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DIRECT TESTIMONY 

OF 

LISA A. KREMER 

KANSAS CITY POWER & LIGHT COMPANY 
KCP&L- GREATER MISSOURI OPERATIONS 

CASE NO. EC-2015-0309 

Please state your name and business address. 

Lisa A. Kremer, P.O. Box 360, Jefferson City, Missouri 65102. 

By whom are you employed and in what capacity? 

I am the Manager of Engineering and Management Services Unit ("Unit" or 

II "EMSU") with the Missouri Public Service Commission ("Commission" or "PSC''). 

12 Q. Describe your educational and professional background. 

13 A. I graduated from Lincoln University in Jefferson City, Missouri with a 

14 Bachelor of Science Degree in Public Administration, and with a Master's Degree in Business 

15 Administration. I have successfully passed the Certified Internal Auditor (CIA) examination 

I 6 and am a Certified Internal Auditor. 

17 I have been employed for approximately 28 years by the Commission as a 

18 Utility Management Analyst I, II and Ill and also as the Manager of the Engineering 

19 and Management Services Unit, my current position. Prior to working for the Commission, 

20 I was employed by Lincoln University for approximately two and one-half years as an 

21 Institutional Researcher. 

22 Specifically, I have participated in the analysis of or had oversight responsibilities 

23 for reviews of numerous customer service processes and/or conducted comprehensive 

24 customer service reviews at all the large regulated electric, natural gas and water utilities 
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including: Associated Natural Gas Company, Union Electric Company d/b/a AmerenUE 

2 Electric and Gas Companies, Empire District Electric Company, Missouri Gas Energy, 

3 Atmos Energy Corporation, Kansas City Power & Light Company ("KCP&L'' or 

4 "Company"), KCP&L - Greater Missouri Operations Company C'GMO" or "Company") and 

5 the predecessor company Aquila, Inc., Laclede Gas Company and Missouri American Water 

6 Company. I have also filed service quality testimony that included analysis of various service 

7 quality matters in a number of Commission proceedings involving Missouri regulated 

8 utilities. At the direction of the Commission during 200 I, the Unit began reviewing the 

9 customer service practices of small water and sewer utilities when they request rate increases. 

I 0 The Unit has perfonned numerous reviews of this type since that time. 

II The Unit has also performed management audits of public utilities operating within 

12 the state of Missouri under the jurisdiction of the Commission. I have served as Project 

13 Manager or in support roles on a number of these projects during my years of employment at 

14 the Commission, as well as participated in other types of utility investigation and review 

15 projects. These reviews include electric, natural gas, telecommunications, water and sewer 

16 companies operating within the state of Missouri. 

17 Schedule LAK-d l is a listing of those cases in which I have filed testimony before 

18 the Commission. 

19 EXECUTIVE SUMMARY 

20 Q. Please summarize your Direct Testimony. 

21 A. The purpose of my testimony is to support and further define the 

22 Staffs concerns identified in the formal complaint, Case No. EC-20 15-0309 ("Complaint"), it 

23 filed against KCP&L and GMO on May 20, 2015. The Sta!T Complaint is in regard to the 
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utilities' operational practice of transferring customer calls and customer information 1 

2 (customers calling KCP&L-GMO to initiate service for the first time and customers 

3 transferring existing KCP&L or GMO service from an existing residence in KCP&L or GMO 

4 service territory to a different address within the Missouri KCP&L or GMO service ten·itory) 

5 to Allconnect, Inc. ("AIIconnect"), without customer consent. The Staffs opinion is that the 

6 Companies' practices are detrimental in multiple ways to the service provided to KCP&L and 

7 GMO customers, and the Company's actions violate Section 393.190.1 RSMo 2000 and 

8 Missouri Public Service Commission Electric Utilities Affiliate Transactions Rule 4 CSR 

9 240-20.015 (2)(A) and (2)(C), and Service and Billing Practices for Residential Customers 

I 0 4 CSR 240-13.040 (2)(A). 

II Q. Are you sponsoring Report of Staff's Investigation File No. E0-2014-0306 

12 Allconnect Direct Ii·ansler Service Agreement Between Allconnect, Inc. and Great Plains 

13 Energy Services Incorporated Respecting Itself' and Its Affiliates Kansas City Power & Light 

14 Company and KCP&L Greater ivfissouri Operations Company ("Staff Report") attached as 

15 Highly Confidential Schedule LAK-d2? 

16 A. Yes. 

17 Q. Are other witnesses addressing the specific affiliate transactions rule violations 

18 addressed above? 

19 A. Yes. Charles R. Hyneman's testimony presents detailed analysis as to why the 

20 Great Plains Energy Services, Inc. and KCP&L-GMO relationship with Allconnect violates 

21 the Commission's Atliliate Transactions Rule. 

1 Including: customer name, customer identification number, customer address, electric start service date and 
customer number identifier tOr service confirmation. File No. E0~2014~0306 Data Request Responses Nos. 
0050 and 0051. See Staff Complaint, Appendix 1 Report of Staff's Investigation, footnotes 4 and 62. 
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Q. Can you state why the Staff believes the Companies are in violation of RSMo 

2 Section 393.190.1 and the other rule violations addressed above? 

3 A. Yes. 

4 I) Customer information is both a necessary and useful part of the utilities' works 

5 and systems and KCP&L-GMO should have sought Commission approval before ''selling" it. 

6 The KCP&L-GMO's sale of such a valuable asset demonstrates both a disregard and violation 

7 ofSection393,l90,l which states: 

8 No gas corporation, electrical corporation, water corporation or 
9 sewer corporation shall hereinafter sell, assign, lease, transfer, 

I 0 mmtgage or otherwise dispose of or encumber the whole or any 
II pmt of its franchise, works or system, necessary or useful in the 
12 perfonnance of its duties to the public, nor by any means, direct 
13 or indirect, merge or consolidate such works or system, or 
14 franchise, or any part thereof, with any other corporation, 
15 person or public utility, without having first secured from the 
16 commission an order authorizing it so to do. Every such sale, 
17 assignment, lease, transfer, mortgage, disposition, encumbrance, 
18 merger or consolidation made other than in accordance with the 
19 order of the commission authorizing same shall be void. 

20 2) The regulated entities KCP&L-GMO are not receiving the fair market price 

21 (or any amount of compensation) for the valuable customer information conceming which 

22 an affiliate, Great Plains Energy Services Incorporated ("GPES"}, is contracting with 

23 Allconnect. The Affiliate Transactions Rule, 4 CSR 240-20.015 (2)(A)(2), specifically 

24 requires that KCP&L-GMO to not pmvide financial advantage to an affiliated entity, GPES, 

25 below the greater of A) the fair market price, or B) the fully distributed cost to the regulated 

26 electrical corporation. Instead, KCP&L-GMO are booking the Allconnect proceeds 

27 "below the line," also known as its non-regulated operations and ultimately financially 

28 benefiting its unregulated parent company, Great Plains Energy Corporation. 
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3) The transaction with Allconnect is an "aniliate transaction" in that the 

2 Allconnect Direct Transfer Service Agreement is between Allconnect and GPES. Staff can 

3 think of no reason for the contract to be between GPES and Allconnect other than to serve as 

4 some attempted protection for the proceeds of sales of customer calls and customer data to the 

5 non-regulated operations. Stall' is aware that KCP&L signs other contracts on behalf of its 

6 regulated operations. For example, KCP&L signs its own Purchase Power Agreements. The 

7 Company's "Senior Leadership Team Meeting" material dated January 19, 2013, specifically 

8 identified company ** 

9 

I 0 **2 To be clear, regulated utility customer calls and information are 

II sold to Allconnect, without customer consent and the customers are provided no credit for 

12 such sales. 

13 4) KCP&L and GMO are violating 4 CSR 240-20.0!5(2)(C) which states that 

14 specific customer information "shall be made available to affiliated or unaffiliated entities 

15 only upon consent of the customer or as otherwise provided by law or commission rules or 

16 orders." The manner in which KCP&L and GMO transfer customer calls and customer 

17 information has been specifically chosen to ** _____ ** (the Companies' very word, 

18 please see page 15, lines 5 to 20) the number of customers being sent to Allconnect because 

19 the non-regulated entity receives ** ** for every single call, whether the customer 

20 purchases Allconnect services or not. The specific model KCP&L-GMO use for transfetTing 

21 calls and customer information is discussed later in my testimony. 

'Staff Complaint, See Appendix I Report of Staff's Investigation, Attachment3, p. 5, (File No. EW-2013-0011 
Company Data Request Response No. 0045). 
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5) KCP&L-GMO are violating 4 CSR 240-13.040(2)(A) which requires: 

. . . at all times during normal business hours qualified 
personnel shall be available and prepared to receive and respond 
to all customer inquiries. service requests. safety concerns. and 
complaints. 

6 The Staff believes that KCP&L-GMO under Commission Rule 4 CSR 240-l3.040(2)(A) 

7 solely bear the responsibility for investigating the complaints made by its regulated electric 

8 customers. As expressed in the Staff Report, complaints and customer escalations m·e handled 

9 and investigated by Allconnect even though KCP&L-GMO customers did not call Allconnect 

l 0 and their permission was not sought for such transfer.3 KCP&L-GMO have assumed a 

II "hands-off' approach to difficulties their customers encounter with Allconnect, the result of a 

12 managerial decision KCP&L-GMO have made at the expense of their customers. KCP&L-

13 GMO leaves the great majority of the investigation and resolution of the complaint/escalation 

14 or inquiry to Allconnect. 

15 Q. Summarized, what are the specific servtce quality concerns the Staff has 

16 regarding KCP&L's and GMO's practice of transferring customer calls and customer data to 

17 Allconnect without customer consent? 

18 A. While the statutory and Commission rule violations are serious, the Staff is 

19 equally concerned with the service quality implications the customer information transfers, 

20 customer call transfers, and third-party sales hold for regulated customers. Specifically, 

21 KCP&L-GMO customer call and customer data transfers do not protect customers and their 

22 information nor promote the public interest. Not only are KCP&L-GMO "not protecting" 

23 customer information, they are selling the information and the customers' unique 

24 circumstance of relocating, without customer knowledge and customer consent. Further, 

3 Report of Staff's Investigation, File No. E0·20 14·0306, pp. 30 and 31. 
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KCP&L-GMO is keeping the money gained from such sales for its non-regulated operations 

2 below the line, thereby, not even giving their customers credit for their very calls and 

3 infom1ation being sold. 

4 At least in part under the gmse to justify the transfer of the call and customer 

5 information to Allconnect, KCP&L-GMO offer these items as the benefits to its Allconnect 

6 relationship: l) increased customer satisfaction, and 2) the verification of customer data. 

7 Such customer call and customer information transfers, without customer consent, and 

8 involving other violations of Commission rules, unnecessarily, and to the detriment of their 

9 customers: 

l 0 l) Expose customers to unregulated sales solicitations they did 
II not request or pursue. Customers seek KCP&L and GMO 
12 services by virtue of KCP&L-GMO being regulated electric 
13 companies. Allconnect's business model requires the 
14 solicitation and selling to transferred customers, drawing a very 
15 distinct and punctuated difference between the two business 
16 types. Allconnect customer service representatives are trained 
17 and evaluated on their ability to ·'rebut" customer objections to 
18 sales "pitches. "4 

19 2) Withholds from customers, their utility generated service 
20 order confitmation numbers and further creates circumstances 
21 of transfer failure of confirmation numbers from the regulated 
22 utilities to Allconnect. The very ''hand-off' of confirmation 
23 numbers from KCPL-GMO to Allconnect includes its own 
24 deficiencies to the detriment of customers.5 By the utilities' 
25 withholding service order confirmation numbers from their 
26 customers, KCPL-GMO are not completing the service order 
27 process. This fact, coupled with the implication from KCP&L-
28 GMO to their customers that their call is required to be 
29 transferred to Allconnect in order to receive verification of 
30 information customers moments before provided trained utility 
31 call center representatives are two of the most egregious 
32 deficiencies in the KCP&L-GMO I Allconnect relationship. 

4 File No. EW -20 13-00 II, Company Data Request Response No. 0029, p. 5 of the "new QA Guideline 2012." 
5 Report of Staff's Investigation File No. E0-2014-0306, pp. 2 and 16 which identify: 

I) Confinnation numbers failing to transfer from KCPL and GMO to Allconnect or 
2) Allconnect failing to provide confirmation numbers to customers. 
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3) Requires KCP&L and GMO to relinquish critical utility 
control over the treatment and care of its customers once 
transferred to a non-regulated, third party marketing company. 
Regulated utility call centers and third patiy marketing call 
centers are significantly different from each other by the need or 
lack of need to aggressively sell services. KCP&L and GMO 
customers seek regulated electric service from the monopoly 
regulated companies. Allconnect represents unregulated, 
competitive companies that must market and sell their products 
aggressively. Stark contrast between KCP&L-GMO recorded 
calls and Allconnect's recorded calls demonstrate the significant 
difference between the two company types and their approach 
and treatment of customers from both regulated and third-party 
marketing perspectives. 

4) Elongates, unnecessarily and without customer consent, 
customer call time. The Allconnect call transfer component 
typically adds significant length to the KCP&L-GMO customer 
calls.6 

5) Redundantly and inefficiently requires customers to verify 
again the data they only moments before verified with KCP&L 
Call Center service representatives. Such data verification is a 
process required of KCP&L Call Center service representatives 
and on which representatives are evaluated and for which utility 
customers pay.7 No other Missouri regulated energy utilities 
require such third party data verification. 

6) Fails to give customers a complete list of service providers 
for the services Allc01mect is attempting to sell KCP&L-GMO 
customers. Not all providers want to compensate Allconnect 
for its marketing activities and, therefore, Allconnect will not 
and cannot offer KCP&L-GMO customers services from such 
providers. An example is Google Fiber.8 Allconnect does not 
inform customers that they can only offer an incomplete list of 
providers. 

7) Requires Missouri regulated electric customers, without 
preparation and without waming, to assume a "buyer beware"9 

6 Report of Staff's Investigation, File No. E0-20 14-0306, p. 16. 
7 File No. E0-20 14-0306, Company Data Request Response No. 0052. 
8 Meeting involving Allconnect, Company, Staff and OPC on July 17, 2014, at the Company's Kansas City 
Headquarters and File No. E0-2014-0306, Company Data Request Response No. 0032. 
9 The buyer assumes the risk that the product may not meet expectations and the buyer is required to perfonn 
his/her due diligence when purchasing. 

Page 8 



I 
2 

3 
4 
5 

6 

Direct Testimony of 
Lisa A. Kremer 

Q. 

mentality for services for which they did not make an inquiry by 
the act of calling for the connection of regulated electric service. 

8) Misleadingly uses the concept of "'increased customer 
satisfaction'' to justify and validate engaging with AI !connect in 
a business venture. 

Describe the customer call and customer information transfer process from 

7 KCP&L-GMO to Allconnect, with regard to service confirmation numbers. 

8 A. The phone call and customer information transfer process includes 

9 KCP&L-GMO purposefully, and Staff believes, inappropriately, withholding service 

I 0 confirmation numbers (that are generated by systems, processes, equipment and personnel 

II paid for by regulated customers) from new customers and customers transfening electric 

12 service. KCP&L-GMO withhold the service confirmation numbers and transfer those 

13 numbers to Allconnect to subsequently have the numbers provided to customers by 

14 Allconnect. This procedure serves as a device to keep the customer on the line and creates the 

15 false impression that the customer needs to talk with All connect to receive Missouri regulated 

16 utility service. Customers are unaware and not informed differently that their call is not 

17 required to be transferred to receive either their confirmation number or to verify their 

18 customer information. Confirmation numbers serve important purposes such as verification 

19 to prospective landlords that service has been scheduled to be connected. 

20 Q. Did Staff attempt to determine whether any of the customers being transferred 

21 to Allconnect are on the Missouri No-Call List and if so. why did Staff seek such a 

22 determination? 

23 A. Yes, Some Missouri customers transfened to Allconnect by KCP&L 

24 and GMO are also on the Missouri No Call List. As one indication regarding whether 

25 KCP&L-GMO customers desired not to receive phone solicitations, Staff inquired of the 
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Missouri Attorney General's Oflice ("AGO") whether any of the names on a list of 

2 approximately 3600 names and addresses and an additional list of 35 names and phone 

3 numbers of KCP&L-GMO customers whose call and ce11ain customer information were 

4 transferred by KCP&L-GMO to All connect might appear on the Missouri No-Call List. Staff 

5 does not seek to assert a violation of the Missouri Telemarketing and/or No-Call Statutes but 

6 note an indication of customer desire to not receive telephone solicitations or telemarketing 

7 calls, which is the type of business All connect operates as a third-party marketer. 

8 The AGO was able to perform an electronic comparison of a computer disc of 

9 approximately 3,635 KCP&L-GMO customers whose calls and cet1ain customer information 

10 were transferred by KCP&L-GMO to Allconnect and the Missouri No-Call List. 10 The AGO 

II found 359 matches of names and addresses or names and phone numbers, or approximately 

12 10 percent of the customer list the Staff provided. Matches were found throughout the 

13 original list of customers sent to the AGO's office and Staff subsequently sorted the list by 

14 those who presented a "match" between KCP&L-GMO customers and those who had 

15 requested to be placed on the No Call list. The results showing the match of 359 names with 

16 indication by the letter "R" in the far right hand column of the spread sheet. A letter 

17 explaining the AGO's process for determining a match is attached to the Highly Confidential 

18 spread sheet and both documents are presented as Schedule LAK-d3. 

10 The Staff obtained !he names and addresses that predominan!ly comprise the list of 3,635 KCP&L-GMO 
customers who were transferred by KCP&L~GMO customer service representatives to Allconnect customer 
service representatives through a number of Staff Data Requests to KCP&L-GMO in File No. EW -20 13-00 II, 
File No. E0-2014-0306, an early informal Staff Data Request to KCP&L-GMO in 2013, and "escalated" phone 
calls (complaints) which were received by KCP&L-GMO and transferred to Allconnect. This matter of the 
origin of the list of !he approximately 3,635 customers is addressed in greater detail in the Staff's Motion To 
Send Names And Addresses To Attorney General's Office For Comparison With No Call List Database filed in 
this proceeding. 
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WHAT IS ALLCONNECT, INC? 

Q. What is Allconnect. Inc.? 

A. Allconnect is a third party marketing company that attempts to sell KCP&L 

4 and GMO customers non-regulated services. 11 As stated on Allconnect's web-page, 

5 Allconnect is an "authorized reseller'' of various services and a ''one stop shop for utilities." 

6 Cable and satellite TV, high speed internet, phone service, and bundles of these services are 

7 specifically identified for sales on Allconnect's web-site as well as indication that Allconnect 

8 can help customers "find gas, electricity, home security, plus other services." The web-site 

9 further states that: 

l 0 Frequently Asked Questions 

II 

12 
13 
14 
15 

16 

* * * • 
Allconnect is an authorized reseller with the largest source of 
home service information obtained directly from hundreds of 
trusted providers . . . Your infmmation is kept confidential and 
only sent to the provider when you place an order. 

* * * * 

17 Allconnect has agreements with the nation's largest and most 
18 respected electric utilities and telecommunication companies by 
19 which service providers pay Allconnect a fee to sell their 
20 services. Under this model, consumers pay nothing for the 
21 services provided by Allconnect. 12 

22 As stated in Staff's December 19, 2014, Report, Allconnect, was founded in 1998 and is 

23 headqum·tered in Atlanta, Georgia, with Sales & Customer Care Centers in Atlanta, 

24 Lexington, Kentucky and St. George, Utah. 

11 Report of Staff's Investigation, File No. E0-2014-0306, p. 2. 
12 Allconnect, Inc. \Veb-site; www.allconnect.com//how-it-works html. 
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KCP&L'S AND GMO'S ALLCONNECT RELATIONSHIP 

Q. When did KCP&L-GMO begin transferring calls to Allconnect? 

A. KCP&L-GMO began transferring calls to Allconnect on June 18, 2013. 

4 KCP&L had a prior relationship with Allconnect from approximately 2005 to 2007, however, 

5 the manner in which KCP&L transferred calls to Allconnect was substantively different than 

6 the way in which KCP&L-GMO are transferring customer calls today. 

7 Q. Was Staff aware of the 2005-2007 relationship KCP&L had with Allconnect at 

8 the time of that relationship? 

9 A. To my knowledge and memory that relationship was not brought to the 

10 attention of Staff and Staff did not otherwise become aware of it until Staff's cmTent 

11 investigation. 

12 Q. How are customer calls and customer information presently transferred to 

13 Allconnect by KCP&L-GMO customer service representatives? 

14 A. Calls to KCP&L-GMO from prospective customers requesting serviCe or 

15 existing customers that are transferring electric service to or in KCP&L-GMO's Missouri 

16 service territory are transferred directly by KCP&L-GMO customer service representatives 

17 without being asked if they want their call and infom1ation to be transferred to a third patty 

18 marketing company. This "automatic" transfer, without customer consent, is central to Staffs 

19 service quality concerns, in addition to the violation of 4 CSR 240-20.0 l5(2)(C). 

