or M. Felber. |'mnot

t hi nking of anyone. But, anyone who wanted to re-code sonething
before they submtted it into EFIS as a Data Request, | mean
they couldn't just re-code EFIS to make it appear the way they
wanted it to. Correct?

A | don't believe so, no.

Q Goi ng back to that Exhibit 108-C, Ms. Fontaine, what
was the question in which Staff received this response or do you
remenber ?

A |"ve got it here. Gve ne just a second.

So there were several parts. The first was please
provi de the docunentation show ng Aneren made attenpts to
contact the Conplainant prior to disconnection on May 19th,

2023.

The second was what system or program does Aneren use
to make phone calls to its customers.

The third was how does that system or program document
phone calls and interact with the conpany's telephone provider.

And the last was what is the tel ephone nunber that a
custoner may see displayed on their phone when Ameren is calling
to advise a custoner of a proposed discontinuance.

Q Al right. And if you go back to the first response,
that woul d be the first sheet of Exhibit 108-C, does Ameren have
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- on that sheet do they state that the answering machi ne was

reached twice and that on 5-16 and 5-18 a twenty-four hour
di sconnect call was made?

A So it does show that, yes. It |looks |ike answering
machi ne was reached twice on 5-16. And then it |ooks |ike on
5-18 the twenty-four hour disconnect call was made and there was
a live answer.

MR KEEVIL: Al right. | think that's all the
questions | have, Judge. Thank you.

JUDGE CLARK: Thank you.

Any final questions, M. Felber, based upon
Conmi ssion -- well, bench questions and redirect?

MR FELBER  No, your Honor.

JUDGE CLARK:  Aneren?

M5. GRUBBS: No, your Honor. Thank you.

JUDGE CLARK:  Ms. Fontaine, | have no further
questions. You nmay step down. Thank you very much.

THE WTNESS:. Thank you.

JUDGE CLARK: As | indicated before | am not
going to be ordering briefs, and in lieu of that | amgoing to
al | ow each party to make a short O osing Statement should they
so choose.

Simlar to Qpenings it's just basically -- while
Cosing Statements are not actually evidence they may, in fact,

gi ve the Conm ssion an eye as to how you see the evidence being
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in your relative favor and why you think that the Conm ssion

shoul d rule for your particular party.

Wth that in mnd, M. Felber, you have the burden in
this case. It's your burden to show that you are nore than
likely -- that it is nore than likely that Areren commtted
violations of the Conmssion's rules, tariffs, etc.

So wth that in mnd you can nmake your C osing
St at enent .

MR FELBER All right. Thank you

CLOSI NG STATEMENT ON BEHALF OF COMVPLAI NANT

MR. FELBER First and forenost, | want to thank

t he Comm ssion and everybody for being here today to hear ny
conpl aint and the surrounding details of ny client conplaint.

A hundred and forty-four days of disconnected service
Is no fun. Wile |I have unorthodox stuff and, you know,
requested a demand | believe | have shown a hundred percent that
|"ve taken the effort to try to work things out with Aneren
Mssouri. Unfortunately, they have during the course of it
denied that opportunity.

| believe and trust what | have given in ny Conplaint
I s accurate details which accurately pinpoints how in which
Aneren abused the Payment Agreenent process, illegally

di sconnect ed services, and under their own adm ssion in the
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Staff report admtted failed to mail a disconnect letter.

Something else I"'mgoing to point out that | already
have typed up, but | brought it up while I was actually on |unch
break. At the beginning of today when we were going over the
Evidentiary Hearing Ms. Krcmar, of the Regulatory Departnent,
admtted that she personally went into enails, whether they were
her own enails or in discovery or any nature of that, explored
al tered documents to see how the process works and how it is
done. So she has clearly admtted in filing right here in front
of the Comm ssioners and the Staff and in front of her own
counsel that whether -- she says they're her own emails. How do
we not know that Ameren -- since they' ve already admtted to
alteration -- has gone in here to sone of these docunents that
t hey have supplied or failed to supply and edited or altered
their images to try to make their case | ook better?

Any time | try to reach out to Areren M ssouri to nmake
a conplaint or try to agree to a process here is exactly what
happened. | had fal se Police reports made against ne. | had
fal se Police reports made agai nst ne by Aneren M ssouri and
their counsel. | wll not say his nanme. He knows who he is.
And hopes to get me -- to get ne arrested. These are scare
tactics that they've also done in 2011 against ne and they tried
to do in 2018 and almost in 2023 to ny business. But, in each
one those government officers took down all the supplying

i nformation and went along their way. Those officers could have
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spent nore time dealing with actual real crimes that were

occurring.

