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April 5, 2024

Richard Lukens

Dear Mr. Lukens:

This letter is a follow up to our telephone conversation today regarding the complaint
you filed on March 1, against Spire. In your complaint, you indicated that you received a
high bill on Feb. 29, and believed that you were incorrectly billed. After initial review of
the complaint matter, | contacted the company to obtain further account information.

As we discussed, your account was estimated for a total of 14 months, and the
estimations were too low. According to Spire’s records your last actual meter read was
Oct. 2022. The account continued to be estimated until the technician went out in

Dec. 2023 to change the meter per the billing team instructions. Your rebill was for the
Nov. 2023, Dec. 2023, and Jan. 2024 bill. The rebill was calculated using the previous
year's usage. Spire did not send you any notice for this rebill.

It is our responsibility to advise you that under Commission rule 20 CSR 4240-13.070

(4), you may file a formal complaint. A formal complaint must be based upon the
complainant’s belief that a rule, regulation or approved tariff provision has been violated.

Informed Consumers, Quality Utility Services, and a Dedicated Organization for Missourians in the 21st Century



Ptease contact us within 31 days from the date of this ietter to request a formal

complaiﬁt.‘packet. A formal complaint must be provided in writing using the
Commission’s formal complaint form along with your supporting documentation.

During the complaint process, you must continue to pay to the utility any charges or
fees that are not in dispute. Failure to do so is grounds for your complaint to be
dismissed, and your service may also be subject to discontinuance. You should contact
the company immediately to determine your ongoing payment obligations to avoid the
potential discontinuance of your service. The formal complaint process is a quasi-
judicial process similar to a civil court hearing, whereby all parties are responsible for

~ presenting their facts to the Commission.

This concludes our investigation of your informal complaint. Receipt of this letter serves
as your notice of closure of the informal complaint. However, if you have additional
information or would like to discuss the details of our investigation further, please
contact me at 800-392-4211, at which time | will re-open your complaint for discussion.

Sincerely,

Layna
Lead Customer Service Representative
Missouri Public Service Commissicn



FORMAL COMPLAINT FORM
Attach exira pages as necessary.

BEFORE THE PUBLIC SERVICE CONMMISSION
OF THE STATE OF MISSOURI
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re:

2. The utility service complained of was received at:

a. Complainant’s address listed in paragraph 1.

b. A different address:

{Addiess where service 18 provided, 1 different irom Complainant's address)

Ty State) Zip Codeé)
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3. Respondent’s address i lS(/ / %
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4. Respondent is a public ulility under the jurisdiction of the Missouri Public

Service Commission.

5. The amount at issue is:
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6. Complainant now requests the following relief:

(Explain what you want the Commission to do: the specific results you are seeking in this complaint.)
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7. The relief requested is appropriate because Respondent has violated a

statute, tariff, or Commission regulation or order, as follows:

(Explain why the Commission should grant the relief you seek: the facls that constitute a violation of a statute, tariff, or Gommission
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8. The Complainant has taken the following steps to present this matter to

the Respondent:

(Please desciibe in detaif vhat sleps you have already taken to resolva this compiaint.)
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Alternate Contact Number Complainant's E-mail Address

Attach additional pages, as necessary. Attach capies of any supporting documentation. Do not
send originals of any supporting documentation.
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