20 The customers' initial infonnation is recorded by the KCP&L-GMO Call Center 

21 representative and it is Staff's understanding that the same Call Center representative 

22 performs a verification process on the customer information recorded to determine: I) if the 

23 customer on the phone is who he or she represents he or she is and, 2) if the customer has any 

24 outstanding account balance arrearages with KCP&L-GMO. 
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TWO MODELS TO TRANSFER CALLS: "TRANSFER" AND "CONFIRMATION" 

Q. What are the two types of models for transferring calls to Allconnect? 

A. Calls may be transfetTed to Allconnect using two types of distinct call 

4 forwarding models known as the 'Transfer Model" and the "Confirmation Model." ln 2005 

5 to 2007, when KCP&L engaged with Allconnect, the utility provided its customers the service 

6 confirmation numbers upfront and sought customer consent before transferring calls to 

7 Allconnect. This method of transferring customer calls and customer data is referred to by 

8 Allconnect as the "Transfer Model." While Staff still has concerns regarding the potential 

9 treatment of regulated customers even after they have been given their service confirmation 

l 0 numbers and been asked for and provided their pern1ission for their calls to be transferred, the 

II "Transfer Model" poses less concern for customer service quality then the call transfer model 

12 currently used by KCP&L-GMO, known as the "Confirn1ation Model." 

13 The Confirn1ation Model or "no-customer-consent model'" automatically transfers 

14 customer calls to Allconnect customer service representatives without customer consent. 

15 In addition to the failure of the KCP&L-GMO to request customer consent to transfer calls, 

16 KCP&L-GMO withhold customers' service confirmation numbers from customers and 

17 transfer the number instead to Allconnect for it to provide to customers. This process creates, 

18 what the Staff believes to be, a false impression to customers that to assure that they will 

19 receive service on the stated day and approximate time, they must stay on the line and 

20 be transferred to Allconnect to receive their confirmation number and have their 

21 inforn1ation verified. 

22 Staff has listened to numerous customer calls, both on the KCP&L and Allconnect 

23 sides of the recordings. It has also examined the call scripts utilized by KCP&L-GMO 

24 when new customers and customers transferring service within the KCP&L-GMO service 
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territories call KCP&L-GMO. It is clear that calls are directed and automatically transferred 

2, to Allconncct: 

3 Is there anything else I can help you with? OK, l'v!r./Mrs. 
4 Now I'm going to transfer you to Allconnect. They 
5 will confirm your order to ensure accuracy and can help you 
6 connect or transfer to other services for your home. Thank you 
7 for calling KCP&L. Please hold while I transfer you now. 13 

8 The Transfer Model at least provides customers two important things the Confirmation Model 

9 does provide: 1) everything customers are entitled to and are paying for in customer rates 

10 upfront as being a customer of a Missouri regulated utility company including the 

11 confirmation number, which represents that they will have service. Customers initiated 

12 contact with KCP&L or KCP&L-GMO for electric service, not Allconnect or called KCP&L 

13 or GMO for any of the services Allconnect resells and, 2) asks the customers for their consent 

14 to transfer their call to AI !connect. 

15 Q. What other considerations should be given to the Transfer Model? 

16 A. Even with the Transfer Model, however, the Staff believes significant 

17 consideration should be given to the information provided to the customer as to what of their 

18 specific customer data will be sent to Allcotmect, and the type of company Allconnect is 

19 (a third patty marketing company) as well as informing the customer that his or her 

20 information is being sold to Allconnect. Further, that such revenues will be retained by 

21 KCP&L-GMO's non-regulated operations. 

"Company lntbnnal Infonnation Request Response to Question No.2 and File No. EW-2013-0011 Company 
Data Request Response No. 0089. 
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1 WHY KCP&L-GMO USE ALLCONNECT'S CONFIRMATION MODEL FOR 
2 CUSTOMER CALL AND CUSTOMER INFORiVIATION TRANSFERS 

3 Q. Did Staff seek to dctennine why KCP&L-GMO chose to use the 

4 Confirmation Model? 

5 A. Yes. Staff inquired of KCP&L-GMO why they chose the Confirmation Model 

6 or "the no-customer-consent" model to transfer customer calls and customer information to 

7 Allconnect. KCP&L and GMO's responses to Staff inquiries provide clear motivation: 

8 **--------------------------------------------
9 

10 

1 1 
12 

13 

14 

15 

16 

17 

18 

19 

20 ** 14 

21 ** 
22 

23 

24 

25 

26 

27 

28 

29 

30 

31 

32 

14 File No. EW-20 13-00 II, Company Data Request Respouse No. 0012. 
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--- ----··-------

6 In summary, the responses indicate two primary and compelling motivations 

7 for KCP&L-GMO using the Confirmation Model: I) The Confirmation Model 

8 **----- ** the number of calls transferred to Allconnect which ** ** 

9 the number of customers that agree to take a service(s) marketed by Allconnect which 

10 ** ** the amount of money KCP&L-GMO receive which KCP&L-GMO keep 

II below the line as non-regulated and do not credit back to ratepayers. 16 As stated in the Staff 

12 Report attached, the KCP&L-GMO is paid ** -- ** for every call transferred, whether the 

13 customer purchases an Allconnect product or not. KCP&L-GMO has every incentive to push 

14 calls to Allconnect. 2) ** 

15 

16 

17 ** 17 

18 Further, KCP&L-GMO are currently using Allconnect to sell its ** ** 

19 and have had discussions with Allconnect to sell ** ** it indicates 

20 it does not cutTently sell such products through Allconnect. 18 

15 File No. EW-2013-0011. Company Data Request Response No. 0013. 
16 File No. E\V-2013-00 11, Company Data Request Response No. 00 12; See preceding page of direct testimony, 
lines 5-20 .. 
17 File No. E\V-2013-0011, Company Data Request Response No. 0013; File No. E0-2014-0306, Company Data 
Request Response No. 0054. 
18 File No. ER-2014-0370, Company Data Request Response No. 0607. 

Page 16 NP 



Direct Testimony of 
Lisa A. Kremer 

Q. What concerns and observations does Staff have regarding; 1) the withholding 

2 of service confirmation numbers and, 2) the verification of customer data by a third party 

3 marketer such as Allconnect? 

4 A. The KCP&L-GMO process 1s unnecessary and misleading to the extent 

5 that KCP&L-GMO believed it needed to make its response to Staff Data Request No. 0613, 

6 Exhibit 147 in File No. ER-2014-0370. Staff Data Request No. 0613 asked for 

7 documentation and suppmi for Mr. Ronald A. Klote's statement made on page 32, beginning 

8 at line 8 of his rebuttal testimony which states "the initial purpose of transferring these calls is 

9 to serve the regulated business by having Allconnect confirm the accuracy of customer 

I 0 infmmation (i.e. name, service address, etc.) input by KCP&L employees into the billing 

11 system ... " Staff Data Request No. 0613 further requested all documentation and support 

12 that KCP&L-GMO have that KCP&L-GMO were having issues with the accuracy of the 

13 information being taken down by its customer service representatives and what was the nature 

14 of those issues. KCP&L-GMO responded: 

15 ** --------------------------------------------
16 

17 

18 

19 
20 

21 

22 

23 

24 

25 
26 

27 
28 
29 
30 
31 
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• 

• 

• ** 

8 • 

9 

10 

II • 
12 ** 

13 Staff has listened to numerous recordings of KCP&L-GMO customers transferred to 

14 Allconnect customer service representatives and found a number of examples where 

15 confirmation numbers were provided at the end of lengthy sales offerings. The process is 

16 supposed to be for customers to receive tl·om All connect their confirmation number verbally 

17 prior to the offer of additional products and services but there is no way to track a percentage 

18 or number of times it happens without listening to every call. KCP&L-GMO has stated that 

19 through its quality assurance process the confirmation number is offered up front the majority 

20 of the time.Z0 

21 Perhaps most telling regarding the Company's motivation for engaging 

22 with Allconnect is the January 19, 2013, Senior Leadership Team Meeting Presentation. The 

23 ** ** has one compelling and significant 

24 statement identifying the Company's move to Allconnect, "** 

26 There was no mention of the need to "confirm the accuracy of customer information." 

19 1 will address this item later in my direct testimony. 
2° File No. E0-2014-0306, Company Data Request Response No. 0048. 
21 File No. E\V-20 13-0011, Company Data Request Response No. 0045. 
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Q. Do any deficiencies exist in the transfer of the service confirmation number 

2 process from KCP&L-GMO to Allconnect and from Allconnect to customers? If so, please 

3 describe the situation. 

4 A. Yes. As stated in the Staff Repoti. approximately 2% of all confirmation 

5 numbers generated by KCP&L-GMO fail to transfer at all from KCP&L-GMO to All connect, 

6 therefore making it impossible for Allconnect to provide customers their service confinnation 

7 number. The Staff Report futiher pointed out that the total percentage of customers failing to 

8 receive a confirmation number is higher than 2% as it does not include the incidences when 

9 All connect fails to provide the confirmation number. The total number of instances of failed 

10 conveyance of service confirmation numbers to customers is unquantified by either KCP&L 

II or Allconnect.22 

12 In conveying to Allconnect customer service representatives the electric servtce 

13 confirmation numbers, KCP&L-GMO have relinquished control in the provision of the 

14 confitmation numbers to their customers. As far as which KCP&L-GMO customers do not 

15 receive their confirmation numbers, this information may become known to KCP&L-GMO 

16 only after the fact through the examination of complaint data. 

17 Staff has reviewed complaint data indicating that customers did not receive the 

18 confirmation number at all and is aware from call recordings that sometimes the confitmation 

19 number is provided at the end of the calls after the customer has had to request and remind 

20 Allconnect personnel that they are to provide the numbers. Customer complaint data also 

21 must be reviewed in the context of understanding that not all customers who are dissatisfied 

21 File No. E0-2014-0306, Company Data Request Response Nos. 0034 and 0048. 
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complain. Some statistics indicate that for every customer who expresses a complaint 26 

2 others share the complaint but do not voice their concem. 23 

3 Q. ls there any reason KCP&L and GMO cannot verify the accuracy of their own 

4 customer data when customers apply for new service or request a service transfer? 

5 A. No. KCP&L-GMO are well-equipped to verify the accuracy of their 

6 own customer data and have successfully managed (as has every regulated utility in Missouri) 

7 to always do so. When Staff inquired at a July 17, 2014, meeting of Company 

8 representatives why KCP&L-GMO Call Center customer service representatives required 

9 additional assistance from Allconnect to verify the accuracy of information inputted into the 

10 KCP&L-GMO system, KCP&L minimized the data corrections role that Allconnect 

11 performed for KCP&L-GMO and expressed that the error findings were becoming fewer. 

12 Staff does not believe that such data verification ever was or is currently necessary. 

13 Call Center t·epresentatives are trained and evaluated on their ability to accurately input data 

14 into KCP&L-GMO's Customer lnfmmation System ("CIS") and Call Center costs are born 

15 by ratepayers. 

16 THE CRITICAL NATURE OF UTILITY CALL CENTERS AND KCP&L AND 
17 GMO'S RELINQUISHMENT OF CALL CENTER INTERNAL CONTROL 

18 Q. Are call centers critical to utility operations? 

19 A. Yes. Call centers are critical to regulated utility operations as they serve as the 

20 primary point of contact with utility customers. Customers require contact with their utilities 

21 for a number of reasons including to initiate and transfer service, as is the case for the types of 

22 calls that KCP&L-GMO are transferring to Allconnect. Call center performance can be 

23 "A Complaint is a Gift," Authors: Janelle Barlow and Claus Miller, Second Edition (1996), p. 100. 
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evaluated both quantitatively (metrics such as speed of answer, abandoned call rate. rate of 

2 calls going to call defetTal technologies, etc.) and qualitatively. 

3 Q. Does Stafl' hold the opinion that KCP&L-GMO have (I) less control over 

4 Allconnect call center personnel than its own employees and (2) less control over the 

5 treatment of KCP&L-GMO customers by Allconnect customer service representatives than by 

6 their own customer service representatives? 

7 A. Yes. By transfening KCP&L-GMO customer calls to Allconnect, 

8 KCP&L-GMO are relinquishing critical control on the qualitative aspects of how its 

9 customers are treated and its ability to monitor real-time, "live" calls, as it can and does on its 

10 own systems. 

II The Company indicated in response to Staff data requests that ** --------

12 ** KCP&L-GMO's 

13 response went on to state: * * 

14 

15 

16 

18 Staff considers KCP&L and GMO's acceptance of such limited call monitoring 

19 unreasonable and detrimental to the provision of service to regulated customers. To Staffs 

20 knowledge, every call center of every Missouri regulated utility in the state, even those that 

21 have a component of their call centers outsourced to locales other than in Missouri, have the 

22 ability and to monitor calls live. Allconnect's privacy policies or rules should in no way 

23 impede KCP&L and GMO from their ability to monitor the treatment of their customers. 

24 File No. E0-2014-0306, Company Data Request Response No. 0008. 
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Staff can only conclude that KCP&L and GMO have sold their rights to evaluate and control 

2 the complete treatment and call experiences of their regulated customers. 

3 COMPANY STATEMENTS REGARDING ITS USE OF ALLCONNECT HAVING A 
4 POSITIVE IMPACT UPON CUSTOMER SATISFACTION 

5 Q. What specific information have the Companies provided to support 

6 their statements that their engagement with Allconnect was in part to improve 

7 customer satisfaction? 

8 A. Customer satisfaction and Allconnect were addressed on page 28 of the Staff 

9 Report in Case No. E0-2014-0306 with the general indication by KCP&L-GMO that they, in 

10 part, pursued the Allconnect relationship to increase customer satisfaction25 

ll Q. What can you tell the Commission regarding the way the Staff views the 

12 KCP&L-GMO customer satisfaction argument. 

13 A. I) Staff believes customer satisfaction is not something special, unique or 

14 additional a utility should provide or pursue, it is an expectation. Section 386.610 states, in 

15 part, "the provisions of this chapter shall be liberally construed with a view to the public 

16 welfare, efficient facilities and substantial justice between patrons and public utilities." 

17 Section 393.130. I. provides, in part, that " ... [ e ]very electrical corporation ... shall fum ish 

18 and provide such service instrumentalities and facilities as shall be safe and adequate and in 

19 all respects just and reasonable." Thus, it is a primary and fundamental expectation that 

20 companies should strive to satisfy their customers within the boundaries of reason, 

21 particularly since customers are receiving service and paying the rates of a regulated 

22 monopoly. Specifically, the customers are paying for the personnel, systems, practices, 

25 Company Informal Information Request Response to Question No.7 and File No. E\V-2013-0011 Company 
DR Response No. 0013. 
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processes, equipment and management that support the regulated scrv1ce and rates the 

2 customers are provided. 

3 Regulated utilities should continually strive to provide reliable service and satisfy their 

4 customers. l'vlany if not all of Missouri's large regulated utilities periodically conduct focus 

5 groups and surveys. utilize bill enhancements, seck to improve their electronic access and 

6 communications in general with customers (improved call center performance, better 

7 integrated voice response units, etc.). Staff believes it is an inherent managerial expectation 

8 that utilities work to improve the service they provide. KCP&L-GMO are misusing 

9 "customer satisfaction" to justify a management decision that is detrimental to its customers. 

10 2) lfKCP&L-GMO' motive was to increase customer satisfaction, why would 

II they not provide all information the customer was entitled to upfront from the utility 

12 (including customer service confirmation numbers) and request customer consent before 

13 transferring both the customer calls and customer data? That would demonstrate far greater 

14 interest in customer satisfaction than the manner in which KCP&L-GMO transfer calls 

15 presently. Instead, KCP&L-GMO have offered various customer satisfaction statistics and 

16 instruments to supp011 its decision to forward every new and transferred call and customer 

17 data to Allconnect. 

18 3) ** ----- ** % of the customers do not buy Allconnect products 

19 when their calls are transferred to Allconnect26 and this does not include those customers who 

20 purchase a service and subsequently call and cancel their purchase. 

21 Survey instruments regarding customer perceptions are conducted or commissioned 

22 separately by KCP&L-GMO and Allc01mect. In its Staff Report, StatT took issue with the 

23 Allconnect commissioned survey in which the question to measure the customer's perception 

26 File No. E\V-2013-0011, Company Data Request Response No. 0055.1. 
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of KCP&L-GMO based upon the transfer of the customer's call to Allconnect offered the 

2 customer no opportunity to respond that his or her perception of KCP&L-GMO decreased?7 

3 In a recent KCP&L response to a Staff Data Request No. 0634 in KCP&L's rate case, File 

4 No. ER-20 14-0370, KCP&L-GMO indicated "'[tjhe question was changed in 2015 to be more 

5 consistent with the KCP&L VOC [·'Voice of the Customer''] survey." The responses now 

6 permit the customer to answer that his/her perception has decreased, but the question still 

7 suggests to the person being surveyed that his/her perception has improved because of the 

8 transfer: 

9 ** 
10 

II 

12 

13 

14 

15 

16 

17 

• 
• 
• 
• 
• ** 28 

18 Some of the information in this KCP&L response to Staff Data Request No. 0634 in 

19 KCP&L's rate case, File No. ER-2014-0370 is not as current as in KCP&L's July 27, 2015 

20 Further Response To Commissioner Request For Information, Exhibit No. 168. The last page 

21 of the KCP&L VOC Study for June 2015 identifies "in tenns of slatting service with KCP&L, 

22 would you say your experience with the Allconnect agent ... ?" The percentages are as 

23 follows: 43% of customers indicated that the Allconnect agent had a positive impact upon 

27 StaiTComplaint, See Appendix I Report of Staff's Investigation, Attachment 3, p. 29, File No E\V-2013-001 I 
Company DR Response No. 0075. 
28 File No. EC-20 15-0309, Company Data Request Response to No.OOOI; Emphasis added. 
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their opinion of KCP&L overall in 2014 and 43% a positive impact year to date for 2015; 

2 13% of customers indicated that the experience with the Allconnect agent had a negative 

3 impact upon their opinion of KCP&L overall in 2014 and 10% a negative impact year to date 

4 for 2015; and 44% of customers indicated that the Allconnect agent did not impact his or her 

5 opinion ofKCP&L overall in 2014 and 43% did not impact year to date for 2015.29 

6 KCP&L ABILITY TO CONFIRM ACCURACY OF CUSTOMER DATA 

7 Q. Prior to its June 18, 2013, transfer to Allconnect of new or customers moving 

8 within the KCP&L-GMO system, did the KCP&L-GMO assume the responsibility of 

9 verifYing customer information, such as name, service address, start date of service and 

I 0 provide the customer a confirmation number? 

II A. Yes. KCP&L-GMO Company performed those responsibilities and to 

12 Staff's knowledge KCP&L-GMO had no difficulty in doing such tasks. Ratepayers pay 

13 KCP&L-GMO to perform such activities by supporting a trained utility call center that can 

14 perform any number of tasks, including verifying that KCP&L-GMO has obtained accurate 

15 customer information. 

16 Q. Are other Missouri regulated utilities able to successfully verify new and 

17 moving customer information when such customers contact their call centers? 

18 A. Yes. To Staffs knowledge, all of the other large regulated Missouri utilities 

19 (and small utilities) successfully perform this function without the aid of Allconnect or other 

20 third pm1ies to "confirm the accuracy of customer information" inputted by company 

21 employees. Other utilities well perfmm this basic function. 

29 File No. ER-2014-0370, Company Data Request Response No. 0634; File No. E0-2014-0306, Company Data 
Request Response Nos. 0047 and 0042. 
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Q. Does Staff have any summary information to include in its testimony 

2 regarding the Allconnect relationship with KCP&L-GMO and its negative impact upon 

3 KCP&L-GMO customers? 

4 A. Yes. Staff believes the KCP&L-GMO practice of transferring and selling 

5 customer calls and customer data to Allconnect requires Commission authorization 

6 and customer consent and withholding customer service confitmation numbers is a 

7 disservice to and exploitative of regulated customers. KCP&L-GMO treat the proceeds 

8 from the Allconnect Direct Transfer Service Agreement below the line to the Company's 

9 non-regulated operations. 

I 0 Staff notes in the Staff Report, pages 32-34, filed on December 19, 20 I4, which 

II addresses, among other things, the Washington Utilities and Transpmiation Commission's 

I2 Staff complaint against Puget Sound Energy for its transferring to Allconnect, customers 

13 without having first obtained the customers' written or electronic permission to do so. 

14 Q. Does the Staff Repoti make any recommendations to the Commission and if 

15 so, what are they? 

16 A. Yes. First and foremost: the Staff recommended that the Commission order 

17 KCP&L and GMO to: 

18 Cease the Transfer of Customer Information and Calls to All connect 
I9 until and unless KCP&L!Glv!O applv (or and obtain Commission 
20 al/fhorization under Section 393.190.1 RSMo. to sell or transt'er 
21 customer information to Allconnect. 

22 Secondly, the Staff Report provided the following statement and recommendation: 

23 If The Commission Authorizes The Sale Or Transfer Of Customer Information Or 
24 Determines That the Commission Authorization Is Not Necessary, The Staff 
25 Recommends That The Commission: 

26 Authorize the transt'er a( Customer Information and Calls to Allconnect 
27 onlv i(the Customer Consents to such Transfers. 
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Q. 

A. 

Require KC P&LIGMO to Veriti' the Accuracv o{ Electric Service 
Orders and Provide Electric Service Con!in11alion Numbers /o ils Own 
Regulaled Cz/Siomers. 

Require KCP&LIGAlO to Nolib' !he Staff and OPC Prior to Engaging 
the Services o{AI/connec/ or Like Marketing or Sales Companies in the 
Fulure. 

Require KCP&L!GMO to Assume Complete ResponsibiliD' and Control 
o( Handling and Resolving Cuslomer Complainls Relaied /o 
Allconnect. Require KCP&L/Glv/0 to Cease Using Allconnect to 
Allempllo Resolve Such Complaints. 

Does this conclude your testimony? 