M5. GRUBBS: (bjection. This is so far beyond
the scope of the Conplaint and --

MR FELBER  You guys did it.

M5. GRUBBS: -- and any testinony that's been
provided. This is irrelevant and argunmentative. Thank you.

MR FELBER It explains what you guys have
done --

JUDGE CLARK: M. Felber, hold on.

Thank you, Ms. Gubbs. ['mgoing to overrule your
obj ection and allow M. Felber to continue.

MR FELBER: They have not been satisfied with
each agreenent that | have given that contradicts everything
that they have stated. They' ve offered mere excuses throughout
t he whol e process and prior to the process.

| have enmailed themto try to go ahead and nake
resol utions and they have failed to respond.

They al so have been what's been a nani pul ation of how
they can utilize the systemwhen in a Paynent Agreement conpared
to Pending Payment Agreenent. This allows themto manipul ate,
even though it's witten by their ow party and their
advertising conpanies, how they have it designed in a way to
mani pul ate how t hey di sconnect services.

| was |ed upon the assunption during ny Infornma
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Conplaint that if | sent over ny call |ogs that Ameren was goi ng

to go ahead and restore services. | was told on the formal site
to send that. As a usual tactic Areren went into their ghost
mode where they failed to respond back, which then | was told to
move forward and file a Formal Conplaint with them

Aneren even states in Page 10 of the Staff report that
they failed to send out a disconnect notice, certify that, or
any of it. They have spent so much time trying to cover up the
mai n subj ect agreement of this that in their own reports in
stating they've admtted other adm ssions and errors such as on
Page 10 with failing to send out a disconnect letter.

It is up to the Comm ssion and the Honorabl e Judge
Clark to take what's factual and what's nonfactual .

You have a copy of a phone call record from T- Mbile,
pi ctures of technicians not wearing several the badges as
required in the statutes, accessing the demand letter, severa
copi es of payment agreenments.

W didn't talk nuch about the nedical hardship, but
there was an enmail that was listed in there.

| ordered to set up a conference call between the
parties to offer them Sendgrid's information and Twilio in which
they declined to. They m sused government agencies to have ne
arrested so I would drop ny conplaint. As conpared to show ng
spreadsheets of how they utilize a programand make an excuse

for a Payment Agreenent which in all -- is a Pending Paynent
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Agreement in all actuality on any wording it's an actual Payment

Agreement -- and those aren't ny words, those are the words.

You see Aneren's enmil address on each and every single one of

t hose documents. And then on top of that, again, as I|'l
reiterate Ms. Krcmar admtted -- the first thing that she said
this nmorning she went in for investigative discovery purposes to
alter emails. Right there is admtting that you have gone on to
try to find ways -- now we can't trust really anything that they
have given. How do we not know any of the exhibits or documents
t hey have requested have been altered under her own adm ssion
because they wanted to see how alteration works?

This is a conpany that abused the process and it's up
to you guys. But, a hundred and forty-four days | -- it's hard
to be, being the way you are you have to stay strong in
everything and | hope everybody that is here [istening to this
today can understand everything that has gone on. Nobody shoul d
be w thout service for a hundred and forty-four days, et alone
it's the only provider that gives service in the area.

However, the provider does not want -- puts the
responsibility on the burden of the custoner. Even when the
customer wants to come to a resolution in their reports they
didn't offer any resolution to the billing. The closest that we
got to it was Ms. Gubbs [ast Friday when she said there's a
hi bernating period. Nobody through Customer Service offered

t hose expl anations. Nobody through Custoner Service, not even
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Regul atory prior to that. Should | have to deal wth

I naccuracies for a hundred and forty-four days? And then on top
of that hear that the Respondents sat there altering
documentation. W cannot at this point -- that's disturbing to
me to find out with all the clains they based agai nst ne.
However, they've sat here for a hundred and forty-four days,
which in all terms could have possibly altered numerous of their
own documents under their own adm ssion.

| appreciate, again, being able to take the tine to
get this. And | hope the Conm ssion and the Honorabl e Judge
Cark take time to reviewthis and agree with me the Conpl ai nant
and see that violations did occur and that Aneren needs to
restore services. Thank you.