Yes. 
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REPORT OF STAFF'S INVESTIGATION 

FILE NO. E0-2014-0306 

ALLCONNECT DIRECT TRANSFER SERVICE AGREEMENT BETWEEN 
ALLCONNECT, INC. AND GREAT PLAINS ENERGY SERVICES INCORPORATED 

RESPECTING ITSELF AND ITS AFFILIATES KANSAS CITY POWER & LIGHT 
COMPANY AND KCP&L GREATER MISSOURI OPERATIONS COMPANY 

EXECUTIVE SUMMARY- REPORT FINDINGS AND RECOMMENDATIONS 

• KCP&LIGMO withholds from new KCP&LIGMO customers and exJstmg 
KCP&LIGMO customers moving within the KCP&LIGMO service territory their 
confirmation number respecting the initiation of service at the new address in 
order to transfer customer calls to an Allconnect, Inc. customer representative; 
KCP&LIGMO is paid ** __ ** for every call transferred. Customers are 
instructed that their calls "will be transferred" to Allconnect "to verify the 
accuracy of their order" or for verification of their customer information and to be 
provided a confirmation number. Customers are provided no indication that they 
have the option to or may decline such transfer and scant identification of who 
they are being transferred to. Customers hear a recorded message: "Your 
information is processing, please hold for your confirmation. Your call may be 
recorded for quality purposes."' 

• The "forced" transfer of customer calls is detrimental to the regulated 
utility service such customers are entitled to receive, for which they pay 
and which they can obtain from no other electric utility provider. 
KCP&LIGMO practices do not promote the public interest nor protect 
those customers using electricity from unwanted marketing activities, by 
the transfer of their customer data and "selling" of their unique and 
fortuitous circumstances of relocation. Relevant statutory sections 
include: 

• Pursuant to Section 393.140(2) RSMo. 2000, the Commission shall 
examine or investigate the methods employed by persons or corporations 
manufacturing, distributing and supplying electricity for light, heat or 
power and in transmitting the same and has power to order such 
reasonable improvements as will best promote the public interest, preserve 
the public health, and protect those using such electricity system and those 
employed in the manufacture and distribution thereof, and have power to 
order reasonable improvements and extensions of the works, wires, poles, 
pipes, lines, conduits, ducts and other reasonable devices, apparatus and 

1 File No. E0-2014-0306 Data RequesJ (DR) Responses Nos. 50 and 51, the KCP&UGMO calls provided to Staff 
on CD, scripted recording to KCP&LIGMO cus!omers while holding for transler to Allconnect, after KCP&L 
service repre-sentative left the line. 
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propetty of electrical corporations. Section 393.270.2 RSMo. 2000 
provides, in part, that after a hearing and after such investigation as shall 
have been made by the Commission or its officers, agents, examiners or 
inspectors. the Commission within lawful limits may order such 
improvement in the manufacture, transmission or supply of electricity, or 
in the methods employed by such persons or corporation as will in the 
Commission'sjudgment be adequate, just and reasonable, 

• Pursuant to Section 393.140(1) RSMo. 2000, the Commission shall have 
general supervision of all electrical corporations for the purpose of having 
authority under any special or general law or under any charter or 
franchise to lay down, erect or maintain wires, pipes, conduits, ducts or 
other fixtures in, over or under the streets, highways and public places of 
any municipality, for the purpose of furnishing or transmitting electricity 
for light, heat or power, or maintaining underground conduits or ducts for 
electrical conductors, and all electric plants, owned, leased or operated by 
any electrical corporation. 

• Pursuant to Section 386.040 RSI'vlo. 2000, the Commission is vested and 
possessed of the powers and duties in this chapter2 specified, and also all 
powers necessary or proper to carry out fully and effectually all the 
purposes of this chapter. Section 386.250(7) RSMo. 2000 provides that 
the jurisdiction, supervision, powers and duties of the Commission shall 
extend under this chapter to such other and further extent, and to all such 
other and additional matters and things, and in such further respects as 
may herein appear, either expressly or impliedly. 

• KCP&LIGMO withholds important information (confirmation number) from 
their customers and transfers them to a non-regulated third-party marketing 
company (AIIconnect) that attempts to sell them non-regulated services. The non­
regulated, non-utility services that are promoted to KCP&LIGMO customers may 
or may not be in the customer's best interest. 

• KCP&LIGMO instructs customers that they need to hold for the transfer in order 
to complete their service request, to possibly avoid delays in service, and receive 
confirmation and/or ''proof" that they will receive the regulated electric utility 
service they are requesting. KCP&L's web-site further refers to Allconnect as 
"KCP&L's Allconnect" with the implication that Allconnect is an "extension" of 
the Company (See Attachment I). 

• 2% of all confirmation numbers generated by KCP&LIGMO fail to transfer to 
Allcormect at the time the corresponding customer calls are transferred, resulting 
in those 2% of KCP&LIGMO customers being unable to be provided with a 
confirmation number. Receipt of such confirmation is the very reason KCP&L 

2 Reference to "chapter" is taken from RSMo. 1939 and includes all of Chapter 386, Sections 393.110 to 393.290, 
and portions of Chapters 387,389,390,391 and 392. 
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tells customers their call will be transferred to Allconnect. The total percentage of 
customers t[Ii!ing to receive a confirmation number is higher than 2% but 
unquantified by either KCP&L or Allconnect.3 

• (2% of** **customers transferred to Allconnect between June 2013 
and t-.•larch 2014 is ** ** [which includes Missouri and Kansas 

customers] and of which the total number of customers not receiving 
confirmation is greater.) 

e KCP&LIGMO are transferring service quality responsibilities to Allconnect 
which, by Commission Rule 4 CSR 240-l3.040(2)(A), KCP&LIGMO are 
required to provide: 

At all times during normal business hours qualified personnel shall be 
available and prepared to receive and respond to all customer inquiries, 
service requests, safety concerns and complaints. 

• Customer information, customer identification number, customer name, service 
address, service commencement date, and service confirmation number,4 is 

3 File No E0-2014-0306 Company DR Response Nos. 34 and 48. 
4 Beside the Allconnect Direct Transfer Service Agreement setting out in its "Definitions" section what customer 
data is to be transferred from KCP&LIGMO to Allconnect, and a KCP&LIGMO handout at a presentation in 2013 
identifying this infonnation, KCP&L/GMO identified this information in response to different Staff Data Requests 
in different contexts in different cases. The Staff has not received a consistent response although the customer data 
transferred appears to be consistent. The Allconnect Direct Transfer Service Agreement, executed 5/6/2013, page I, 
defines "Customer Data" as "the Transferred Customer's data transferred by KCP&L to Allconnect, which will 
include name, service address, email address, KCP&L service commencement date, and Unique Custom.er 
Identifier." Apparently, the KCP&L/GMO customer representative does not transfer an e-mail address to 
Allconnect, but the Allconnect representative docs attempt to obtain an e-mail address from the new or moving 
KCP&LIGMO customer. In response to Staff Data Request No. 1 in File No. EW-2013-0011, asking for a copy of 
all Allconnect script(s) that Allconncct customer representatives have used and are currently using when 
KCP&LIGMO customers are transferred to them by KCP&LIGMO customer representatives, KCP&LIGMO 
responded with multiple AHconnect computer screen shots containing the Allconnect script and showing, the 
customer identification number, customer order number, customer name, service address, and start service date. In 
response to Staff Data Request No. 2 in File No. EW -2013-0011, asking tor a computer screen shot of the customer 
information which KCP&LIGMO provides to Allconnect, KCP&LIGMO responded that the infonnation which 
goes from KCP&L/GMO to Allconnect is customer name, address, electric- start date and customer number identifier 
for confirmation. In response to Staff Data Request No. 17 in File No. E0-2014-0306, which asked please provide a 
list of each specific item of customer data transferred to All connect as presented in the KCP&LIGMO response to 
Staff Data Request No. 53 in EW -2013-00 II, KCP&L-GMO responded as follows: Service Order lD; First_ name; 
Last_ Name; Service_ address; Street_line I; Street_line2; City _Name; State_ Code; Zip Code; 
Best_ Contact_ Number; Requested_Start_Date. Staff Data Request No. 3.0, in File No. E0-2014-0189, as followed 
up by Staff Data Request No. 3.1, asked, in part, what specific information by type/category does KCP&LIGMO 
provide to Allconnect. KCP&LIGMO responded: "TI1e following listing includes the customer infonnation that is 
provided to AIIConneet: Service Order lD, First_ name, Last_ name, Service_address, Street_ Line I, Street_ Line 2, 
City_ Name, State_ Code, Zip_ Code, Best_ Contact_ Number, Requested_ Start_Date, Specialist_ ID, and Account 
Number." Apparently, the KCP&LIGMO customer representative does not transfer a Best Contact Number. The 
handout distributed by KCP&L representatives at the August 15, 2013 KCP&L presentation to Staff at the 
Commission's offices in Jefferson City shows, at page 3, as follows regarding the infomtation that goes from 
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transferred, without customers' consent and as indicated later is a direct violation 
of Commission Rule 4CSR 240-20.015 Affiliate Transactions paragraph (2)(C). 
Besides the information transferred by KCP&LIGMO to Allconnect without the 
customers' consent, the Allconnect representative attempts to obtain additional 
information from the KCP&L/GMO customer. 

• Customer information transferred trom KCP&L/GMO to Allconnect is part of 
KCP&LIGMO's works or system necessary or useful in the performance of 
KCP&LIGMO's duties to the public. Therefore, under Section 393.190.1 RSMo. 
2000, KCP&L/GMO should have first obtained the Commission's authorization 
before engaging in the Allconnect Direct Transfer Service Agreement. 

• Pursuant to Section 393.190.1 RSMo. 2000, no gas corporation, electrical 
corporation, water corporation or sewer corporation shall hereafter sell, 
assign, lease, transfer, mortgage or otherwise dispose of or encumber the 
whole or any part of its franchise, works or system, necessary or useful in 
the perf01mance of its duties to the public, nor by any means, direct or 
indirect, merge or consolidate such works or system, or franchises, or any 
part thereat~ with any other corporation. person or public utility, without 
having first secured from the commission an order authorizing it so to do. 
Every such sale, assignment, lease, transfer, mortgage, disposition, 
encumbrance, merger or consolidation made other than in accordance with 
the order of the commission authorizing same shall be void .... 

• Allconnect employees provide transferred KCP&LIGMO customer information 
with additional non-regulated third-pm1y service providers such as The Home 
Depot, Inc., ("Home Depot"). A recent breach in Home Depot's customer 
information, which would not have directly involved the KCP&LIGMO 
information, raises additional concerns regarding the protection afforded 
transferred customer information. 

• KCP&L!GMO's control over protecting customer data ends with the transfer of 
the regulated customer call to Allconnect at which time the regulated customer 
becomes a joint customer of Allconnect and KCP&LIGMO without the 
customers' knowledge or consent. 5 Once a regulated customer becomes a joint 

KCP&L/GMO to Allconnect: Customer Data: Turn On via phone ~ Elements sent to Allconnect: Account number, 
customer name, service address, start date of service, CSR ID and service order ID. 

"Customer infonnation" in some contexts is referred to as "personally identifiable information" and the scope of the 
infonnation covered depends upon the value, sensitivity, confidentiality, privilege, etc. of the information or 
individuals involved. In Missouri, "personal infonnation," under Section 407.1500.1(9) Cum.Supp. 2013 includes 
an individual's first name and or first initial and last name in combination with any one or more of the following 
data elements: social security number, driver's license number, numbers that would permit access to an individual's 
financial account, medical infom1ation, or health insurance information. 

5 File No. EW -20 I 3-00 II, page 4, section 6.1 of Allconnect Direct Transfer Service Agreement, Company DR 
Response No. 71. 
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customer that customer falls under the terms and conditions of All connect" s 
Privacy Policy. 

" Customers are unnecessarily and without their consent, exposed to sales, 
marketing, and solicitation practices with a non-regulated third-party marketing 
company as well as non-regulated service provider clients of that company, such 
as Home Depot. Some customers have complained having received unwanted 
solicitations from other providers by e-mail requesting customers to buy 
additional services after being transferred to Allconnect.6 

• Allconnect does not and cannot offer customers a complete list of service 
providers for the home services it is offering.7 

• Allconnect representatives are trained and evaluated on their ability to "rebut'' 
customer objections to Allconnect representatives' sales pitch.8 "No" expressed 
by KCP&LIGMO customers does not mean "no'' for Allconnect representatives. 

• KCP&LIGMO do not take "ownership and responsibility'' for investigating and 
handling complaints from its customers regarding difficulties they experience 
with Allconnect. 9 

• Allcmmect performance "Scorecards" regarding customer experience present 
inaccurate and/or distot1cd conclusions regarding documented customer 
complaints of "pushy" or "aggressive'' Allconnect sales personnel. Specific 
customer examples include call recordings and e-mail communication by 

** **and** ** 10 

• KCP&LIGMO have not effectively monitored the performance of Allconnect's 
interactions with KCP&LIGMO's customers; KCP&LIGMO do not maintain 
control of services that KCP&LIGMO are responsible for and are paid to provide 
through customer rates.ll KCP&LIGMO are not ultimately following-up 
with their own customers and are instead defetTing to Allconnect to resolve 
customer complaints. 

6 File No. EW-2013-0011 Company DR Response No. 87, specifically customers •• ___ ** and ** •• 
7 File No E0-2014-0306 Company DR Response No. 32. 
8 File No. E\V-2013-0011 Company DR Response No. 29, page 5 of the "New QA Guideline 2012." 
9 File No. E0-20 14-0306 Company DR Response Nos. 24 and 26. 
1° File No. E0-20 14-0306 Company DR Response No. 22 and File No. EW -2013-00 II Company DR Response Nos. 
87 and 88. 
11 File No. E\V-2013-0011 Company DR Response Nos. 87 and 12, Meeting Involving Company, Staff and OPC on 
July 17th, 2014 at the Company's Kansas City Headquarters. 
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o In response to a survey, 14% of KCP&LIGMO customers state that their 
experience with Allconnect negatively impacted their opinion of KCP&LIGMO 
overall. 12 The Company verbally indicated to Staff that it was not satisfied with 
such a rate of negative customer perceptions of the Company's non-regulated 
business relationship with Allconnect.ll ( 42% of those surveyed indicated that 
their experience with the Allconnect Agent did not impact their opinion of 
KCP&L overall and 43% of the KCP&LIGMO customers surveyed indicated that 
the Allconnect experience positively influenced their opinion of KCP&L!OMO 
overall. I% did not know how their experience with Allconnect impacted their 
perception ofKCP&LIGM0).14 

• The utilization of Alleonnect is in violation of Missouri Public Service 
Commission Affiliate Transactions Rule, 4 CSR 240-20.015(2)(C) which 
requires that: 

• Specific customer information shall be made available to affiliated or 
unaffiliated entities only upon consent of the customer Ot' othenvise 
provided by law or Commission rules or orders. General or aggregated 
customer information shall be made available to affiliated or unaffiliated 
entities upon similar terms and conditions. The regulated electrical 
corporation may set reasonable charges for costs incurred in producing 
customer infonnation. Customer information includes information 
provided to the regulated utility by affiliated or unaffiliated entities. 
(Emphasis added.] 

• The transfer of customer data to Allconnect occurs in conjunction with a contract 
between Great Plains Energy Services Incorporated ("OPES") and Allconnect. 
GPES is an affiliate of KCP&L and GMO. KCP&L and GMO are not separate 
signatories to this contract. GPES indicates that OPES signs "on behalf of itself 
and its affiliates referenced herein." 

• GPES has no agreement with KCP&L or OMO authorizing GPES to sign 
contracts on their behalf. Further, KCP&L and GMO, contrary to Commission 
rule, are transferring specific customer information to customer representatives of 
Allconnect, an unaffiliated entity, without the consent of the affected KCP&L or 
GMO customers or as otherwise provided by law or Commission rules or orders. 

12 File No. E0-2014-0306 Company DR Response No. 47. 
13 Meeting Involving Company, Staff and OPC on July 17th, 2014 at the Company's Kansas City Headquarters. 
14 File No. E0-2014-0306 Company DR Response No. 47. 
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STAFF'S RECOMMENDATIONS 

The Staff Recommends That The Commission Order KCP&L/GMO To: 

• Cease the transfer of customer information and calls to AI !connect until and 
unless KCP&LIGMO apply for and obtain Commission authorization under 
Section 393.190.1 RSMo. to sell or transfer certain customer information to 
Allconnect. 

If The Commission Authorizes The Sale Or Transfer Of Customer Infom1ation 
Or Determines That Commission Authorization Is Not Necessary, The Staff 
Recommends That The Commission: 

• Authorize the transfer of customer information and calls to Allconnect only if 
the customer consents to such transfers. 

• Require KCP&LIGMO to verify the accuracy of electric service orders and 
provide electric service confirmation numbers to its own regulated 
customers. 

• Require KCP&LIGMO to notifY the Staff and OPC prior to engaging the 
services of Allconnect or like marketing or sales companies in the future. 

• Require KCP&LIGMO to assume complete responsibility and control of 
handling and resolving customer complaints related to Allconnect. Require 
KCP&LIGMO to cease using Allconnect to attempt to resolve such 
complaints. 

It is the Staff's opinion that the above recommendations are reasonable improvements and will 
best promote the public interest. In particular, compliance with the Staff recommendation will 
bring KCP&LIGMO into compliance with Section 393.190.1 and Commission Rules 4 CSR 240-
20.0 I 5(2)(C) and 4 CSR 240-13.040(2)(A). 

INTRODUCTION AND OVERVIEW OF STAFF'S INVESTIGATION 

On April 25, 2014, StafT filed a motion to investigate and to open a file with the 

Commission regarding the transfer agreement between A llconnect, Inc. and Great Plains Energy 

Services Incorporated. Staff indicated in its filing that it had been engaged in an informal 

investigation of the activities between KCP&LIGMO and Allconnect and believed a formal 

investigation was appropriate. On April 30, 2014 the Commission issued its Order Opening An 

Investigation Into the Agreements Between Allconnect, Inc. and Great Plains Energy Services, 

Regarding Kansas City Power & Light Company and KCP&L Greater j\1issouri Operations 
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Company. Staff filed a progress report in File No E0-2014-0306 on July 31, 2014, indicating it 

anticipated filing its repmt containing any findings and recommendations it may have on or 

about November 1 .. 2014. Staff filed a second progress report in File No E0-2014-0306 on 

October 31, 2014, relating that due to the press of other Commission cases, among other things, 

it anticipated filing its report containing any findings and recommendations it may have, on or 

about December 12, 2014. Staff filed a third progress report in File No E0-2014-0306 on 

December 12, 2014, relating that due to the press of other Commission cases, among other 

things, it anticipated filing its report containing any findings and recommendations it may have, 

one week later, on or about December 19,2014. 

On November 7, 2014, Staff provided to KCP&L!GMO by e-mail a draft of the Staffs 

Allconnect Rep011, which the Staff provided for, among other reasons, KCP&LIGMO to indicate 

what, if anything, KCP&LIGMO thought: (!) was factually incorrect, and/or (2) should be 

redacted as highly confidential ("HC") or proprietary ("P"), pursuant to 4 CSR 240-2.135 

Confidential Information, before Staff provided a copy to Allconnect for its review and before 

the Staff made its filing with the Commission. KCP&L/GMO advised Staff on November 14, 

2014, that it would send a copy of the Staff Repmt to Allconnect for Allconnect's review and 

would provide to Staff the comments of KCP&L and Allconnect. On November 26, 2014, 

KCP&LIGMO advised Staff that ''[t]he Company does not agree with many of staffs 

characterizations and conclusions contained in the repott but rather than providing comments at 

this time, the Company will respond after staff files its repmt." KCP&LIGMO also indicated 

what it believed in the report should be treated as HC. 

Staff15 first learned of KCP&LIGMO's plans to form a business partnership with 

Allconnect at the conclusion of a quarterly service quality meeting that was held via web­

conference on April23, 2013. Such quarterly performance reviews were initiated and ordered by 

the Commission in its decision regarding Case No. EM-2007-0374, the In the Matter of the Joint 

Application of Great Plains Energy Incorporated, Kansas City Power & Light Company, and 

Aquila Inc. ,for Approval of the Merger ofAquila, Inc., with a Subsidim)• of Great Plains Energy 

Inc01porated and for Other Related Relief The quarterly meetings have proven to be beneficial 

over the years to address a wide range of service quality topics between KCP&LIGMO and Staff 

15 The Engineering and Management Services Unit of Staff has conducted Staffs invesligation- Lisa Kremer and 
Patricia Smith. 
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including issues such as meter reading. credit and collections, service order processes, call center 

activities and others. 

Upon learning of KCP&L/GMO's intention to transfer regulated customers to 

Allconncct, the Staff initiated an informal review into Allconnect, Inc. and KCP&L/GMO's 

utilization of Allconnect. The Staff submitted ten informal inquiries to KCP&L/GMO on May 6, 

2013, including requests to obtain the contract with Allconnect, phone call scripts, list of 

Allconnect home service providers and other relevant information. Staff had been aware of one 

other Missouri regulated utility that contracted with Allconnect and transferred customer calls; 

however, that regulated utility has discontinued its contract and practice with Allconnect (Union 

Electric Company, d/b/a AmerenUE). The Staff has learned that the other regulated utility had at 

one time, used the "no customer consent - confirmation model" that KCP&LIGMO currently 

utilizes, but subsequently abandoned that model and moved to the "customer consent- transfer 

model." The very names that Allconnect has given its two models of operation lend themselves 

to confusion. The transfer model requires customer consent to being transferred from the utility 

customer representative to the Allconnect customer representative. Even though the utility 

customer is asked for his/her consent to be transferred, the utility customer is not asked for 

his/her consent to transfer customer information to the Allconnect customer representative. The 

confirmation model does not involve a request for the utility customer's consent for the utility 

customer or information respecting the utility customer to be transferred to the Allconnect 

customer representative; the customer is just transferred. More will be addressed on this topic 

further in the report. 