JUDGE CLARK: Thank you, M. Fel ber.
Wuld Aneren |ike to make a C osing Statenent?

M5. GRUBBS: Yes. Thank you so nuch, your Honor.

CLOSI NG STATEMENT ON BEHALF OF AMEREN

M5. GRUBBS: My it please the Comm ssion.
This has been a |longer than expected hearing, so Areren M ssour
real |y appreciates the opportunity to present this C osing
Argunent to summarize the evidence that's been presented over
the last two days of hearing.

And the overall headline for all the evidence
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presented is that after nunerous attenpts to work with the

Conpl ai nant, wherein nultiple paynent extensions were granted
and never paid, Ameren M ssouri disconnected service to the
property for non-paynent in accordance with applicable statutes,
Conm ssion rules, orders, and Ameren M ssouri's approved tariffs
on May 19th, 2023. And |I'Il try to proceed chronol ogi cally and
| ssue by issue through the evidence in summary.

So as M's. Krcmar explained in Direct Testinony when
di scussing Exhibit 107-C over the last few years Ameren M ssour
entered into six -- count them six -- Deferred Paynent
Agreements with Conplainant. The nost recent one was entered
into in Septenber of 2022,

During the Cross Exam nation of Conplai nant by Ameren
M ssouri's counsel on Friday two call recordings were played,;
one fromApril 13th, 2023 and one from April 25th, 2023. The
April thirteenth call clearly explained that Conplainant had a
payment extension until April twenty-fourth. Yet in the Apri
twenty-fifth call the Conplainant was alleging at one point that
the extension was until April twenty-fifth and then at another
point that the extension was until April twenty-sixth.

During that April twenty-fifth call, though, when
asked to provide the supposed confirmation email to Areren
Mssouri with a different due date the Conplainant refused to
provide it. So you see the Conplainant trying to allege a

different due date for a paynent is not unique to this My

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com




© o0 ~N o o B~ w NP

T T O T T N B e I e S T T T e S
o b~ W N PP O ©o 00 N oo o B~ O Wwu N -, o

Transcript of Proceedings

) ) Page 182
ei ght eent h Pendi ng Paynent Agreenent.

Let's tal k about disputing of the bill. Conpany
Wi tness Ms. Krcmar discussing that at 114-C on Direct
Exam nation which shows the nultiple tines since 2018 that
Conpl ai nant disputed his bill.

On Cross Exam nation Staff w tness Fontaine explained
t hat al though Conpl ai nant had disputed his bill due to the
al | eged extended paynment due date in April of 2023, Conpl ai nant
did not dispute his bill after receiving the May fourth notice
of potential disconnection for non-paynment and then before
service was di sconnected for non-paynment on My 19th, 2022.
During the Direct Exam nation of Conplainant on Exhibit 19 it
was clarified that the two bills Conplainant has alleged are
incorrectly calculated were actually just seasonal straddle or
transition bills covering both summer and w nter usage.

Furthernore, Ms. Krcmar explained on Direct
Exam nation when describing Exhibit 112-C that no bal ances or
amounts were transferred into Conplainant's account that woul d
have been subject to the Conplainant's 2018 Bankruptcy Petition.

So let's nove onto the advance notifications of
potential disconnection for non-paynent.

Company witness Ms. Krcmar explained Exhibit 113-C
which details Areren's attenpts to contact Conplainant about the
potential disconnection. Those attenpts included the My 4th,

2023 notice of potential disconnection on or after My 16th,
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2023 -- which is also Exhibit 125-C. The May fifth text

message. Two calls nade to Conplainant's phone nunber on the
account on May sixteenth -- one in the norning, one in the
afternoon -- wherein the answering machi ne was reached both
times. And then the May eighteenth twenty-four hour advance
di sconnection call where a |ive answer was received.

Staff witness Ms. Fontaine confirmed that if Aneren
M ssouri conpleted the contacts that are listed in Exhibit 113-C
Aneren M ssouri woul d have made all the contact attenpts that
are required under its tariffs and Comm ssion rules in advance
of that May nineteenth disconnection for non-paynent.