This significant distinction in the rationale on which KCP&LIGMO transfer Missouri 

regulated calls to Allconnect, customer consent, is central to Staffs investigation findings. 

There is also a significant distinction made by Staff in the Allconnect matter in regards to 

how and to what the term "consent" is applied. Staff sees the term consent being applied by 

KCP&LIGMO to the transfer of multiple items. For Staff, there are two classes of things for 

which customer consent should be sought: (I) consent for the customer to be transferred from a 

KCPLIGMO customer representative to an unaffiliated customer representative (AIIconnect 

telemarketer), and (2) consent for the customer's information to be transferred to an unaffiliated 

customer representative (AIIconnect telemarketer). 
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Staff has listened to approximately l 00 original customer calls to KCP&L requesting to 

initiate or transfer service and have heard KCP&L customer representatives telling customers 

that the reason for the transfer was to confirm/verify the information just provided and provide a 

confirmation number. In these cases it might be said that the customer should know that 

information is being transferred by the KCP&L customer representative to another representative 

(telemarketer) even though KCP&L does not indicate that to customers. Staff has also heard 

KCP&L customer representatives telling customers that the reason for the transfer is to assist the 

customer with other possible home services. In those cases, it could be inferred that customers 

would have no reason to know that their information is being transferred by the KCP&L 

customer representative to the next representative (telemarketer). 

Shortly after first learning of KCP&LIGMO's utilization of Allconnect, Staff 

submitted some infonnal information requests and met with KCP&L representatives on 

Thursday, August 15, 2013, to gain greater knowledge of KCP&LIGMO's utilization of 

Allconnect. Staff later submitted 92 formal data requests (DR) regarding the Allconnect matter 

in File No. EW-2013-0011, In the Matter of A Working Docket to Address Effective Cyber 

Security Practices For Protecting Essential Electric Utility b!fi'astructure because of the 

confidential manner with which StatTtreats customer information. 

On December 16, 2013, KCP&L and GMO filed an Application for approval of its Cost 

Allocation Manual ("CAM''), which involves the Commission's Affiliate Transactions Rule 4 

CSR 240-20.015 and established File No. E0-2014-0189. 16 KCP&L agreed to file for 

Commission approval of its CAM in the Non-Unanimous Stipulation and Agreement filed in 

the Transource and Transource Missouri transmission line cases, File Nos. EA-2013-0098 and 

E0-2012-0367. In addition to cost assignment methods, allocation procedures, and pricing 

principles addressed in the Commission's Affiliate Transactions Rule 4 CSR 240-20.015, there is 

a paragraph on the treatment of customer information, as noted above. Due to the relationship of 

the CAM case to the Commission's Affiliate Transactions Rule, Staff issued a number of data 

requests related to Allconnect in File No. E0-2014-0189. Staff also began submitting data 

requests in a file established solely for the purpose of a Staff investigation of the Allconnect 

16 File No. E0-2014-0189, In the Matter of Kansas City Power & Light Company and KCP&L Greater Missouri 
Operations Company's Application for Approval of Cost Allocation Manual. Tab G in the CAM filed by 
KCP&LIGMO addresses Unregulated Affiliates: Customer Infonnation. 
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Direct Transfer Service Agreement, File No. E0-20 14-0306. As of this writing Staff has 

submitted an additional 56 data requests to KCP&LIGMO in File No. E0-2014-0306. 

DESCRIPTION OF ALLCONNECT, INC. 

Allconnect, Inc. was founded in 1998 and is headquartered in Atlanta, Georgia, with 

Sales & Customer Care Centers in Atlanta, Lexington, Kentucky and St. George, Utah. 

Allconnect's Home Webpage states: "Our Home Service Consultants will work with you to 

determine and connect the home service plans that best fit your needs." "Ailconnect offers a 

convenient, simple and objective one-stop source for comparing phone, TV and internet prices 

and options." Allconnect's primary "customer acquisition" means is through agreements with 

electric utilities that are paid by Allconnect for calls that the electric utilities transfer to 

Allconnect. KCP&L had a prior relationship with Allconnect from approximately 2005 to 

2007 17 but, unlike the current "confirmation" model it is using, its prior Allconnect utilization 

included obtaining customer consent prior to transferring calls. 18 

KCP&LIGMO have indicated to Staff that it began transferring customer calls to 

Allconnect using the confirmation model on June 18,2013. Calls to the utility from prospective 

KCP&LIGMO customers requesting electric service or existing customers that are transferring 

service in KCP&LIGMO's service territory are transferred from the utility's customer 

representative to an Allconnect customer representative without an oppottunity for customers to 

question being transferred. As a consequence of Staff listening to calls, Staff is aware that in at 

least some cases customers have not been told by the KCPLIGMO customer representatives that 

the call transfers will expose the customers to the marketing of goods and services that may 

interest individuals in their situation. Instead, customers generally are informed that the call 

transfer will complete their new or transfer of service request with the provision of their service 

confirmation number and verification of their information. As indicated previously, the lack of 

customer consent and the lack of facts provided to KCP&L and GMO customers in the call 

transfer process is a significant Staff concern in KCP&L's practice. KCP&L's web-site further 

17 File No. E0-2014-0306 Company DR Response No. 44, File No. E\V-2013-0011 Company DR Response Nos. 43 
and 44. 
18 Company Response to lnfonnal Inquiry sent by Staff May 6, 2014; File No. E\V-2013-0011 Company DR 
Response Nos. 12, 13, and 14; File No. E\V-2013-0011 Company DR Response No. 89. 
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refers to Allconnect as "KCP&L's Allconnect" with the implication that Allconnect is an 

"extension" of the Company (See Attachment 1 ). 

All connect has contracting relationships with various home service entities. Because the 

Missouri Public Service Commission does not regulate Allconnect, it has limited discovery 

ability on its operations. A list of service providers was provided as a part of the Allconnect 

Direct Transfer Service Agreement by and between Allconnect and GPES on behalf of itself and 

KCP&L and GMO. The agreement indicates that Allconnect will provide KCP&LIGMO a list 

of service categories and providers offered to eligible customers on a quarterly basis, implying 

that Allconnect controls what offerings are being made to KCP&LIGMO customers. At the time 

of the agreement, that listing included: 

** 

** 

As can be seen from the list, Allconnect does not assist customers to connect to a 

complete list of needed connection services or providers for new or moving customers. Services 

such as water and sewer, natural gas or other providers may either have no incentive to contract 

with Allconnect or find such contracting unnecessary. It is Staffs understanding that Allconnect 

home service providers pay Allconnect for its marketing services and oppottunities for customer 

acquisition. Some home service providers may be either unwilling or unable to pay Allconnect 

for a customer marketing contact. An example of a company that might fall into this category 

would be Google Fiber which offers competitive services in the Kansas City area but, as 

indicated by Allconnect does not contract with it for its marketing services. 19 An unaware 

person moving to Kansas City would not be infonned or offered the Google Fiber service when 

his/her call requesting electric service was transferred without his/her consent being sought to 

Allconnect. KCP&LIGMO also sells their own "Surge Protection" through Allconnect as well as 

19 Meeting involving Allconnect, Company, Staff and OPC on July 17, 2014 at the Company's Kansas City 
Headquarters. 
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Water Heater and Wiring Protection programs. These home protection services are non­

regulated portions of KCPL/GMO businesses. 

When asked that KCP&LIGMO verify that Allconnect does not have a complete listing 

and cannot offer those seeking service from KCP&LIGMO in Missouri a complete listing of all 

providers in the various services Allconnect attempts to sell, KCP&L!GMO responded: 

This has nothing to do with any "listing" .... Ailconnect cannot offer 
services, nor is authorized to offer services, from providers in which they 
do not have a contract with. Their system only shows providers in which 
they have a contract to offer or even recommend se1·vices in the areas in 
which the provider serves. 

Allconnect is more than happy to talk with any service provider that 
wants to do business with Allconnect. There are various IT, Business, 
Customer, Financial, Suppm1, Reporting criteria that must be mutually 
agreed to do so. 20 

KCP&L/GMO customers are offered an incomplete listing of providers in the various 

service spectrums. Whether KCP&L/GMO customers are offered the best pricing available from 

these service providers is another Staff concern regarding KCP&L's "no customer consent" call 

transfer process to All connect. This concern will be addressed in further detail later in this report. 

COMPANY CALL CENTERS: CALL SCRIPTS AND RECORDINGS 

Call centers perfonn a critical function in utility operations as they provide the primary 

means for customers to contact their utility directly. Customers may require contact with their 

utilities for any number of reasons including: to initiate, discontinue, transfer or restore service, 

to report emergencies and service outages, to make inquiries regarding their bills, usage, 

delinquent accounts and to make payment arrangements. During the winter months when the 

Commission's Cold Weather Rule is in effect, call centers may actually be a "life line' for some 

customers who are nearing service disconnection and need to make alternative payment 

arrangements. As utilities have closed business offices that once accommodated walk-in traftlc 

and provided customers with a utility presence in their community, the role of call centers have 

become increasingly important as a primary point of contact for utility customers. 

2° File No. E0-2014-0306 Company DR Response No. 32. 
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Customers pay for every aspect of the service they receive including for all control 

processes, systems, practices and procedures employed by utility management to provide 

quality service, Customers pay for all costs associated with equipment the utility employs to 

provide safe and reliable service, all costs for the construction, repair and maintenance of 

equipment and all costs for the operations of equipment, including customer infonnation 

systems, call center hardware and software, used to meet the safe and reliable standard. 

Customers pay for utility personnel, including their hiring, training, retention, salaries and 

benefits, Utility call centers are no exception to the costs included in customer rates and 

customers are entitled to and require appropriate and responsive call center performance, The 

cu!Tent requirement by KCP&LIGMO's call center to transfer new and moving customers, 

customer data and service confirmation numbers without customers' consent to Allconnect is 

counter to quality call center performance, This practice is counter to the type of regulated utility 

service customers are entitled and paying to receive, 

During the course of its investigation, the Staff requested and reviewed KCP&LIGMO 

call scripts, call transfer documentation between KCP&LIGMO and Allconnect, as well as 

listened to numerous call recordings, both on the KCP&LIGMO and the Allconnect portions of 

customer calls, Call scripts indicate, as well as recordings, that KCP&LIGMO's process to 

transfer customer calls and customer information does not include obtaining customer consent 

Staff heard a very, very small number of call recordings where a customer was actually asked for 

his/her permission for the call to be transfe!Ted, prior to the call and the customer inf01mation 

being transferred, but these calls were rare in Staffs review, and never was the customer told 

that customer information would be transferred, Customers were not consistently told by 

KCP&LIGMO customer representatives that Allconnect was going to attempt to sell them home 

services or even connect them to other non-regulated third-patty home services representatives. 

There is no indication that KCP&L/GMO's customer representatives arc not qualified or 

able to verity the customer information that the Allconnect customer representatives confirm. To 

the contrary, such verification of customer information is required of KCP&L's call 

representatives as indicated on its "Quality Monitoring Form,'' This form includes a component 

to evaluate call center representative's verification of caller infom1ation as well as the 
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representative's transactional accuracy.21 Such quality control processes are being paid for m 

customer rates. 

Customers are entitled to know the full extent and purpose of their call being transferred. 

The KCP&LIGMO call script language provided to the Staff in response to data requests 

is below: 

Is there anything else l can help you with? OK, Mr./Mrs. Now 
I'm going to transfer you to Allconnect. They will confirm your order to 
ensure accuracy and can help you connect or transfer to other services for 
your home. Thank you for calling KCP&L. Please hold while l transfer 
you now.22 

On October 5, 2013, Staff visited KCP&L's Raytown Office to listen to 55 recorded Allconnect 

calls. Prior to that day, StatT had listened to one recorded phone call in the Commission's 

Jefferson City office. Of the 55 Missouri-customer recorded phone calls, ten were considered by 

KCP&L to be "'escalated" calls and were reviewed by KCP&L after a customer complaint or 

other reason prompted KCP&LIGMO to determine review was required. The Company has 

indicated to Staff that the terms "escalated" and "complaint" calls are used interchangeably. 

Staff documented a number of observations in listening to those 55 calls which are 

presented below: 

• The calls were transferred to Allconnect without seeking customer consent. 

• KCP&LIGMO indicated to customers they were being transferred to Allconnect to 
"assure the accuracy of their order." While AI !connect does provide a "Corrections 
File" to KCP&LIGMO indicating when customer information was placed into 
KCP&L's customer information system with errors, the responsibility for "ensuring 
accurate orders" belongs to KCP&LIGMO. Other utilities assume and perform these 
responsibilities sufficiently without engaging a non-regulated third-patty. In 
addition, KCP&L/GMO informed Staff that the KCP&LIGMO data errors being 
found by Allconnect have been declining.23 

21 File No. E0-2014-0306 Company DR Response No. 52. 
22 Company 1nfonna11nfonnation Request Response to Question No.2 and File No. EW-2013·0011 Company DR 
Response No. 89. 
23 Meeting involving Company, Allconnect, OPC and Staff- July 17. 2014 at KCP&LIGMO's Kansas City 
Headquarters. 

Page 15 

Schedule LAK-d2 
Page 17 of 68 



• KCP&LIGMO indicated to customers they were being transferred so there would be 
"no delays in service and Allconnect would provide confirmation number" -­
Allconnect has no responsibility for delays or timeliness of utility service. 

• At least one customer was sold a service by a provider that did not do business in the 
customers' location?" 

• Lack of verbal confirmation number for KCP&LIGMO service being provided at the 
beginning of the Allconnect calls. 

• Lack of confirmation number being provided at all, verbally or via email, on some 
Allconnect calls. 

• Customers' repeatedly indicating they needed to terminate the call because of call 
length while Allconnect continued to pursue sales. 

• Sales pressure on what sounds like elderly customer who ultimately makes purchase 
after lengthy call, subsequently complains and calls back to cancel service. 

• One customer repeatedly indicating "not ready to transfer cable" - Customer required 
to get assertive to terminate call - indicating her entire point of contacting KCP&L 
was to only get electric service. 

• Repeated requests by customer to Allconnect customer representative to "slow 
down" speech. Regulated utility representatives arc trained and coached in speech 
patterns. 

• Staff has concerns that All connect may have "pushed" dish or satellite service over 
cable on a number of calls, particularly in apartment residences. 

• Allconnect "split" services between two providers indicating cost savings to 
customer - Staff suspects a "bundled" package may have been less costly to 
customer. 

• Allconnect customer service representatives were not heard asking KCP&L 
customers if they were interested in hearing about additional services All connect can 
offer - Allconnect moved into their sales presentation immediately without 
providing customer an oppotiunity to decline. 

• The duration of the telephone conversations with Allconnect representatives 
generally exceeded (and usually substantially) the time customers spent on the phone 

24 Customer in Kansas City, Mo. sold Cox Cable Services that were not offered in her geographic location. 
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with KCP&L customer service representatives to set up m· transfer their electric 
service. the reason for the customer call. 

Of these calls, one short, five minute recording of a customer named ** ___ _ 
_____ ** most clearly and strongly supports Stafrs concern that customers are being 

"forced" to be transferred to a non-regulated third-party telemarketing company representative 

and the procedure is detrimental to the service provided to those customers. In addition, the 

process violates Commission Rule 4 CSR 240-20.1 05(2)(C) by customer information being 

transferred to a non-regulated third-party telemarketing company without the customers' 

consent. The transfer is forced in that the KCP&LIGMO customer must be transfen·ed to obtain 

his/her confirmation number and have his/her information tor the start of service verified. 

A transcript of ** _____ _ ** call is presented in Attachment 4. The actual call 

recording is also available. 

On August 26, 2014 Staff requested additional, but more current, recorded calls to listen 

to. Staff also selected additional escalated calls; 45 non-escalated along with I 0 escalated. After 

review of more recent calls Staff found there is no material difference between the 

KCP&LIGMO customer representative and the Allconnect customer representative performances 

from the two different periods?5 

KCl'&L CUSTOMER DATA TRANSFERRED TO ALLCONNECT 

KCP&L indicates, and copies of computer screen shots of Allconnect programs support, 

that customer daia transferred to Allconnect computers include: customer name, customer 

identification number, address, electric start service date and a customer number identifier for 

confirmation.26 It is Staff's understanding that the customer service order identi11cation number 

is the confirmation number.27 Allconnect subsequently attempts to get an e-mail address from 

KCP&LIGMO customers.28 

"File No. E0-2014-0306 Company DR Response Nos. 50 and 51. 
26 See footnote I above. 
27 File No. EW-20 13-00 II Company DR Response No. 2 and meeting involving Company personnel, Allconnect, 
Staff and OPC at KCP&LIGMO on July 17,2014 KCP&LIGMO's Kansas City Headquarters. 
28 File No. E0-2014-0306 Company DR Response Nos. 50 and 51. 
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The Allconnect call center scripts indicate that Allconnect customer service 

representatives tell KCP&LIGMO customers they will send the customer's confirmation by 

e-mail. Staff has expressed concern to KCP&LIGMO regarding the fact that customers should 

be provided a confirmation number of their service order at the time they place their service 

request and a turn-on date is scheduled. Further, Staff is aware of instances and has reviewed 

complaint documentation alleging that customers did not receive their confirmation number 

verbally or by e-mail. 

KCP&L/GMO have provided information to Staff that approximately 2% of the 

customers do not receive a confirmation number from Allconnect because the confirmation 

number has not been sent by the KCP&LIGMO customer representative to Allconnect at the time 

the KCP&LIGMO customer's call was transfetTed. However, StatT believes the percentage of 

customers not receiving a confirmation number is larger as there are other instances where 

Allconnect did not provide a confirmation number either verbally or by e-mail when a 

confirmation number was in its possession. Therefore, the number of new or moving customers 

not receiving a confirmation number from Allconnect is unquantified. The Company provided 

the following response regarding StatT inquiry into how often its customers that are transferred to 

All connect do not receive a service confirmation number: 

The process is for customers who reach Allcormect to receive their confirmation 
number verbally prior to the offer of additional products and services. There is 
not a way to track a percentage or number of times it happens without listening to 
every call they handle. Through our QA [Quality Assurance] process we find that 
the confirmation# [number] is offered up front the majority of the time.29 

Service confirmation numbers may be particularly critical to customers renting their 

homes or apartments as they may be required by landlords prior to the customers being able to 

take possession. It is an appropriate customer service practice to provide the confinnation 

number verbally to the customer at the time of the service request rather than have a third-party 

marketer, unregulated or regulated, provide the confirmation number with no assurance that the 

confinnation number is ever actually provided to the customer. In addition, call recordings, such 

as these calls, demonstrate that not all customers are comfortable with or otherwise want to 

provide an e-mail address to an entity they do not know and/or did not call. 

29 File No. E0-20!4-0306 Company DR Response No. 48. 
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Fmther, Allconnect scripting shows that it is mandatory that all Allconnect customer 

service representatives tell each KCP&LIGMO customer that he/she ·'qualifies" for a Home 

Depot savings program that in reality every KCP&LIGMO customer qualifies for: 

I show you qualify for our Savers Program which provides you with 
discount offers to help you save money during your move. The Savers 
Program includes: * a I 0% off coupon tl·om The Home Depot !\•!overs 
Club. You'll receive these savings in your email in box after we send your 
move information to them. The program is absolutely free and you can 
unsubscribe at any time. Would you like me to send these savings offers 
to your email?30 

The indication by Allconnect to the customer that the customer may "unsubscribe at any 

time" implies the customer will be solicited again by Home Depot with other marketing 

information. As stated previously, KCP&LIGMO indicates that approximately 2% of the 

KCP&LIGMO customers transfe!1'ed to Allconnect do not receive their regulated service 

confirmation number because the confirmation number failed to be successfully transferred by 

KCP&L to Allconnect. The total number of customers not receiving utility confirmation, 

however, is unquantified by KCP&LIGMO at this time. 

GPES' CONTRACT WITH ALLCONNECT ON BEHALF OF KCP&LIGMO VIOLATES 
COMMISSION AFFILIATE TRANSACTIONS RULE 4 CSR 240-20.015(2)(C) 

4 CSR 240-20.0 15(2)(C) states, in patt, as follows: 

Specific customer information shall be made available to affiliated or unaffiliated 
entities only upon consent of the customer or as otherwise provided by law or 
commission rules or orders .... 

As related by Staff in the material presented above regarding KCP&LIGMO's use of the 

confil1'1lation or no customer consent model of transferring customers and customer data to 

Allconnect, Staff concludes that KCP&LIGMO are violating 4 CSR 240-20.015(2)(C). 

In response to Staff DR No.3 in File No. E0-2014-0189, KCP&LIGMO's Application 

for Approval of Cost Allocation Manuals, KCP&L responded as follows to Staff questions 

regarding 4 CSR 240-20.0 15(2)(C) requiring that KCP&L first obtain customer consent before 

customer information is made available by KCP&L to Allconnect: 

3° File No. E0-20 14-0306 Company DR Response No. I. 