Let's shift to the Payment Agreement. During Cross
Exam nation of Conplainant by Aneren M ssouri Counsel we heard
the May 18th, 2023 call recording wherein Conplai nant was
plainly told that the paynent of two thousand five hundred and
nine dollars was due by the end of that day to activate the
Paynment Agreenent. That of course was Exhibit 104-C-D. That
verbal exchange was the offer of a Paynent Agreenent, but it was
clear that the Paynent Agreenent woul d not be activated until
t he down paynent was paid.

Ms. Krcmar explained that the data sent to Areren's
communi cati ons vendor Sendgrid to ultimtely be incorporated
into the Pending Paynent Agreement confirmation email showed
that the due date for the required down paynent was May 18t h,

2018, consistent with both the May eighteenth call recording in
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Exhi bit 104-C-D and further consistent with the account contact

entered on May eighteenth as set out in Exhibit 102-C

Conpl ai nant adm tted during Cross Exam nation that he
never nmade the required five thousand -- or I'msorry, two
t housand five hundred and nine dollar paynent. Accordingly
service to the property was disconnected at the neter on My
19th, 2022 -- I'msorry, 2023.

Conpl ai nant confirmed when questioned by the Judge on
Friday that he got a generator instead of making any payment
towards Ameren Mssouri's bill -- or the bill he owed to Ameren
M ssouri .

Exhi bit 123-C shows the Informal Conplaint that was
subm tted by Conplainant on May 19th, 2023. |In that Informal
Conplaint M. Felber stated he had made a paynent arrangement to
pay twenty-five hundred dollars on May nineteenth. There was no
mention of the down payment being due on May twenty-second.

Exhibit 101-Cis that original Formal Conplaint that
M. Felber filed and it, again, has no suggestion of a down
payment being due on May 22nd, 2023. Rather, alnost a nmonth
| ater -- as Conpl ainant described on Direct Exam nation -- he
was browsing down in his email and allegedly found what's now
been presented as Exhibit 8.

As Ms. Krcmar explained on Direct Exam nation the
conmpany questions the authenticity of the multiple versions of

what Conpl ai nant calls the Paynent Agreenent and what the
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company refers to as the Pending Payment Agreenent confirmation

emai | because there are -- they are inconsistent. Those
mul tiple versions are inconsistent wth the May eighteenth cal
recording and the other records presented.

And M's. Krcnar even explained her own experience with
how easy it is to alter enmails. And that has been conpletely
m scharacterized by M. Felber in his Cosing Statenent. There
was never any discussion of her going in and trying to alter any
of the docunents in this case. She repeatedly explained or
qualified that she did it for her own investigation purposes, to
| earn how it was -- and was surprised at how easy it was.

The proper framng, though, for this confirmtion
emai | is actually that it was a courtesy email, right, that by
the Conpl ainant's own adm ssion he didn't find until a nmonth
| ater.

An actual, crucial piece of evidence here is the My
ei ghteenth call recording. And simlar to the Conplainant's
attenpts to allege a discrepancy between the due date he was
given for his April, 2023 required extended paynent Conpl ai nant
in his Informal and Formal Conplaints alleged one day |ater
after the call recording shows that the required due date or
down paynment woul d have been due.

So let's shift then to the property damage. Ms.
Krcmar in Direct Exam nation explained the various attenpts

after the May nineteenth disconnection to cancel the account or

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. ALEXITAS
www.lexitaslegal.com




© o0 ~N o o B~ w NP

T T O T T N B e I e S T T T e S
o b~ W N PP O ©o 00 N oo o B~ O Wwu N -, o

Transcript of Proceedings

: : : : . Page 186
restart service at the property which is set out in detail in

Exhi bit 116-C.

Ms. Krcmar explained the nultiple orders that
Conpl ai nant attenpted to execute online and referred to themas
stacked orders. Accordingly Ms. Krcnar explained the reason
Ameren M ssouri di sconnected service instead at the nearby pad
mount transforner a couple of houses away was to avoid
obstruction as referenced in Exhibit 117-C.

Ms. Krcmar further explained that no conpany
personnel entered the property and, in fact, one of the Areren
personnel used binoculars to confirmthat the nmeter was not
registering any usage.

Contrast now M. Felber's testinmony with his son Dyl an
Fel ber's testimony on the alleged fence damage. On Direct M.
Fel ber described how al | egedly an Ameren personnel junped onto
the fence, but then realizing the dogs were on the other side of
It junped back. Dylan Fel ber, however, described the Ameren
personnel as trying to lift his leg over the fence but then
pul ling the |leg back.