Page 19 

Schedule LAK-d2 
Page 21 of 68 



KCP&L does not believe that the affiliate transaction rule applies to the transfer 
of information to non-affiliated entities. As set forth in the purpose section of the 
rule, the rule is intended to prevent regulated utilities from subsidizing their 
non-regulated operations. In order to accomplish this objective, the rule sets forth 
financial standards. evidentiary standards and record keeping requirements 
applicable to any commission regulated electrical corporations whenever such 
corporation participates in transactions with any atliliated entity. 

KCP&L argues that its relationship with Allconnect is not an affiliated relationship even 

though the Allconnect Direct Transfer Service Agreement states that it is by and between 

Allconnect and OPES on behalf of itself and its affiliates KCP&L and OMO. Section 4 CSR 

240-20.015(2)(C) has never been challenged. The clear intention of the rule is that customers 

must provide their consent before their information is transferred to any entity, affiliated or 

unaffiliated. Such new and moved customer information, is a valuable asset, valuable enough 

for Allconnect to pay KCP&LIOMO ** __ ** for every single call transferred to it, merely to 

have the opportunity to "sell" those customers possibly needed services or material based on 

their present condition. Attachment 6, prepared by the Staff's Counsel's Office, provides a 

historical account of the development of the Commission's Affiliate Transactions Rule and the 

adoption of the prohibition regarding the provision of customer information to affiliates and 

non-affiliates alike without customer consent, which was suggested by Union Electric Company, 

d/b/a Ameren UE!Ameren Missouri in the rulemaking process31 

The Staff is of the opinion that OPES is an aftiliate ofKCP&LIOMO. GPES is a separate 

and distinct corporate entity, registered as such with the Missouri Secretary of State and doing 

business in Missouri. (See Attachment 7). The All connect Direct Transfer Service Agreement is 

between OPES and Allconnect which makes the transaction an affiliated one as KCP&LIOMO 

are servicing the Allconnect contract on behalf of themselves and their atliliate, OPES. 

Above Staff noted that it raised the matter of Allconnect in KCP&LIOMO's CAM case. 

In surrebuttal testimony in File No. E0-2014-0189 KCP&LIOMO witness Darrin Jves stated that 

"[c]ustomer information is transfetTed to Allconnect by KCP&L and OMO in a manner that the 

Company believes is consistent with section [4 CSR 240-20.015(2)(C)] of the affiliate 

31 See Attachment 6, paragraph at the bottom of page 3 and pages 4-5. 
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transaction rule."32 Mr. lves provided as the basis for the preceding statement the following 

rationale: 

Since before the affiliate transactions rule was enacted and continuing after 

enactment, the Company has been providing customer information to non­
affiliated entities. such as bill collectors, in furtherance of providing regulated 

service offerings. The Company fully expects that many other utility companies 
in the state are similarly situated. The Company is unaware of any utility 

company in Missouri seeking approval of the Commission under the affiliate 
transactions rule to provide customer information to non-affiliated entities under 

such circumstances. Because of this past practice, the Company believes that 
under a common sense reading of the affiliate transactions rule[s], the limited 

customer information provided to Allconnect for regulated purposes does not 
violate the affiliated transactions rule. Furthennore, only after the customer 

consents to engage in transactions with Allconnect does Allconnect make use of 
the customer's information for non-regulated purposes.l3 

In its April 25,2014, Staff Motion For Investigation And Opening Of File No. For That Purpose, 

Staff itself noted the unintentional omission that it had not raised in the past the question that 

utilities should seek Commission authorization prior to transferring customer information to bad 

debts/accounts receivables companies for collection. Those calls relate to a prior or existing 

utility matter, they are not in the nature of the transfer of utility customers to a non-regulated 

third-party for the purpose of solicitation for future matters. Commission Rule 4 CSR 240-

20.0 15(2)(C) seems to apply to the transfer of utility customer information to bad debts/accounts 

receivables companies, so this is a matter that Staff \Vould appear to need to address with each 

utility under the Commission's jurisdiction. 

Proceeding with Mr. lves' response to Staff DR No. 24 in File No. E0-2014-0189, 

presumably the regulated purpose that Mr. Ives is assetiing that Allconnect is making use of the 

customer information for is to check the accuracy of the information taken down by the 

KCP&LIGMO customer representative and providing the order number/confirmation number to 

the KCP&LIGMO customer. If providing the order number/confirmation number to the 

KCP&L/GMO customer is patt of the regulated purpose of the call, why is it that the 

KCP&L/GMO customer representative does not provide the confirmation number to the 

32 File No. E0-2014-0!89 Company DR Response No. 24; File No. E0-2014-0189, Surrebuttal Testimony ofDarrin 
R. lves, p. 8, lines 4-6 (7/!5/14). 

" File No. E0-20 14-0 189 Company DR Response No. 24. 
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KCP&L/GMO customer? The reason is to keep the KCP&LIGMO customer on the call for the 

Allconnect solicitation. Staff is not aware of any utilities regulated by this Commission other 

than KCP&LIGMO that apparently believe they have such poor internal quality control 

regarding the intake of customer information that they must seck help from a third party 

** ----------------------------------------------

** ------------------------------------------------------

** ---------------------------------------------

34 File No. EW-2013-0011 Company DR Response No. 71, Allconnect Direct Transfer Service Agreement, p. 1, 
"Definitions" section, p. 1. 

"Ibid, at 2. 
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** 37 

KCP&L/GMO'S TRANSFER OF CUSTOMER INFORMATION TO ALLCONNECT 
WITHOUT COMMISSION AUTHORIZATION VIOLATES SECTION 393.190.1 RSMo 
2000 

Customer information transferred from KCP&L!GMO to Allconnect is part of 

KCP&LIGMO's works or system necessary or useful in the perfonnance of KCP&LIGMO's 

duties to the public. Under the Allconnect Direct Transfer Service Agreement, Allconnect 

agreed to pay to KCP&L!GMO ** __ ** per transferred customer call. In addition to 

transferring the phone call, the KCP&LIGMO customer representative is to transfer to the 

Allconnect customer representative the following customer data according to the Allconnect 

Direct Transfer Service Agreement: name, service address, email address, KCP&L service 

commencement date, and Unique Customer ldentifier.38 Under Section 393.190.1 RSMo 2000, 

36 ** 

•• 
37 File No. E\V-2013-0011 Company DR Response No. 71, Allconnect Direct Transfer Service Agreement, p. 13. 

" File No. EW -2013-00 ll Company DR Response No. 71, All connect Direct Transfer Service Agreement, p. l, 

Definitions, Customer Data. 
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KCP&LIGMO should have first obtained the Commission's authorization before engaging in 

the Allconnect Direct Transfer Service Agreement, (See Attachment 6, page 7.) Pursuant to 

Section 393.190.1 RSMo. 2000, in part: 

No gas corporation, electrical corporation, water corporation or sewer 
corporation shall hereafter sell, assign, lease, tmnsfer, mortgage or 
otherwise dispose of or encumber the whole or any part of its franchise, 
works or system, necessary or useful in the performance of its duties to the 
public, nor by any means, direct or indirect, merge or consolidate such 
works or system, or franchises, or any part thereof, with any other 
corporation, person or public utility, without having tlrst secured from the 
commission an order authorizing it so to do. Every such sale, assignment, 
lease, transfer, mortgage, disposition, encumbrance, merger or 
consolidation made other than in accordance with the order of the 
commission authorizing same shall be void .... 

KCP&L'S UTILIZATION OF ALLCONNECT, INC. 

The Company has indicated it has several motivations to contract with Allconnect 

respecting calls of new and moving electric customers. In response to Staff informal DR No. 7 

that was sent to KCP&LIGMO on May 6, 2013, KCP&LIGMO indicated that its rationale for 

engaging the services of Allconnect was to increase customer satisfaction, margin opportunities 

and sales channels for other utility products. 

In addition to a sum of ** --- ** as a contribution for KCP&LIGMO's training 

costs and other operation and maintenance implementation expenses, the Allconnect Direct 

Transfer Service Agreement (Attachment 2) indicates it will pay to KCP&LIGMO, ** __ ** 
for every transferred customer cali.39 The "no customer consent" model that KCP&L uses to 

tmnsfer calls to Allconnect maximizes the revenue corning to KCP&LIGMO as all new and 

moving residential customers are transferred to Allconnect and KCP&LIGMO are paid for every 

transferred call, whether or not the customer purchases Allconnect services. Also, 

KCP&LIGMO receive from Allconnect ** ------------------

39 File No. EW -2013-00 II Company DR Response No. 71, Allconncct Direct Transfer Service Agreement, 
Exhibit B- Fees to KCP&L, and First Amendment To Allconnect Direct Transfer Service Agreement. 
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~ ** 
KCP&LIGMO do not record the ** __ ** per transferred call revenue as a reduction 

to its regulated costs to serve its customers. This revenue is recorded outside KCP&LIGMO's 

regulated costs to serve its customers and provides no value to its regulated operations for the 

customer information transferred to Allconncct. In other words, revenue generated solely by the 

regulated utility and its regulated electric customers does not benefit the regulated utility. 

The number of KCP&LIGMO new and transferred customer calls to Allconnect from 

June 18,2013, to March 2014* is: 

June July Aug 

2013 2013 2013 

** 

Sept 

2013 

Oct 

2013 

Nov 

2013 

*Numbers includes Missouri and Kansas customer calls. 

Dec 

2013 

Jan 

2014 

"CONFIRMATION MODEL" VERSUS "TRANSFER MODEL" 

Feb 

2014 

March 

2014 

As expressed previously, there are two types of call-transfer models that KCP&LIGMO 

could utilize to transfer customer calls to Allconnect. These models are known as the "transfer 

model" and "confinnation model." KCP&LIGMO uses the confinnation model which it stated is 

"designed to maximize the number of customers that take advantage of the program with 

minimal talk time to the utility company .... savings offers are given to the customer even if 

they don't make home service purchases."41 The Company also indicated that it believes this 

model has a greater impact on the overall customer satisfaction improvement for the utility as it 

allows Allconnect to speak with more customers. The Company related that the transfer model 

puts more of the effort on the utility agent to explain the details of the All connect program and 

40 ** -------------------------------------------------
--------,------::-c----- **Ibid, at First Amendment To Allconnect Direct Transfer Service 
Agreement, Tenns And Conditions, paragraph l,last sentence. 

"File No. EW-2013-0011 Company DR Response No. 12. 
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have a discussion with the customers on their desire to take advantage of additional home 

services through Allconnect. KCP&LIGI'v!O stated "[t]his model allows Allconnect to speak 

with fewer customers. It has a good impact on customer service, but the transfer rate to 

Allconnect is lower and we help fewer customers."42 Further, in a meeting occurring on July 17, 

2014, among Allconnect, KCP&LIGMO, Staff and the Office of the Public Counsel ("OPC"), 

the Company indicated that fewer customers would allow their calls to be transferred to 

Allconnect if their consent was required than if not. 

The Company has indicated that by allowing Allconnect to speak with more of its 

customers, the confirmation model provides greater impact on overall customer satisfaction 

improvement. KCP&LIGMO reported to Staff that its surveying showed that 42% of 

KCP&LIGMO customers said that their experience with the Allconnect customer representative 

did not impact their opinion of KCP&L overall and 14% of KCP&LIGMO customers stated that 

their contact with the Allconnect customer representative actually negatively impacted their 

opinion of KCP&L overall.43 Company executives stated to Staff in the aforementioned July 17, 

2014, meeting with Allconnect, Company, OPC, and Staff that KCP&LIGMO was not satisfied 

with a percentage of even 12% of customers having a negative perception of KCP&L based upon 

their contact with an Allconnect customer representative. 

In Staffs opinion, a significant over-arching motivation lor not permitting KCP&L and 

GMO customers the option of providing their consent prior to being transfemd to Allconnect is 

financially motivated to increase revenues provided to its owning holding company, Great Plains 

Energy ("GPE"). Staff is aware that KCP&L and GMO charge their customers rates that.include 

all the costs necessary to provide their customers the ability to complete a new or transfer of 

service request. KCP&L and GMO customers are paying rates that provide for confirmation and 

affirmation of service requests of new and moving customers in their initial call without the 

delay and marketing activities inherent in the Allconnect transfer. The primary purpose of the 

call transfer is to subject customers new to the service territory and customers moving to a 

different address within the service territory to a designated third-party sales company 

(AIIconnect) offering services the utility customers may or may not want or need at terms that 

may be less attractive than if the customer contacted the actual service providing entity directly. 

"Ibid. 
43 File No. E0-20 14-0306 Company DR Response No. 47. 
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The Company's financial motivation to engage with Allconnect by using the 

"confirmation" or ''no customer consent" model is evident in a presentation made at a KCP&L 

Senior Leadership Team Meeting on January 19, 2013. The hardcopy of the presentation is 

weighted with the financial oppottunities it indicates Allconnect presents to KCP&L/GMO's 

non-regulated operations with much less mention of its risks to or satisfaction of regulated 

customers. The primary focus of the presentation addresses "Financial and Regulatory 

Implications" including a projection of positive non-regulated revenue and earnings impact.44 

The Allconnect Program- Senior Leadership Team Meeting- January 19, 2013, presentation is 

presented in this Report in Attachment 3. 

KCP&L previously used the transfer model, which requires customers consent prior to 

their call being transferred to Allconnect, from 2005 to 2007. KCP&L characterized this prior 

relationship with Allconnect as "unsuccessful." KCP&L indicates customers made inquiries of 

KCP&L call center representatives regarding Allconnect and its service providers that 

representatives could not answer prior to customer calls being transferred to Allconnect. Such 

customer inquiries caused call times to be "elongated."45 Such dissatisfaction with the prior 

transfer model was identified in the January 19, 2013, Senior Leadership Team Meeting and 

indicated on pages 4 and 5 of the hardcopy presentation. The Company also responded that there 

were complaints about overly-aggressive Allconnect sales people and the company had 

experienced issues when customers did not receive gift cards promised from Allconnect. 46 

KCP&L/GMO CUSTOMERS' PURCHASES OF ALLCONNECT SERVICES 

The Staff reviewed the "conversion" rates on Allconnect monthly activity repotis that it 

provides to KCP&L. The conversion rates are defined as the percent of customers who bought at 

least one product (home phone, internet, television, and/or home-security) from All connect. For 

the same ten-month period presented earlier in this repott (June 2013- March 2014), Staff found 

a range of percentages of which customers bought at least one Allconnect service from the low 

of 32.3% to the high of 34.3%, meaning 65.7% to 67.6% of KCP&LIGMO customers who were 

told they were being transferred in order to receive their confirmation number and/or have their 

44 File No. EW-20 13-0011 Company DR Response No. 45. 
45 File No. E\V-20 13-0011 Company DR Response No. 13. 
46 File No. E0-2014-0306 Company DR Response No. 54. 
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service information contlrmed and to be assisted with other services, did not buy the other 

services with which they were to be assisted. Not only are KCP&L/GMO customers placed in a 

situation where they believe they "must" be transferred in order to receive a confirmation 

number and verification of the information they just provided, they are exposed without their 

consent, and in some cases unexpectedly, to solicitation for the purchase of products and services 

they may or may not want, at prices that may or may not be the best or most competitive price 

available, and ultimately and overwhelmingly they do not buy. 

CUSTOMER SATISFACTION AND DISSATISFACTION WITH ALLCONNECT -
COMMISSION RULE 4 CSR 240-13.040(2)(A) 

KCP&L/GMO have indicated that increasing customer satisfaction was an important 

consideration in its decision to contract with Allconnect using the confirmation model instead of 

the transfer model.47 Staff has sought to understand how KCP&LIGMO and Allconnect 

determine and measure the satisfaction of KCP&LIGMO customers after their calls have been 

transferred to Allconnect without requesting their consent. 

There are ** _ ** survey processes used to measure customer satisfaction with the 

Allconnect transfer process and each is conducted independently of the other. One survey 

process includes Allconnect submitting customer e-mail addresses to a surveying entity called 

**------ ** ** ______ **then sends a survey by e-mail to all customers that 

provided an e-mail address, separated between buyers and non-buyers from Allconnect. 

Reports to KCP&L/GMO from Allconnect indicate that Allconnect receives e-mail addresses 

from approximately** ____ _ **of the KCP&LIGMO customers and from that percentage 

receives back answered surveys from approximately ** ___ _ ** Allconnect indicated 

that typically the respondents are ** _ ** from individuals who purchased a service and 

** ** from individuals who did not purchase a service.48 While some customers may not 

have an e-mail address to provide, undoubtedly some may have an e-mail address but do not 

want to provide it possibly because they do not want to be sent sales material electronically: 

47 Company Infomml Information Request Response to Question No.7 and File No. E\V-2013-0011 Company 
DR Response No. 13. 
48 File No. E\V-2013-0011 Company DR Response No. 53. 
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If I have to send my e-mail to KCP&L or Missouri Gas or something that's fine 
but I don't want Home Depot and U-Haul and all these people getting my e-mail. 
(Sec Attachment 4, the** ** transcript) 

** 

** The last metric is 

of particular interest and concern to Staff as the survey question from Allconnect to measure this 

factor is skewed in favor of favorable responses.
49 ** --------------

• 
• 
• 
• 

* * Data obtained from the question above is used to 

provide KCP&L/GMO affirmation that its customers have an improved perception of 

KCP&L/GMO because of Allconnect. A response or "score" relating to any of the top three 

bullets is "positive" feedback to KCP&LIGMO. The very wording of the question itself makes it 

a leading question. "How much did this improve your impression/perception of your 

utility provider?" All connect and KCP&L/GMO have evety incentive to portray customers 

49 File No E\V-2013-0011 Company DR Response No. 75. 
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as having an improved perception of the utility in order to ensure the All connect "confirmation 

model"- KCP&LIGMO relationship is legitimized. 

Staff recently learned50 that KCP&LIGMO have its own customer survey process that 

attempts to determine whether customers perceive the Allconnect transfer to be a positive or 

negative experience. KCP&LIGMO representatives have indicated that the survey was 

developed by a company called "Radius." Radius survey results concluded 14% of 

KCP&LIGMO customers found the Allconnect transfer to be a ''negative" experience and 

KCP&LIGMO verbally indicated that it was not satisfied or comfortable with this finding. 51 

Staff also questions other aspects of the quatterly "score card" reporting provided to 

KCP&LIGMO from Allconnect. One of the most signitlcant areas of Staffs concern ts 

Allconnect's repott to KCP&LIGMO that there have not been any, to date, ''Allconnect Pushy 

Representatives or Bad Call Experiences." Escalated complaint records reviewed by Staff 

documented numerous statements from customers specifically indicating "pushy" Allconnect 

sales personnel behavior. Staff has listened to numerous Allconnect customer representative 

calls where "pushy" presentations, proposals or offers were heard. Allconnect customer 

representatives are trained and scored on their ability to "rebut" customer objections52 which 

clearly means "no does not mean no" for Allconncct customer representatives. Attachment 5 

provides two customer e-mails to KCP&LIGMO indicating "pushy" behavior on the part of 

Allconnect customer representatives. Staffs finding that Allconnect's evaluation of its own 

performance reported to KCP&LIGMO is questionable and inaccurate leads Staff to conclude 

KCP&LIGMO should not rely upon the information Allconnect is providing KCP&LIGMO 

regarding KCP&LIGMO's regulated customers. 

A customer can call or e-mail KCP&LIGMO or Allconnect directly with a 

complaint/escalation or inquiry regarding the Allconnect portion of a service connection phone 

call. When KCP&LIGMO receives a contact by phone or e-mail from a customer regarding the 

Allconnect portion of a service connection phone call, a summary is e-mailed to KCP&LIGMO's 

Escalations Team. As part of the customer escalation/complaint process, the KCP&LIGMO 

50 July 17, 2014 Meeting involving KCP&LIGMO, Allconnect, OPC and Staff at KCP&LIGMO's Kansas City 
Headquarters, File No. E0-2014-0306 Company DR Response No. 47 VOC Study. 
51 File No. E0-2014-0306 Company DR Response No. 47. 
52 File No. EW -2013-00 ll Company DR Response No. 29, "The New QA Guideline 20 12." 
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Escalations Team listens to the KCP&LIGMO side of the calL verifies that customer data was 

transferred and determines the date and time of the calL The data is entered into an Escalations 

Form and then sent to Allconnect via e-maiL An e-mail receipt is sent to KCP&LIGMO from 

Allconnect within four business hours. 

The escalation is then researched by a Resolution Specialist at Allconnect which includes 

reviewing the Allconnect customer representative side of the call, product order, system 

information, etc. Allconnect contacts the KCP&LIGMO customer with a resolution/apology; if 

unable to reach the KCP&LIGMO customer, Allconnect leaves a message. Allconnect 

completes the Escalation Complaint fmm with findings, root cause, resolution and customer 

contact information. Allconnect replies to KCP&LIGMO with the completed Escalation Form 

within 48 business hours of receipt.53 KCP&LIGMO leaves the great majority of the 

investigation and resolution of the complainVescalation or inquiry to Allconnect. 

Even the Customer Complaint Data form verifies KCP&L's limited assumed 

responsibility to investigate complaints respecting Allconnect. KCP&L verbally communicated 

to the StatT that it does not audit Allconnect including the resolutions or root causes assigned by 

Allconnect regarding its investigation of customer complaints. KCP&L is responsible for the 

entry of the customer's name, address, date of rep011, issue I complaint details while Allconnect 

is responsible for the actual complaint investigation: the findings, the root cause, the resolution 

and the important follow-up customer contact." The Staff believes that KCP&LIGMO under 

Commission Rule 4 CSR 240-l3.040(2)(A) solely bares the responsibility for investigating the 

complaints made by its regulated electric customers. KCP&LIGMO's "hand-off' of its 

customers' complaints to Allconnect is a practice that is of significant concern to the Staff. 

Customer complaint data including complaint numbers must be reviewed with the 

understanding that the absence or low number of customer complaints may not be indicative of 

overall customer satisfaction. Much authoritative documentation exists that concludes many 

dissatisfied customers will not complain. Some statistics indicate that for evety one customer 

who expresses a complaint 26 others share the complaint but do not voice their concern. 55 The 

53 File No. EW-2013·0011 Company DR Response No. 17. 
54 File No. E0-2014-0306 Company DR Response No. 26. 
55 Book: "A Complaint is a Gift," Authors: Janelle Barlow and Claus Miller, Second Edition (1996), pg. 100. 
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Missouri Public Service Commission Consumer Services Department has received one KCP&L 

customer complaint regarding Allconnect, and that has occurred recently. 

KCP&L/GMO'S REVIEW OF OTHER UTILITIES USING ALLCONNECT 

KCP&LIGMO referenced in its August 15, 2013 presentation to Staff at page 2 that one 

of two factors in the decision to move forward with its relationship with Allconnect was "current 

utility partners were "very satisfied with partnership." 

KCP&LIGMO's "research performed" included experiences of other utilities; Ameren 

Missouri, Xcel Energy and NIPSC0.56 On November 14, 16, and 19, 2012, the Company 

contacted AmerenUE, NIPSCO and X eel Energy.57 On October 2, 2012, one month prior to the 

research performed by KCP&L, Dwight Scruggs with Allconnect corresponded with KCP&L, 

via email, discussing the target launch date of March/April 2013 as well as sending KCP&L the 

updated agreement by October 19,2012.58 

AmerenUE originally used the confirmation model, later switching to the transfer model. 

At the time of the August 15, 2013, presentation to Staft~ Ameren Missouri had discontinued its 

relationship with Allconnect. 

Staff spoke with Ameren Missouri representatives on at least two occasions regarding its 

relationship with Allconnect including conversations on May 6, 2013, and August 28, 2014. 

AmerenUE began using Allconnect in the 2004 time period and members of the Staff had been 

informed at that time of Allconnect's relationship with AmerenUE. Staff did not contemplate 

the potential ramifications to customer service quality to pursue an investigation at that time. 

WASHINGTON UTILITIES AND TRANSPORTATION COMMISSION'S STAFF 
COMPLAINT AGAINST PUGET SOUND ENERGY 

During Staff's review of the Allconnect program with GPES and KCP&LIGMO, Puget 

Sound Energy ("PSE") in Washington State ("Washington") was noted as having had a 

partnership with Allconnect to an extent similar to the Allconnect Direct Transfer Service 

50 Company's Response to lnfonnal Inquiry sent by StatTMay 6, 2014. 
57 File No. E\V-2013-0011 Company DR Response No. 47. 

"File No. E\V-2013-001 I Company DR Response Nos. 45, 46, and 47A. 
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Agreement, Allconnect paid PSE for the number of customers transferred, how many signed on 

for new services, and how much Allconnect made. 

The Washington Utilities and Transpottation Commission (Washington Commission) in 

September 2001 adopted electric and gas rules protecting customers from the release of 

information, The rules became effective in October 200 I and PSE began its program with 

Allconnect in November 2001, PSE actively participated in the rulemaking proceeding that 

resulted in these two disclosure of information rules. WAC 480-100-153 provides, in part, that: 

( 1) An electric utility may not disclose or sell private consumer information with 
or to its affiliates, subsidiaries, or any other third party for the purposes of 
marketing services or product offerings to a customer who does not already 
subscribe to that service or product, unless the utility has first obtained the 
customer's written or electronic permission to do so. 

(2) Private consumer information includes the customer's name, address, 
telephone number, and any other personally identifying information, as well as 
information related to the quantity, technical configuration, type, destination, and 
amount of use of service or products subscribed to by a customer of a regulated 
utility that is available to the utility solely by virtue of the customer-utility 
relationship. 

Under the PSE program called "PSE Connections," when a new or change of service customer 

called PSE to establish or change service, PSE would process the request and then possibly 

transfer the call to Allconnect to (a) confitm the service order and the information the customer 

provided to PSE and (b) market the services of third-patty providers to the customer. Depending 

on the customer's response to PSE's script option, PSE would or would not electronically 

transfer the customer and the customer's name, address, service start date, and a product order 

number to Allconnect From 2001 to October, 2005 under all three PSE script options, PSE 

customers were able to opt out before their calls were transferred to Allconnect However, in 

October 2005, PSE changed the scripts and only one script allowed the customer to decline the 

service confirmation orally on the calL Thus, beginning in October 2005, in all but one of the 

scripts, customers were told they were being transferred to "confirm your service,'' Still none of 

the scripts asked for oral or written permission to transfer the customer's name, address, service 

start date, and a product order number to an Allconnect data base. With the introduction of the 

new scripts in October 2005, the number of PSE customer calls transferred per month, doubled 

and in some months tripled compared to the comparable month the prior year. 
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The Washington Commission Staff began investigating the PSE-Ailconnect program in 

March 2006 and PSE suspended the program pending completion of the investigation. PSE, the 

Washington Commission Stan: and OPC entered into a Settlement Agreement in December 

2006, which is Appendix A to the Washington Commission's January 22, 2007, Order Accepting 

Seltlement Agreement Subject To Condition in Docket U-061239, Order 02, which Settlement 

Agreement states, in part, in 'll'lll5, 16, 17, 22, and 23 at pages 3-4: 

PSE admits to violating WAC 480-90-153 or WAC 480-100-153 a total of65,260 
times, representing the number of customer calls transferred during the operation 
of the PSE Connections program from November 200 l to March 2006. 

The Patties agree that PSE will pay a penalty totaling $900,000 .... 

Furthermore, PSE agrees to donate an additional $95,000 
Home Fund .... 

* • * 

. to PSE's Warm 

* 
PSE agrees that it will not seek recovety through rates of the penalties, donations, 
or other costs paid pursuant to any provision of this Agreement. 

Finally, PSE agrees to permanently discontinue the PSE Connections program. 

The Washington Commission stated, in patt, in 'll'il 32, 33, and 35 at page 8 of its Order 

Accepting Seltlement Agreement Su~iect To Condition as follows: 

Here we conclude that PSE intentionally violated the rule as part of a corporate 
decision to sell its customers' private information for financial gain . 

. . . There is no factual dispute that that the Company was aware this promotion 
was wrong and violated the recently-adopted rules. However, Commission Staff 
notes, PSE's actions are mitigated, "by the fact that PSE voluntarily suspended 
the PSE Connections program as soon as Staff contacted the company to request 
infonnation on the program." [Footnote omitted]. 

* * * * 
... We particularly consider PSE's cooperation and its willingness to accept a 
substantial penalty as factors favoring the settlement. 

STAFF'S FINDINGS, CONCLUSIONS AND RECOMMENDATIONS 

• KCP&LIGMO withholds from new KCP&LIGMO customers and existing 
KCP&LIGMO customers moving within the KCP&LIGMO service territory their 
confitmation number respecting the initiation of service at the new address in 
order to transfer customer calls to an Allconnect, Inc. customer representative; 
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KCP&LIGMO is paid ** __ ** for every call transferred. Customers are 
instructed that their calls "will be transfen-ed'' to Allconnect "to verify the 
accuracy of their order" or for verification of their customer information and to be 
provided a confirmation number. Customers are provided no indication that they 
have the option to or may decline such transfer and scant identification of who 
they are being transferred to. Customers hear a recorded message: "Your 
information is processing, please hold for your confirmation. Your call may be 
recorded for quality purposes."" 

• The "forced" transfer of customer calls is detrimental to the regulated 
utility service such customers are entitled to receive, for which they pay 
and for which they can obtain from no other electric utility provider. 
KCP&LIGMO practices do not promote the public interest nor protect 
those customers using electricity from unwanted marketing activities, 
transfer of their customer data and "selling" of their unique and fortuitous 
circumstances of relocation. Relevant statutory sections include: 

• Pursuant to Section 393.140(2) RSMo. 2000, the Commission shall 
examine or investigate the methods employed by persons or corporations 
manufactming, distributing and supplying electricity for light, heat or 
power and in transmitting the same and has power to order such 
reasonable improvements as will best promote the public interest, preserve 
the public health, and protect those using such electricity system and those 
employed in the manufacture and distribution thereof, and have power to 
order reasonable improvements and extensions of the works, wires, poles, 
pipes, lines, conduits, ducts and other reasonable devices, apparatus and 
property of electrical corporations. Section 393.270.2 RSMo. 2000 
provides, in part, that after a hearing and after such investigation as shall 
have been made by the Commission or its officers, agents, examiners or 
inspectors, the Commission within lawful limits may order such 
improvement in the manufacture, transmission or supply of electricity, or 
in the methods employed by such persons or corporation as will in the 
Commission's judgment be adequate, just and reasonable, 

• Pursuant to Section 393.140(1) RSMo. 2000, the Commission shall have 
general supervision of all electrical corporations for the purpose of having 
authority under any special or general law or under any chmter or 
franchise to lay down, erect or maintain wires, pipes, conduits, ducts or 
other fixtures in, over or under the streets, highways and public places of 
any municipality, for the purpose of furnishing or transmitting electricity 
for light, heat or power, or maintaining underground conduits or ducts for 

59 File No. E0-2014-0306 Data Request (DR) Responses Nos. 50 and 51, the KCP&LIGMO calls provided to Staff 
on CD, scripted recording to KCP&L/GMO customers while holding for transfer to Allconnect, after KCP&L 
service representative left the line. 
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electrical conductors, and all electric plants. owned. leased or operated by 
any electrical corporation. 

• Pursuant to Section 386.040 RSMo. 2000. the Commission is vested and 
possessed of the powers and duties in this chapter60 specified, and also all 
powers necessary or proper to carry out fully and effectually all the 
purposes of this chapter. Section 386.250(7) RSMo. 2000 provides that 
the jurisdiction, supervision, powers and duties of the Commission shall 
extend under this chapter to such other and further extent, and to all such 
other and additional matters and things, and in such further respects as 
may herein appear, either expressly or impliedly. 

• KCP&LIGMO withholds important information (confirmation number) from 
theil· customers such that they are being transferred to a non-regulated third-party 
marketing company (Ailconnect) that will attempt to sell them non-regulated 
services. The non-regulated, non-utility services that are promoted to 
KCP&LIGMO customers may or may not be in the customer's best interest. 

• KCP&LIGMO instructs customers that they need to hold for the transfer in order 
to complete their service request, to possibly avoid delays in service, and receive 
contirmation and/or "proof' that they will receive the regulated electric utility 
service they are requesting. KCP&L's web-site fut1her refers to Allconnect as 
"KCP&L's Allconnect" with the implication that Allconnect is an "extension" of 
the Company (See Attachment l ). 

• 2% of all confirmation numbers generated by KCP&LIGMO fail to transfer to 
Allconnect at the time the corresponding customer calls are transferred, resulting 
in those 2% of KCP&LIGMO customers being unable to be provided with a 
confirmation number. Receipt of such confirmation is the very reason KCP&L 
tells customers their call will be transferred to Allconnect. The total percentage of 
customers failing to receive a confirmation number is higher than 2% but 
unquantified by either KCP&L or Allconnect.61 

• (2% of** **customers transferred to Allconnect between June 2013 
and March 2014 is ** __ ** [which includes Missouri and Kansas 
customers) and of which the total number of customers not receiving 
confirmation is greater.) 

• KCP&LIGMO are transferring service quality responsibilities to Allconnect 
which, by Commission Rule 4 CSR 240-l3.040(2)(A), KCP&LIGMO are 
required to provide: 

60 Reference to "chapter'' is taken from RSMo. 1939 and includes all of Chapter 386, Sections 393.110 to 393.290, 
and portions of Chapters 387, 389, 390, 391 and 392. 
61 File No E0-2014-0306 Company DR Response Nos. 34 and 48. 
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At all times during normal business hours qualified personnel shall be 
available and prepared to receive and respond to all customer inquiries, 
service requests, safety concerns and complaints. 

• Customer information, customer identification number, customer name. service 
address, service commencement date, and service confirmation number.62 is 
transferred, without customers' consent and as indicated later is a direct violation 
of Commission Rule 4CSR 240-20.015 Affiliate Transactions paragraph (2)(C). 
Besides the information transferred by KCP&LIGMO to Allconnect without the 
customers' consent the Allconnect representative attempts to obtain additional 
information from the KCP&LIGMO customer. 

62 Beside the Allconnect Direct Transfer Service Agreement setting out in its "Definitions" section what customer 
data is to be transferred from KCP&LIGMO to Allconncct, and a KCP&LIGMO handout at a presentation in 2013 
identifying this infonnation, KCP&LIGMO identified this information in response to different Staff Data Requests 
in different contexts in different cases. The Staff has not received a consistent response although the customer data 
transfen·ed appears to be consistent. The Allconnect Direct Transfer Service Agreement, executed 5/6/2013, page I, 
defines ~·customer Data" as "the Transferred Customer's data transferred by KCP&L to Allconnect, which will 
include name, sen-rice address, email address, KCP&L service commencement date, and Unique Customer 
Identifier." Apparently, the KCP&LIGMO customer representative does not transfer an e-mail address to 
Allconnect, but the Allconnect representative does attempt to obtain an e-mail address from the new or moving 
KCP&LIGMO customer. In response to Staff Data Request No. lin File No. EW-2013-0011, asking for a copy of 
all Allconnect script(s) that Allconnect customer representatives have used and are currently using when 
KCP&LIGMO customers are transferred to them by KCP&LIGMO customer representatives, KCP&LIGMO 
responded with multiple Allconnect computer screen shots containing the Allconnect script and showing, the 
customer identification num.ber, customer order number, customer name, service address, and start service date. Jn 
response to Staff Data Request No.2 in File No. EW-2013-0011, asking for a computer screen shot of the customer 
inlormation which KCP&LIGMO provides to Allconnect, KCP&LIGMO responded that the information which 
goes from KCP&L/G.MO to Allconnect is customer name. address, electric start date and customer number identifier 
for continuation. ln response to Staff Data Request No. 17 in File No. E0-20 14-0306, which asked please provide a 
list of each specific item of customer data transferred to Allconnect as presented in the KCP&UGMO response to 
Staff Data Request No. 53 in E\V -20 13-00 ll, KCP&L-GMO responded as follows: Service Order ID; First_ name; 
Last_ Name; Service _address; Street_Iine I; Street_line2; City_ Name; State_ Code; Zip Code; 
Best_ Contact_ Number; Requested_ Start_ Date. Staff Data Request No. 3.0, in File No. E0-20 14-0189, as followed 
up by Staff Data Request No. 3.1, asked, in part, what specific information by type/category does KCP&LIGMO 
provide to Allconnect. KCP&L/GMO responded: 11The following listing includes the customer information that is 
provided to AIICormect: Service Order ID, First_name, Last_name, Service_address, Street_ Line I, Street_ Line 2, 
City_ Name, State_ Code, Zip_ Code, Best_ Contact_Number, Requested_ Start_ Date, Specialist_ID, and Account 
Number." Apparently, the KCP&LIGMO customer representative docs not transfer a Best Contact Number. The 
handout distributed by KCP&L representatives at the August 15, 2013 KCP&L presentation to Staff at the 
Commission's offices in Jefferson City shows, at page 3, as follows regarding the information that goes from 
KCP&LIGMO to Allconnect: Customer Data: Turn On via phone - Elements sent to Allconnect: Account number, 
customer nrune, service address, start date of service, CSR ID and service order ill~ 

"Customer information" in some contexts is referred to as "personally identifiable information" and the scope of the 
infonnation covered depends upon the value, sensitivity, confidentiality, privilege, etc. of the information or 
individuals involved. In Missouri, "personal information," under Section 407.1500.1(9) Cum.Supp. 2013 includes 
an individual's first name and or first initial and last name in combination with any one or more of the following 
data elements: social security number, driver's license number, numbers that would pcnnit access to an individual's 
financial account, medical information, or health insurance infom1ation. 
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• Customer information transferred from KCP&L/GMO to Allconnect is part of 
KCP&LIGMO's works or system necessary or useful in the performance of 
KCP&LIGMO's duties to the public. Therefore, under Section 393.190.1 RSMo. 
2000, KCP&LIGMO should have first obtained the Commission's authorization 
before engaging in the AI !connect Direct Transfer Service Agreement. 

• Pursuant to Section 393.190.1 RSMo. 2000, no gas corporation, electrical 
corporation, water corporation or sewer corporation shall hereafter sell, 
assign, lease, transfer, mortgage or otherwise dispose of or encumber the 
whole or any part of its franchise, works or system, necessary or useful in 
the performance of its duties to the public, nor by any means, direct or 
indirect, merge or consolidate such works or system. or franchises, or any 
part thereof~ with any other corporation, person or public utility, without 
having first secured from the commission an order authorizing it so to do. 
Every such sale, assignment, lease, transfer, mortgage, disposition, 
encumbrance, merger or consolidation made other than in accordance with 
the order of the commission authorizing same shall be void .... 

• Allconnect employees provide transfened KCP&L/GMO customer infonnation 
with additional non-regulated third-party service providers such as The Home 
Depot, Inc., ("Home Depot"). A recent breach in Home Depot's customer 
information, which would not have directly involved the KCP&L/GMO 
information, raises additional concerns regarding the protection afforded 
transferred customer information. 

• KCP&L/GMO's control over protecting customer data ends with the transfer of 
the regulated customer call to Allconnect at which time the regulated customer 
becomes a joint customer of Allconnect and KCP&LIGMO without the 
customers' knowledge or consent.63 Once a regulated customer becomes a joint 
customer that customer falls under the tenns and conditions of Allconnect' s 
Privacy Policy. 

• Customers are unnecessarily and without their consent, exposed to sales, 
marketing, and solicitation practices with a non-regulated third-party marketing 
company as well as non-regulated service provider clients of that company, such 
as Home Depot. Some customers have complained having received unwanted 
solicitations from other providers by e-mail requesting customers to buy 
additional services after being transferred to Allconnect.64 

• Allconnect does not and cannot offer customers a complete list of servtce 
providers for the home services it is offering.65 

" File No. EW -2013-00 II, page 4, section 6.1 of All connect Direct Transfer Service Agreement, Company DR 
Response No. 71. 
64 File No. E\V-2013-0011 Company DR Response No. 87, specifically customers •• ___ **and** 
65 File No E0-20 14-0306 Company DR Response No. 32. 
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• Allconnect representatives are trained and evaluated on their ability to ''rebut'' 
customer objections to Allconnect representatives' sales pitch66 "No" expressed 
by KCP&LIGMO customers does not mean "no" for Allconnect representatives. 

• KCP&LIGMO do not take "ownership and responsibility" for investigating and 
handling complaints ti·om its customers regarding difficulties they experience 
with Allconnect.67 

• Allconnect performance "Scorecards" regarding customer experience present 
inaccurate and/or distorted conclusions regarding documented customer 
complaints of "pushy" or "aggressive" Allconnect sales personnel. Specific 
customer examples include call recordings and e-mail communication by 

** ** and ** **68 

• KCP&LIGMO have not effectively monitored the performance of Allconnect's 
interactions with KCP&LIGMO's customers; KCP&LIGMO do not maintain 
control of services that KCP&LIGMO are responsible for and are paid to provide 
through customer rates.69 KCI'&LIGMO are not ultimately following-up with 
their own customers and are instead defetTing to Allconnect to resolve customer 
complaints. 

• In response to a survey, 14% of KCP&LIGMO customers state that their 
experience with Allconnect negatively impacted their opinion of KCP&LIGMO 
overall70 The Company verbally indicated to Staff that it was not satisfied with 
such a rate of negative customer perceptions of the Company's non-regulated 
business relationship with Allconnect.71 (42% of those surveyed indicated that 
their experience with the Allconnect Agent did not impact their opinion of 
KCI'&L overall and 43% of the KCP&LIGMO customers surveyed indicated that 
the Allconnect experience positively influenced their opinion of KCP&L/GMO 
overall. I% did not know how their experience with Allconnect impacted their 
perception ofKCP&LIGM0).72 

66 file No. EW-2013-0011 Company DR Response No. 29, page 5 of the "New QA Guideline 2012." 
67 File No. E0-20 14-0306 Company DR Response Nos. 24 and 26. 
63 File No. E0-2014-0306 CompanyDR Response No. 22 and File No. EW-2013-0011 Company DR Response Nos. 
87 and 88. 
69 File No. EW-2013-0011 Company DR Response Nos. 87 and 12, Meeting Involving Company, Staff and OPC on 
July 17th, 2014 at the Company's Kansas City Headquarters. 
7° File No. E0-2014-0306 Company DR Response No. 47. 
71 Meeting Involving Company, Staff and OPC on July 17th, 2014 at the Company's Kansas City Headquarters. 
72 File No. E0-2014-0306 Company DR Response No. 47. 
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• The utilization of Allconnect is in violation of Missouri Public Service 
Commission Affiliate Transactions Rule, 4 CSR 240-20.015(2)(C) which requires 
that: 

• Specific customer information shall be made available to affiliated or 
unaffiliated entities only upon consent of the customer or otherwise 
provided by law or Commission rules or orders. General or aggregated 
customer information shall be made available to affiliated or unaffiliated 
entities upon similar terms and conditions. The regulated electrical 
corporation may set reasonable charges for costs incurred in producing 
customer information. Customer information includes information 
provided to the regulated utility by affiliated or unaffiliated entities. 
[Emphasis added.] 