None of the Conplainant's exhibits or pictures show
the all eged touching of the fence. And there is further
conflicting information from Conplainant's own witnesses.

Neverthel ess, the conpany agrees with Staff that the
Conmmi ssi on does not have jurisdiction over alleged property

damage here.
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You know, Conpl ai nant has gone to great lengths to try

to get service restored in other names. Conplainant clains to
have not lived at the property after May nineteenth. Yet the
Conpl ai nant and his wi fe both acknow edged that the property
address is listed as the official address for two of their LLCs,
limted liability conpanies, which they're co-organizers of.
That's Dividend Park Property Investors, LLC and Consumer Energy
Concept Solutions, LLC. And that second LLC, the Consumner
Energy Concept Solutions, it was formed just in July of this
year.

During Cross Exam nation Conpl ai nant even admtted
that he called in to Ameren Mssouri as Scrappy LaTolo
[ phonetic] based on | believe a Scooby-Doo reference to get
service started in the Dividend Park Property Investor's, LLC
nane. Yet, Conplainant al so acknow edged that the property is
actually owned by his parents' trust.

Let's move over quickly to the credit and debit card
attenpted transactions. Conplainant alleged that two attenpts
to draw funds fromhis credit or debit cards were unsuccessful
inlate May of 2023. As Ms. Krcmar described in discussion of
Exhibit 115-C there were two separate log-in attenpts or |og-ins
to the user ID associated with M. Felber's account through a
mobi | e device on May twenty-fifth, and both of those failed
aut hori zati on.

Here again, though, the conpany agrees with staff that
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such credit card attenpts or alleged fraud that is not

jurisdictional to the Conm ssion.

Moving then to the nedical hardship extension. First
| think it's inportant to acknow edge that it's an extension,
right. It's not a way to never pay one's bill. Ms. Krcmar
described during Direct testinony the medical hardship extension
process and then Exhibit 118-C. Conpl ai nant w tness Dyl an
Fel ber even confirmed that M. Felber was told a nedical
har dshi p extension was not available after disconnection had
al ready been conpleted on May 19th, 2023. And the required
medi cal professional correspondence was not received to or by
Ameren M ssouri special fax line in advance of disconnection.

So where does this really | eave us? Wen questioned
by the Judge the Conplainant said he was | ooking for four
things, that the Conmssion find a violation for the
di sconnection, but as explained previously there is no evidence
to support such a finding;

No. 2, that billing be corrected. But, as Staff
wi tness Fontaine even confirmed on Cross Exam nation no billing
errors have been found;

No. 3, that services be connected w thout paynent.
And this clearly also indicates that he continues to stay at the
property and still does not wish to pay his bill;

So the fourth itemis to set up a Paynent Agreenent.

That's right. Asking for yet another Paynent Agreenent that's
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not contenplated or at |east required by a Comm ssion rule,

order, or conpany tariff.
So in conclusion no violation has occurred. The
evi dence has shown that. And any restarting of service at the
property for Conplainant should only be upon paynment of the
requi red amount which Ms. Krcmar described as eighty percent of
t he out standi ng bal ance.
Thank you very nuch.
JUDGE CLARK: Thank you, Ms. Gubbs.
Any C osing Argument on behalf of Staff?
MR KEEVIL: Judge, very briefly.

CLOSI NG ARGUMENT ON BEHALF OF STAFF

MR KEEVIL: | don't want to take too long with
this. |I'"mnot going to -- as you recall last Friday | said then
that nost of the alleged issues in this case weren't really
I ssues. And there's just a couple of primary issues that you
and the Conm ssion and really the parties need to concern
thensel ves with. | think the |ast two business days has proven
me right.

Most of the issues -- and when | say issues |'m
referring tothe 1, 2, 3, 4, 5 6, 7 -- 7 itenms that you |isted
Friday nmorning at the very beginning of this hearing. Mst of

themare clearly red herrings. The few that are not red
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herrings are also clearly not supported by any evidence or

really contested strongly.

You cone down -- the case cones down in ny opinion to
really the questions surrounding the Paynent Agreenent or
Pendi ng Payment Agreement or whatever it was. And there is
several things that are a little bit fishy about that whole
| ssue, | think

Number 1, M. Felber didn't nention it. The date
| ssue on the Paynent Agreenent in regard to his |nformal
Conplaint. As Ms. Gubbs nmentioned in her Cosing that didn't
really -- that agreenent didn't nmaterialize in this docket until
sometime in June. The Conplaint was filed in May, yet the
agreement didn't show up till mddle or late June.