• The transfer of customer data to Allconnect occurs in conjunction with a contract 
between Great Plains Energy Services Incorporated ("GPES") and Allconnect. 
GPES is an affiliate of KCP&L and GMO. KCP&L and GMO are not separate 
signatories to this contract. GPES indicates that GPES signs "on behalf of itself 
and its affiliates referenced herein." 

• GPES has no agreement with KCP&L or GMO authorizing GPES to sign 
contracts on their behalf. Fmiher, KCP&L and GMO, contrary to Commission 
rule, are transferring specific customer information to customer representatives of 
Allconnect, an unaffiliated entity, without the consent of the affected KCP&L or 
GMO customers or as otherwise provided by law or Commission rules or orders. 

STAFF'S RECOMMENDATIONS 

The StaffRcconunends That The Commission Order KCP&L/GMO To: 

• Cease the Transfer of Customer Information and Calls to Allconnect until 
and unless KCP&L/GMO apply for and obtain Commission authorization 
under Section 393.190.1 RSMo. to sell or transfer ce1iain customer 
information to Allconnect. 

If The Commission Authorizes The Sale Ot· Transfer Of Customer Information 
Or Determines That Commission Authorization Is Not Necessary, The Staff 
Recommends That The Commission: 

• Authorize the transfer of Customer Information and Calls to Allconnect only 
if the Customer Consents to such Transfers. 

• Require KCP&LIGMO to Verity the Accuracy of Electric Service Orders 
and Provide Electric Service Confirmation Numbers to its Own Regulated 
Customers. 
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• Require KCP&LIGMO to Notify the Staff and OPC Prior to Engaging the 
Services of Allconnect or Like Marketing or Sales Companies in the Future. 

• Require KCP&L/GMO to Assume Complete Responsibility and Control of 
Handling and Resolving Customer Complaints Related to Allconncct. 
Require KCP&LIGMO to Cease Using Allc01mect to Attempt to Resolve 

Such Complaints. 

It is the Staffs opinion that the above recommendations are reasonable improvements and will 
best promote the public interest. ln particular, compliance with the Staff recommendation will 
bring KCP&LIGMO into compliance with Section 393.190.1 and Commission Rules 4 CSR 240-
20.015(2)(C) and 4 CSR 240-l3.040(2)(A). 
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BEFORE THE PUBLIC SERVICE COMMISSION 

OF THE STATE OF MISSOURI 

In the Matter of the Staffinvestigation of 
Allconnect Direct Transfer Service 
Agreement Between Allconnect, Inc. and 
Great Plains Energy Services Incorporated 
Respecting Itself and Its Affiliates Kansas 
City Power & Light Company and KCP&L 
Greater Missouri Operations Company. 

) 
) 
) 
) 
) 
) 
) 

File No. E0-20 14-0306 

AFFIDAVIT OF LISA A. KREMER 

STATE OF MISSOURI 

COUNTY OF COLE 

) 
) 
) 

ss. 

Lisa A. Kremer, being of lawful age, on her oath states: that as a Utility Regulatory Manager in 

the Engineering and Management Services Unit of the Utility Services Department in the 

Regulatory Review Division, she has participated in the preparation of the foregoing Report of 

Staff's Investigation consisting of 'II pages to be presented in the above case; that she has 

knowledge of the matters set forth in such Report; and that such matters are true and correct to 

the best of her knowledge and belief. 

.--~~-

· .. ;.·. ,, ./j !::. ( .· . / / 
.. ~ ' L ;'I~ • ' • - • . I ; :.t. -...___ .... 

Lisa A. Kremer 

Subscribed and swom to before me this _ _,j,__Cf,__/1 ___ day of December, 2014. 

D. SUZIE MANKIN 
Notruy Public. Notary Seal 

Stala of Missouri 
Commissioned for Cole County 

My Comml$slon Ei<llre1: O!CMlb11 f2 2016 
Commission Numbe1: 124f2iiio 

N taryPubhc 
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BEFORE THE l'UBLIC SERVICE COMMISSION 

OF THE STATE O:F MISSOURI 

In the Matter of the Staff Investigation of 
Allcomtect Direct Transfer Service 
Agreement Between Allconnect, Inc. and 
Great Plains Energy Services Incorporated 
Respecting Itself and Its Affiliates Kansas 
City Power & Light Company and KCP&L 
Greater Missouri Operations Company 

) 
) 
) 
) 
) 
) 
) 

File No. E0-2014-0306 

AFFIDAVIT OF PATRICIA SMITH 

STATE OF MISSOURI 

COUNTY OF COLE 

) 
) 
) 

ss. 

Patricia Smith, being of lawful age, on her oath states: that as a Utility Management Analyst III 

in the Engineering and Management Services Unit of the Utility Services Department in the 

Regulatory Review Division, she has participated in the preparation of the foregoing Report of 

Staffs Investigation consisting of !}J pages to be presented in the above case; that she has 

knowledge of the matters set forth in such Report; and that such matters are true and correct to 

the best of her knowledge and belief. 

' - l \ ~ /] ,_ -&_~ 
~ \ ' \ fl .-- \ 

~"-Cx...X:\,::~"-· , 
Patricia Smith 

Subscribed and sworn to before me this _ __,/__,_9_-/-f.._l __ day of December, 2014. 

0. SUZIE MANKJN 
Notal)' Public • Notary Seal 

State of Mlssou~ 
Commissioned for Cola County 

My Coourlss~n fxllk•~ Dewnber 12, 2tlt6 
Commission Numbor: t2412070 
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KCPL AIIConnect- KCPL Page I of I 

Allconnect 

KCP&l's Allconnect lets you connect your household services-including cable and internet 
service--oil ot once. 

• Internet 

• Home security 

MoVing can be he<:Uc. so Ume-savers are atways welcome. Alfconnect lets you oompare and connect mulliple 
home services for your new address- wi!houlthe need Ia make dozens of calls. ll's a rree and convonianl 
way to make your move eas!er. Plus, Al!oonnect guarantees the prices you receiVe will never exceed lha 
published prices lhese setvi~ providers offer for your address. 

Talk to a relocation expe/1 about: 

Home phone 

Cable 1V 

sateUite TV 

S!gn Up Ofllino (http://wNN.alk.onnectcomlkcpl.html} or Cafl ilOB-899-8820 

The Wire Newsletter 
Read energy-saving tips and other helpful information here each week. 

Read The Wire llaboul·kcplJlhe-wlre-news!etter> 

Text Messaging 
Manage your KCP&l account on the go. Go! reminders. make paymenls 
and fecelva payment connrmallon-all ffom your mobile phone. 

learn More llmv-b!lllfor·home/ways·lo-oav/lext·messa9ing} 

Attachment 1 
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** ** --------------------------------------------------
Need to establish service at new address. 

-KCP&L Portion of Call: 

KCP&L: KCP&L, this is Barbara. How may I help you? 

Customer: Good morning, Barbara. 

KCP&L: Good morning. 

Customer: The name is** _______ ** And ma'am, I don't have my account number and we 

need to change services, we're moving. 

KCP&L: Well, Ok I'll be glad to help you. And what city. 

Customer: And we're currently in** ______ **,Missouri. 

KCP&L: And you're moving to? 

Customer: ** _________ ** 

KCP&L: OK. And what's the new address? 

Customer: The new address is** _____________ ** And 

that's** ___ __ ** 

KCP&L: OK. That's** _______ ** And that's in** _____ ** 

Customer: Yes, ma'am. 

KCP&L: OK. And what is your current address? 

Customer: It's ** __________________ ** in** _________ ** and 

that's ** ______ ** 

KCP&L: And whom am I speaking with? 

Customer: I'm ** _______ ** 

KCP&L: Patrick what is the last four of your social? 
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Customer: My social: XXXX. The account may be in my wife's name, I'm not sure. Her name 

is** ___ _ ** and her last four is XXXX 

KCP&L: OK. Yes, it is in both of your names. Because both are ... all adults are required to 
be on the account. 

Customer: OK. 

KCP&L: OK. And so it's going to, let's sec here, when are you wanting service to start at that 

new address? 

Customer: The new address tomorrow 

KCP&L: OK now I do show that the power is currently at that address. And so uhm let's sec 

here I can get services switched over to your name on Wednesday. 

Customer: 0 K 

KCP&L: Which would be the 25th 

Customer: OK 

KCP&L: Uhm, l'lljust need to do some identity checks here and as long as I can confirm that 

over the phone then I can go ahead and place the order for you. 

Customer: OK. 

KCP&L: Let's see uhm and let's see what is** __ _ ** uhm her date of birth? 

Customer: 4/16/47 

KCP&L: And I see it, I was getting ready to correct myself as ** . __ ** 

Customer: Yes. 

KCP&L: But you were speaking so I didn't want to interrupt you. 

Customer: OK, thank you. 

KCP&L: And ** ** what is your date of birth? 

Customer: 4/27/50. 
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KCP&L: Thank you. 

KCP&L: And then for the uhm new address we're offering paperless. Are you wanting to go 

paperless or to have the bills mailed to the service address? 

Customer: Uh, paperless would be OK. 

KCP&L: OK. 

Customer: Would we just get an e-mail or is it an automatic deduct. 

KCP&L: No, it's not an automatic deduct. You would actually get an e-mail. 

Customer: OK. (Pause). As long as I would have records of it, I wouldn't throw them away 

like I did my account number. 

KCP&L: And we would keep 24 months of statements available on line and we'll e-mail you 

the amount and the due date every month. The only time you would get something in the mail is 

if your scheduled disconnect then you would get a disconnect notice in the mail. 

Customer: Gotcha. 

KCP&L: OK. And I'm showing that someone has already requested to stati service at your 

** **address and so I'm showing its going to come out of your name on the 27th of 

this month. Is that the date that you wanting it out of your name or a different date? 

Customer: No that'sjust fine. 

KCP&L: OK. And then the e-mail address, what is that e-mail address? 

Customer: It's "x" like xabcd xxxx x-x-x-x and then the number 9 @x.xxx 

KCP&L: So I have x-x-x-x-x-9@xxxx.xxx. 

Customer: Yes ma'am. 

KCP&L: OK. So give me a minute to get these identities confirmed here. Uhm. And then I'll 

give you the other information. If you'll make sure you have something to write with, because 

I'll transfer you over to our partner, which is Allconnect, and Allconnect will confirm that the 
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order's correct, they'll give you your contlrmationnumber, and also if you need to set up other 

services for your home, like transfer services, they may be able to assist you with that as welL 

Customer: OK. Thank you. 

KCP&L: Your welcome. (Long pause) And then for the mailing address do you have a post 

office box or is your actual mailing address your service address'? 

Customer: It's the same, ** _____ ** 

KCP&L: (Long pause) I'm almost finished here. (Pause) OK. Excuse me. Thank you for 

waiting. I have set you up for paperless billing. Our web site is simply kcpl.com And when you 

first log in until you change it, your user name is your e-mail address, and your password is your 

KCP&L account number, and so the first time you log in have that account number or I can give 

that to you. 

Customer: OK, if you could give that to me now. 

KCP&L: OK. Yes. That account ... are you ready 

Customer: Yes. 

KCP&L: It is XXX XXX XX XX. 

Customer: OK. 

KCP&L: OK. And then when you input your account number, it's going to automatically 

prompt you to set your password. 

Customer: Gotcha. 

KCP&L: And the password is case sensitive too. 

Customer: OK. 

KCP&L: All right then. So I have everything set for you. I can go ahead and transfer you over 

to Allconnect. Is there anything else I can help you with before I transfer you? 

Customer: No ma'am, I appreciate your help. 
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KCP&L: OK, well thank you very much and enjoy your new home. 

Customer: OK, thanks. 

KCP&L: Thanks for calling KCP&L, hold on please. 

Allconnect Portion of Call: 

Allconnect: Good morning. Welcome to Allconnect. My name is Lame!. May I have the last 

name on the account, please. 

Customer: Ah, ** ___________ ** 

Allconnect: All right. Good morning Mr. ** ____ ** how are you doing. 

Customer: I'm fine. Thank you. 

Allconnect: Well good. And that is** _____ _ ** correct? 

Customer: Yes. 

All connect: All right. Mr. ** ____ **they're working on the account field so I'm going to 

do a quick manual confirmation to save you and I some time. What's your first name? 

Customer: ** ** 

All connect: ** ___ _ ** 

Customer: Yes. 

Allconnect: All right and your middle initial? 

Customer: ** ** like** ** --

Allconnect: OK. And may I call you by your first name? 

Customer: Yes, that's fine. 

Allconnect: Thank you. ** 
going to be. 

** why don't we begin with what your new street address is 

Customer: ** __________ _ ** 
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Allconnect: Your zip code 

Customer: ** ___ ** 

Allconnect: And that would be in** ____ **, Missouri, con·ect. 

Customer: Yes. 

AI !connect: All right are you moving to a house, condo, sale house or an apattment'? 

Customer: It's, it's a new home. 

AI !connect: Home. And are you going to be the owner or renter? 

Customer: Owner. 

Allconnect: Owner. And what day are you moving in? 

Customer: We're stmting to move in actually tomorrow aftemoon. 

Allconnect: Tomorrow afternoon. Well, I want to say to you** __ ** congratulations on 

your new home. 

Customer: Thank you. 

All connect: You're welcome. Are you excited you're about ready to move? 

Customer: Yes, absolutely. 

Allconnect: Well good, I'm glad to hear that. ** ** what we will do is send your order 

infonnation via e-inail. What is the best e-mail address to send that to? 

Customer: XXX}i.X x.-x.-x.-x. 9@xxxx..x.xx. 

Allconncct: x.-x-x-x-x the number 9 @xx.xx.xxx OK. Is the xxxx, is the xxxx somebody else on 
the account? 

Customer: That's my**_ ** 

Allconnect: Oh. That's why I didn't get your information. You know what that might behoove? 

Give me a second. So that I can pull it up and give you a confirmation number too. Because I 

was putting in everything manually because your name wasn't there. Just give me one second. 
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I'm going to go back really quick. We've got everything else confirmed. And ah, I can pull it 

up because I need to see the Ivan on the account, but you uhm kind of through me for a loop for 

a second here. Hold on. 

Customer: OK. 

Allconnect: Get it right. KCP&L. There we go. Her first name is ** **? 

Customer: Yes. 

Allconnect: All right. There we go. What I'll do. You are authorized to use it on there so I'll 

put you down there as well. OK. 

Customer: OK. 

Allconnect: ** ~~- ** And you want to use your last name of** ____ ** 

Customer: Yes. 

Allconnect: Notice. ** **,did her last name change? Or is it, you know,**_ **? 

Customer: It's ** ** 

Allconnect: OK. 

Customer: She kept her name. 

Allconnect: OK. You say you're you owning the home and you're moving in on ... 

Customer: Tomorrow. 

Allconnect: Tomorrow. There we go. It didn't take long to get this switched over, did it? 

Customer: No. 

Allconnect: There we go. All right. Now, of course after we got this through, I was letting you 

know I do see you qualify for our savers program which currently includes a I 0% off coupon 

from the Home Depot Mover's Club and other discount offers to help you save money during 

your move, you receive these coupons and offers in your e-mail in-box after we send your 

information to them, then this program is absolutely free. You can opt out at any time. So is 

your CUITent e-mail the best e-mail to send these statements to ** ~~ **? 
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Customer: Now, I don't want my e-mail sent to a bunch of people. 

Allconnect: OK. Well at that point ... 

Customer: If I have to send my e-mail to KCP&L or Missouri Gas or something that's fine but I 

don't want Home Depot and U-Haul and all these people getting my e-mail. 

All connect: I understand, I do understand it. All right. But it was just ... Just so you know. It 

was like it's been like only one coupon. It's nothing that we overpopulate you with, we make 

sure that our customers have everything possible for you. 

Customer: Well I appreciate it, but we, we are boxed. We've got the movers contracted. The 

only thing I got left to do is let them move me and open my gas and electric bill and that's all I 

got left to do so. 

Allconnect: Aha, I understand. 

Customer: I'm done. 

Allconnect: That's good, that's good. I'm glad you have everything ready there. And 

** __ **,as a valuable KCP&L customer you are also qualify to get additional discounts on 

your other services such as your TV, your internet and your phone now you are moving into your 

new home ADT, AT&T, Comcast, DISH 

Consumer: I've got all of that taken care of too. So were starting to spin our wheels, so like I 

was saying I don't need any other help on this, I just need to assure my KCP&L account is going 

to be at my new address and then I need to be done. 

Allconnect: So you say you've taken care of like your cable and had all of that transferred over 

for you. 

Customer: That's what I've said. I'm done. This and gas are the last two things I got to do 

before I'm ready to move and take over my new place. 
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Allconnect: OK. I definitely understand that. Let me ask you a question. Just so we can make 

sure you're getting the best discounts and savings, from which company did you transfer over for 

your ... 

Customer: OK. We're done, we done. You understand. We're through with the sales pitches. 

Allconnect: I'm not trying to do anything. I'm just trying to save you a little money. So it's a 

little bit different. I know it may seem ... 

Customer: Did you just hear what I said? I'm done. You're trying to sell me stuff. Good-bye. 

Allconnect: Thank you for calling Allconnect, you have a great day. 
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Affiliate Transactions - History Of Commission Affiliate Transactions Rule and 
so, Emission Allowances- Treatment of Emission Allowances As an Electrical 
Corporation Asset Subject to Section 393.190.1 RSMo. 2000 

Affiliate Transactions - History Of Commission Rule 4 CSR 240-20.015 

Staff of Missouri Public Service Commission v. Southwestern Bell Telephone Co., 
Case No. TC-93-224 and T0-93-192, Report And Order, 2 Mo.P.S.C.3d 479, 512-513, 
586 (December 17, 1993); 1994 WL 323583: 

The Staff proposed an affiliate transaction adjustment in its 1988 excess 
earnings complaint case against Southwestern Bell Telephone Company ("SWB") 
relating to the prices that SWB was charging and paying affiliates. The Commission did 
not adopt the Staffs proposed adjustment but found that the Staff had raised concerns 
such that the Staff should review SWB's pricing policies in future cases. In its 1993 
excess earnings complaint case against SWB, the Staff performed the review requested 
by the Commission and retained a consultant who assisted in the process. The Staff 
again proposed an adjustment and the Commission declined to adopt it. The 
Commission held that rather than a general rate case or complaint case, a separate 
docket was needed to review SWB's affiliate transactions. 

The Commission stated: "The docket would not be to determine a monetary 
adjustment but would be created to decide whether SWB's procedures are adequate 
and to establish a method of reviewing SWB's affiliate transactions within a rate case 
format to see if SWB is following the approved procedures." 

In "Ordered" paragraph "4." the Commission directed: "That a docket hereby be 
established for the investigation into Southwestern Bell Telephone Company's affiliate 
transactions. That docket will be Case No. T0-94-184." 

Re Southwestern Bell Telephone Co., 1 Case No. T0-94-184, Order Approving 
Stipulation And Agreement, 3 Mo.P.S.C.3d 383 (April11, 1995): 

The Commission on November 4, 1994 issued an Order requiring the parties to 
file a stipulation on all agreed-upon procedures and safeguards concerning the review 
of SWB affiliate transactions and to file a hearing memorandum on those procedures or 
safeguards that where there was disagreement. The parties filed a stipulation and 
agreement on February 16, 1995 and on March 3, 1995 separate hearing memoranda 
were filed by various parties. The Commission granted SWB's motion to hold the 
docket in abeyance until January 5, 1996 and the Commission directed the parties to 
file either a proposed rule for adopting safeguards for affiliate transactions for regulated 
telecommunications companies or a procedural schedule including prefiled testimony 
and a hearing for addressing safeguards for SWB's affiliate transactions. 

1 In the matter of the investigation of into Southwestern Bell Telephone Company's affiliate 
transactions 
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Re Southwestern Bell Telephone Co., Order Addressing Proposed Rule And 
establishing Dockets, 4 Mo.P.S.C.3d 380 (April3, 1996): 

Staff filed a pleading on January 5, 1996 which included a proposed affiliate 
transactions rule applicable to all Commission regulated utilities, not just SWB or other 
telecommunications companies. 

On February 28, 1996, KCP&L, Missouri Public Service (UtiliCorp United, Inc.), 
St. Joseph Light & Power Company, Union Electric Company, The Empire District 
Electric Company, Laclede Gas Company, Missouri Gas Energy, Associated Natural 
Gas Company, and United Cities Gas Company filed a letter opposing a generic rule 
before they had an opportunity to analyze the rule and participate in discussions 
concerning its provisions. The Commission established Case No. 00-96-329, In the 
matter of the development of an affiliate transaction rule for gas, electric, water 
and sewer companies. 

On November 5, 1997, the Commission established Case No. OX-98-183, In the 
matter of the rulemaking to govern interaffiliate transactions among electric, gas, 
heating, sewer, and water companies, and issued an Order Establishing Rulemaking 
Docket, Incorporating Contents Of Case No. 00-96-329, Closing Case No. 00-96-329 
Granting Leave To Participate, And Establishing Workshops. The Commission stated in 
its Order that the fact that the Commission is establishing one rulemaking docket is not 
intended as any position by the Commission on whether an affiliate transactions rule is 
needed in any particular industry or industries. The Commission further stated that the 
fact that it is establishing one rulemaking docket should not be construed as a 
Commission determination that one rule must apply to all five of the industries 
encompassed in the docket. The Commission in its "Ordered" section established the 
dates, times, and locations for three technical workshops. The Commission attached to 
its Order, as a starting point to facilitate discussion, a proposed rule previously filed with 
the Commission by the Staff. 