And then the phone calls. You have the phone call of
May ei ghteenth that we've listened to previously. You have
the -- the phone call that we heard that also stated that the
paynent was due by the end of that day, the day of the phone
call. So then the question becones | suppose what was the day
of the phone call.

But, Ms. Krcnar stated that their phone systemtine
stanps or date stanps the phone calls and that that call was on
May eighteenth. So | don't think that's really a -- to ne
that's not, the question is not what date was that phone cal
made. But then how did M. Felber wind up with the agreenent

that says that the down paynent is due on the twenty-second? O
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not due until the twenty-second?

Vell, we know Ms. Krcmar testified that in her
opinion the agreenent was altered. Mybe it was. Staff can't
say for definitely that it was, and for that reason we kind of
ducked that question in the Staff report and tried to lay out
facts on both sides of the equation, on M. Felber's side and on
the Ameren side, that set out the positions of both parties and
| eave it up to the Conm ssion as the fact finder to decide.

But, as Ms. G ubbs nentioned simlar things have
occurred on M. Felber's account before which raises a bit of
suspicion. But, | really think if you can get it down to the
questions surroundi ng the Paynent Agreement that will resolve
the case one way or the other.

And | appreciate your patience throughout this
proceedi ng.

Thank you, Judge.

JUDGE CLARK:  Thank you, M. Keevil.

Al right. There are no other parties here, so there
IS no necessity to go further that direction.

Al'l right.

(Di scussion was had off the record.)

JUDGE CLARK: O f the record we had discussion of
when transcript is going to be available.

Ms. Hefner indicated that she thought they m ght be

avai | abl e by next Wednesday. The Conm ssion is not expediting
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the transcript. Under our current contract | believe we have a

ten day turn-around so Wednesday at the earliest, ten days at
the | atest.

Are there any other matters which -- as | indicated
there are several notions out there that | will be taking with
this case. Are there any other matters that need to be
addressed by the Conm ssion before we adjourn this hearing?

| hear about four different voices. It sounds |ike
most of themare saying no. But, I'lIl just go through one at a
time.

M. Fel ber.

MR, FELBER  Yes, your Honor.

JUDGE CLARK: Any matters that need to be
addressed by the Conm ssion today before we adjourn?

MR FELBER. | would just hope you guys woul d
reconsi der the notion.

JUDGE CLARK: (Ckay. | said | would take the
motion with the case, so I'mnot going to give you any kind of
i mediate ruling at this point.

Any matters that need to be addressed by the
Comm ssion before we adjourn for Aneren M ssouri?

MR, BANKS: No, your Honor.

JUDGE CLARK: Thank you.

Any nmatters that need to be addressed before we

adjourn from Staff?
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MR KEEVIL: No, Judge.

JUDGE CLARK: (kay. | would like to thank
everybody for show ng up. Everybody was very prepared. Al the
parties did an excellent job of presenting their various cases,
and | thought overall everybody contacted thensel ves very well.
So it has been a fascinating and interesting proceeding for ne.

| can't tell you the exact date that the Conm ssion
will render a witten decision in this matter. Normally what
transpires is there is a recommended report and order and that
reconmended report and order goes out to the parties for
comments and the parties have usually ten days to comrent before
It comes back and then the Conmission will issue a final order.

That isit. Wth that | will adjourn this proceeding.
Again, thank you all for your tinme.

(Wher eupon, proceedi ng concluded at 3:26 p.m)

- 00o0-
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CERTI FI ED REPORTER S CERTI FI CATE
RSMb 492. 010
|, Paula D. Hefner, a Registered Merit Reporter and
Certified Court Reporter, within and for the State of M ssouri,
do hereby certify that there cane before ne on OCTOBER 10t h,
2023 via WebEx, the foregoi ng EVI DENTI ARY HEARI NG, and sane was
reduced to witing by ne, according to nmy best know edge and
belief; and that EVIDENTI ARY HEARING is a true and correct
record of the testinony in said natter.
| further certify that | amneither attorney nor
counsel for, nor related nor enployed by any of the parties
hereto, or financially interested in this action.
Paul a D. Hefner, Reporter
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