On April 21, 1998, in Case No. OX-98-183, the Commission issued an Order 
Closing Case. The Commission noted that technical workshops were held, comments 
were submitted, the Staff filed a proposed rule, and alternative proposed rules were 
filed. The Commission concluded that it would be inappropriate to attempt to develop 
affiliate transactions rules that would apply to all regulated electric, gas, heating, sewer, 
and water companies. The Commission stated that it had directed the Staff to begin an 
informal process to develop affiliate transaction rules that are industry specific. 

On March 30, 1999, in Case No. EX-99-442, the Commissioners authorized 
the Secretary of the Commission to file Proposed Rule 4 CSR 240-20.015 
Affiliate Transactions - Electric Utilities with the Office of Secretary of State. On June 1, 
1999, the proposed rule was published in Volume 24, No. 11 of the Missouri Register 
at pages 1340-42. The language on customer information that has been in 
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4 CSR 240-20.015(2)(C) since the Commission's Order Of Rulemaking in Case No. 
EX-99-442 until today was not in any part of the Commission's Proposed Rule in Case 
No. EX-99-442. 

The language on customer information in the Commission's Proposed Rule in 
Case No. EX-99-442 was limited to the following language: 

(5) Records of Affiliated Entities. 

(A) Each regulated electrical corporation shall ensure that its 
parent and any other affiliated entities maintain books and 
records that include, at a minimum, the following information 
regarding affiliate transactions: 

* * * * 
7. Policies regarding the availability of customer 
information and the access to services available to 
nonregulated affiliated entities desiring use of the 
regulated electrical corporation's contracts and facilities; 

This language was adopted by the Commission in its Affiliate Transactions Order 
Of Rulemaking in Case No. EX-99-442, which was published in Vol., 25, No. 1, 
pages 55-59 of the Missouri Register on January 3, 2000, but the Commission adopted 
additional language. 

The Notice Of Public Hearing And Notice To Submit Comments at the end of the 
Proposed Rule published in the June 1, 1999 Missouri Register, page 1342, set dates 
for the filing of initial and reply comments in Case No. EX-99-442 and a public hearing 
date of September 14, 1999. 

On July 1, 1999, Union Electric Company, d/b/a AmerenUE filed initial comments 
in Case No. EX-99-442. At page 2 of its initial comments, in its "Introduction" section, 
AmerenUE states: 

As an alternative to the proposed rule, Ameren proposes a 
rule that recognizes existing legal protections. This rule would 
be part of a sensible regulatory framework that effectively 
prohibits potential abuses, allows pro-consumer efficiencies 
and maximizes consumer welfare. Thus, Ameren rejects a 
heavy-handed "one-size-fits-all" approach to prohibiting 
affiliate transactions in favor of an approach that is more 
flexible, more narrow and far more consumer friendly. 

AmerenUE in its initial comments filed on July 1, 1999, in Case No. EX-99-442 did not 
take issue with the Commission's proposed language for part (5)(A)7 noted above. 
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The language on customer information that has been in 4 CSR 240-20.015(2)(C) 
since the Commission's Order Of Rulemaking in Case No. EX-99-442 until today was 
not in any part of the Commission's Proposed Rule in Case No. EX-99-442. The 
language was suggested by AmerenUE in its initial comments on July 1, 1999, in Case 
No. EX-99-442.2 The words promulgated by the Commission are not word-for-word 
those proposed by AmerenUE, but they are very close. AmerenUE proposed the 
following language at page 27 of its initial comments: 

(2) Standards. 
* * * * 

(D) Specific customer information shall be made available to 
affiliated or unaffiliated companies only upon consent of the 
customer or as otherwise provided by law or Commission Rule 
and upon payment of reasonable charges incurred in 
producing such information. General or aggregated customer 
information may be made available to affiliated or unaffiliated 
companies or persons alike upon payment of reasonable 
charges incurred in producing such information. 

At page 28 of its initial comments, AmerenUE stated that Parts (2)(D) and (2)(E) of its 
alternative rule effectively dealt with concerns related to information sharing: "Part (D) 
protects customer confidentiality while allowing the utility to share non-essential 
information." Part (2)(E) of AmerenUE's proposed rule dealt with information related to 
the transmission or distribution of electric energy received from unaffiliated energy 
marketers. Part (2)(E) of AmerenUE's proposed rule dealt with information related to 
what AmerenUE referred to as "essential facilities" or "essential services," e.g., 
transmission and distribution. (Pages 27 and 5 of AmerenUE's initial comments, Case 
No. EX-99-442). 

Although it is not quite clear if AmerenUE's general initial comments designate 
"customer information," as "essential information," "non-essential information," or either 
depending on the nature of the information, the comments of AmerenUE's witness 
Dr. Landon are clearer. He stated that "essential information" falls into two categories: 
(1) non-customer specific information necessary to use essential facilities - this 
information should be available to all market participants without discrimination; and 
(2) non-public customer specific information and contacts about individual customers 
and their product demands - "[s]uch information should be made available to all 
competitors if and as required to do so by customers." (Dr. Landon, page 8, 
AmerenUE's initial comments; Emphasis added.). Dr. Landon then went on to discuss 
"non-essential information," including "non-essential customer specific information" at 
page 9 of his comments: 

2 AmerenUE's initial comments included the comments by affidavit of John H. Landon (Principal and 
Director, Energy and Telecommunications Practice of the Analysis Group/Economics) and William T. 
Baker, Jr. (attorney, law firm Thelen Reid & Priest LLP). 
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Conversely, forcing the regulated utility to share non-essential 
information with all potential competitors can give competitors an 
unfair advantage over the utility's affiliate and increases the costs of 
the utility and its affiliates. The utility should retain proprietary 
rights over information that does not provide an unfair competitive 
advantage in other markets. In other words, information that does 
not relate to essential facilities or services, in most cases, is 
information that the utility should not be compelled to share with 
non-affiliated suppliers. This would cover areas, for example, such 
as corporate support, human resources, internal policies of the 
utility, and marketing of the utility's competitive services. 
Regulation that increases the utility's costs or provides any 
competitor with sensitive utility information that is not essential for 
competition, such as new products that the utility is planning to offer 
or segments of the market that it plans to target, is unfair and would 
inhibit competition. This is why, under the antitrust laws, the mere 
fact that obtaining useful market and customer information may 
require considerable effort and expense does not make it 
"essential" and thus subject to forced sharing. Customer-specific 
information should be released to unregulated affiliates or 
competitors only at the request of the customer. 

(Emphasis added.) 

In its Order Of Rulemaking published in the January 3, 2000, Missouri Register, the 
Commission noted that several commenters suggested regarding information about 
customers a specific standard related to providing consumer and ratepayer protections. 
The Commission found the protections to be desirable and adopted an entirely new 
subsection (2)(C) using language close to that proposed by AmerenUE. (25 Missouri 
Register 55, 57) The Commission also noted in its Order Of Rule making that based on 
comments, it had added a definition of the term "information" to section ( 1 ). (!d. at 56.) 

(1 )(G) Information means any data obtained by a regulated 
electrical corporation that is not obtainable by nonaffiliated 
entities or can only be obtained at a competitively prohibitive 
cost in either time or resources. 

In its reply comments filed on August 2, 1999, in Case No. EX-99-442, the Staff noted at 
page 24 that several commenters had stated that there was a need for a definition of 
"information" or "customer information." The Commission adopted a definition for 
"information" most similar to the definition proposed by the Staff. The information 
transferred by KCP&L's customer representatives to Allconnect meets this definition 
because this information is about new customers and existing customers who have 
moved or about to move to a new address in or a different address within KCP&L's or 
GMO's service territory. This is information regarding up to the minute addresses of 
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people that on a collective basis only a public utility such as an electric utility is likely to 
have on such a current basisa Telephone directories are not an adequate substitute.4 

3 Beside the Allconnect Direct Transfer Service Agreement setting out in its "Definitions" section what 
customer data is to be transferred from KCP&UGMO to Allconnect, and a KCP&UGMO handout at a 
presentation in 2013 identifying this information, KCP&UGMO identified this information in response to 
different Staff Data Requests in different contexts in different cases. The Staff has not received a 
consistent response although the customer data transferred appears to be consistent. The Allconnect 
Direct Transfer Service Agreement, executed 5/6/2013, page 1, defines "Customer Data" as "the 
Transferred Customer's data transferred by KCP&L to Allconnect, which will include name, service 
address, email address, KCP&L service commencement date, and Unique Customer Identifier." 
Apparently, the KCP&UGMO customer representative does not transfer an e-mail address to Altconnect, 
but the Allconnect representative does attempt to obtain an e-mail address from the new or moving 
KCP&UGMO customer. In response to Staff Data Request No. 1 in File No. EW-2013-0011, asking for a 
copy of all Allconnect script(s) that Allconnect customer representatives have used and are currently 
using when KCP&UGMO customers are transferred to them by KCP&UGMO customer representatives, 
KCP&UGMO responded with multiple Allconnect computer screen shots containing the Allconnect script 
and showing, the customer identification number, customer order number, customer name, service 
address, and start service date. In response to Staff Data Request No. 2 in File No. EW-2013-0011, 
asking for a computer screen shot of the customer information which KCP&UGMO provides to 
Allconnect, KCP&UGMO responded that the information which goes from KCP&UGMO to Allconnect is 
customer name, address, electric start date and customer number identifier for confirmation. In response 
to Staff Data Request No. 17 in File No. E0-2014-0306, which asked please provide a list of each specific 
item of customer data transferred to Allconnect as presented in the KCP&UGMO response to Staff Data 
Request No. 53 in EW-2013-0011, KCP&L-GMO responded as follows: Service Order ID; First_ name; 
Last_Name; Service_address; Street_line1; Street_line2; City_Name; State_Code; Zip Code; 
Best_Contact_Number; Requested_Start_Date. Staff Data Request No. 3.0, in File No. E0-2014-0189, 
as followed up by Staff Data Request No. 3.1, asked, in part, what specific information by type/category 
does KCP&UGMO provide to Allconnect. KCP&L/GMO responded: "The following listing includes the 
customer information that is provided to AIIConnect: Service Order ID, First_name, Last_name, 
Service_address, Street_Line 1, Street_Line 2, City_Name, State_Code, Zip_Code, 
Best_Contact_Number, Requested_Start_Date, Specialist_ID, and Account Number." Apparently, the 
KCP&UGMO customer representative does not transfer a Best Contact Number. The handout distributed 
by KCP&L representatives at the August 15, 2013 KCP&L presentation to Staff at the Commission's 
offices in Jefferson City shows, at page 3, as follows regarding the information that goes from 
KCP&UGMO to Allconnect: Customer Data: Turn On via phone - Elements sent to Allconnect: Account 
number, customer name, service address, start date of service, CSR ID and service order ID. 

4 Commission Rule 4 CSR 240-32.050(4) Customer Service provides, in part: 

(4) Each company furnishing basic local telecommunications service shall publish or 
contract to publish telephone directories at regular intervals and shall provide or contract 
to provide directory assistance as follows: 

(A) Directories shall list the names of all customers, their most definitive 
addresses, if available, and their telephone numbers. Exceptions to directory listings are 
pay telephones, mobile telephones. and telephone service unlisted or nonpublished at 
the customer's request. Listings for secondary numbers may be excepted from the 
address requirements. The address may be omitted from directories if requested by the 
customer; 
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S02 Emission Allowances - Treatment of Emission Allowances As An Electrical 
Corporation Asset Subject to Section 393.190.1 RSMo. 2000 

Section 393.190.1 RSMo. 2000 states, in part, no electrical corporation, shall 
hereafter sell, transfer, or otherwise dispose of or encumber any part of its franchise, 
works or system, necessary or useful in the performance of its duties to the public, 
without having first secured from the commission an order authorizing it so to do. 

In Re Kansas City Power & Light Co} Order Establishing Jurisdiction And Clean 
Air Act Workshops, Case No. E0-92-250, 1 Mo.P.S.C.3d 359, 362 (August 26, 1992), 
the Commission determined that S02 emission allowances under the federal Clean Air 
Act Amendments of 1990 are necessary and useful in the performance of KCP&L's 
duties to the public and are part of KCP&L's "system," and any sale or transfer of these 
allowances is void without prior Commission approval, pursuant to Section 393.1 90 
RSMo. The Commission stated that "a utility's system is greater than the physical parts 
which would be its 'works.' A utility's system is the whole of its operations which are 
used to meet its obligations to provide service to its customers." 

In Re Southern Union,6 Order Closing Case, Case No. G0-2003-0354, 
12 Mo.P.S.C.3d 488, 489 (August 5, 2004), the Commission found that the Staff as the 
moving party failed to meet its burden of production I burden of going forward that the 
Commission has jurisdiction, pursuant to Section 393.190, over: (1) the sale of office 
equipment in Texas, even when the costs of that equipment were allocated for 
ratemaking purposes to Missouri customers, and (2) the transfer of its assembled 
experienced and trained gas supply workforce. Since the Commission concluded that 
the Staff's report did not show any violation of rule or statute, nor did it suggest that 
further investigation might uncover one, the Commission closed the case. 

KCP&L/GMO customers' customer information regarding new customers or 
existing customers who are moving within the KCP&L/GMO Missouri service territory is 
a part of KCP&UGMO's works or system necessary or useful in the performance of 
KCP&UGMO's duties to the public. Allconnect is willing to pay for contact with these 
customers' customer information ** ** per customer who is transferred from a 
KCP&UGMO customer representative to an Allconnect customer representative. 

5 In the matter of the application of Kansas City Power & Light Company for review of the Phase 1 
Compliance Plan and other activities under the Clean Air Act. 
6 In the matter of the application of the transfer of assets, including much of Southern Union's 
Gas Supply Department, to EnergyWorx, a wholly owned subsidiary. NP 
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Jason Kander Secretary of State File Number: 201307880296 

2013-2014 BIENNIAL REGISTRATION REPORT CC0519497 

BUSINESS Date Filed: 03/19/2013 

~ I ELECT TO FILE A BIENNIAL REGISTRATION REPORT 
Jason Kander 

I 

2 

3 

I 

Secretary of State 

I REPORT DUE BY: 04/30/2013 I RENEWALMONTil: 
January 

l OPT TO CHANGE 1HE CORPORATION'S 
0 RENEWAL MONTH TO CC0519497 

GREAT PLAINS ENERGY SERVICES INCORPORATED 
FORA $25.00 FER 

NATIONAL REGISTERED AGENTS, INC. PRINCIPAL PLACE OFBUSINJlSS OR 

120 South Central Avenue 
CORPORATE HEADQUARTERS; 

Clayton, MO 63105 1 
1200 Main Street, 30th Floor 

STREET 

Kansas City, MO 64105 

CITY/STA1E ZIP 

If changing the registered agent and/or registered office address, please check the appropriate bor(es) and fill b1 the necessary lnfonnation. 

0 The new registered agent 
. IF CHANGING THE REGISTERED AGENT, AN ORIGINAL WlUTTEN CONSENT FROM THE NEW 

REGISTERED AGENT MUST BE ATTACHED AND FILED WITH THIS REGISTRATION REPORT. 
The new registered office address 0 

Must be a Missouri address. PO Do:r alone is not acceptable. This .section is not applJcobJe for Banks, Trusts and Foreign Insurance. 

OFFICERS BOARD OF DIRECTORS 
NAME AND PHYSICAL ADDRESS (P.O. BOX ALONE NOT 

A 
NAME AND PHYSICAL ADDRESS (P.O. BOX ALONE NOT 

B ACCEPTABLE). £nfUST 1JID:PRESU>F..l\'T Al'o."D SECRETABX ]!ELOW} ACCEPTABLE). ~fUST USI t! T I.E6ST O!j!i; DUtECTOR BELOW): 

PRES Terry Bassham NAME Great Plains En~rgy lncorpora{ 

STREET/RT 1200 Main Street, 30th Floor STREET/RT 1200 Main Street, 30th Floor 

CJTY/STATEIZIP Kansas Cily, MO 64105 CITY/STATE/ZIP Kansas Cltv. MO 64105 
V-PRES ..................................................... NAME . .................................................... 
STREET/RT ............................................................................ STREET/RT . ........................................................................... 
CITY/STATE/ZIP Cl1Y/STATEIZIP ----
sec•y Barbara P. Fillinger NAME ..................................................... 
STREET/RT 1200 Main Street, 30th Floor STREET/RT ............................................................................ 
CITY/STATE/ZIP Kansas CI!Y, MO 64105 CITY/STATE/ZIP 
TREAS Kevin E. Bryant NAME ................................................... ,, 
STREET/RT 1200 Main Sireef, 30th Floor STREETIRT ............................................................................ 
CITY/STATE/ZIP Kansas Clly, MO 64105 CITY/STATE/ZIP 

NAMES AND ADDRESSES OF ALL OTHER OFFICERS AND DIRECTORS ARE ATTACHED 

The undersigned understands thal false statements made in this report are punishable for tl1e crime of making a false 
declaration under Section 575.060 RSMo. Photocopy or stamped signature nol acceptable. 

I Authorized pnrty or officer sign here I Barbara P. Fillinger (Required) 

f:Jease n:rfnt name and title of sigger: Barbara P. Fillinger I Secretary 

NAME TITI,E 

REGJS'ffiA TION REPORT FEE IS: WHEN THIS FOIUI1IS ACCEPTED llY THE SECRETARY OF STATE, 
S40.00 If filed on or before 4130 BYLAW IT ·wiLL BECOME A PUBLIC DOCUMENT AND ALL -
S55.00 If file<i on or before 5131 INFOlUiiATION PROVIDED IS SUDJECT TO PUBLIC DISCLOSURE -

- $70.00 fffi!ed en er before 6130 

- S85.00 If filed on or before 7/3 I 
E-MAIL ADDRESS (OPTIONAL) Attachment 7 

ADD AN ADDITIONALS25.00 FEE IF CHANGING 
TilE RENEWAL MONTH. 

REQUIRED ll\'FOlUifA TION MUST BE COMPLETE OR THE REGI!t~liP~cB!ILL llE REJECTED 
MAKE CHECK PAYABLE TO DIRECTOJt: 

RETURN COMPLETED REGISTRA'TION REPORT AND PAYMENT TO; Secretary §tlil~ . . f?Jx B~6,Jefferson City, MO 65102 



State of Missouri 
File Number: 

Robin Carnahan, Secretary of State 

<:o1·poratlons fH\·i~lon 
PO Box 778/GOO W. Ml'!in Sl., Hm. 322 
.JC'fli:'r~on Cil)'. MO 6f>J02 

CC0519497 

Date Flied: 02104/2013 

Jason Kander 

secretary of State 

Statement of Change of Business Office Address and Registered Office Address of a Registered Agent 
of a Foreign or Domestic For Profit or Nonprofit Cot·poration or a Limited Liability Company 

lnstruc.tions 
I. This form is to be used by either a for· profit or nonprofit corporation or a limited liability company to change the address of its 

existing registered agent. 

2. There is o $10.00 fee for filing this statement 

3. PO Box may only be used in conjunction with a physical street address. 

4. Agent and address must be In the Stale of Missouri. 

5. The corporation may nol act as Its own agent. 

Chat1er #: CCOS J 9497 

The undersigned registered agent, for the purpose of changing the address of its business office in Missouri, and thereby changing 
the registered office 'address of the named business entity, represents that: 

I. The name of the business entity is: GREAT PLAfNS ENERGY SERVICES fNCORPORA TED 

2. The name of the registered ager1t'ls: ,..,N"'a"ti"'o"'na"'I-"R'-"e.ligi"-s tue'!.'re.,d"-A"'-g,-,e.,n""t"'s ·'-'1'-'nc,.~----------------

J. The address, including street number, oflhe present business office of the registered agent (and the registered ofl1ce of the 
business entity) is: 

300.B East High Street Jefferson City MO 65101 
Addfl!ss · Cit)'!State!lip 

4. The address, including street number, of the business office of the registered agent (and the registered office of !he business 
entity) is hereby changed lo: 

120 South Central Avenue. Clayton. MO 63105 
Addres! (PO Box ma)' on6• he mrd In conju11ction wilh u physical Jfreet address) Ci!yiStutei?.ip 

5. Notice in writing of the change of the registered office address has been mailed by the registered agent to the business entity 
named above. 

6. The address of the registered office of the business entity named above and the.business office of the registered agent, as changed, 
is identical. 

In Affirmation thereof, the facts slated above are true and correct: 
(The 'undersigned understands that false statements made in this filing are subject to U!e penalties provided under Section 515.040. RSMo) 

National Registered Agents Inc. Z:at44m '?"$ 
.·111/hor/;w/ SiRnattlrt ttl HegMered ,fgenl 

Name and address to return filed document: . . 
Nume: Marie Hau'er 

Address: CT Com, I I I &'' A venue 

City, Slate, nnd Zip Code: New York. NY 1001 I 

Kathleen Fritz. Vp 
Prlnttd Namt• 

February 1 2lllL. 
Date 

State of Missouri 
Change/Resignation of Agen\1 Page(s) 
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STAFF 12/19/14 REPORT·· 5/20/15 ERRATA SHEET 

1. On page 3 of the Staff's Report, in footnote 4, on line 10, the phrase 
"File No. EW-2013-0011" should read instead "File No. E0-2014-0306." 

2. On page 17 of the Staff's Report, in footnote 26, the phrase 
"See footnote 1 above" should read instead "See footnote 4 above." 

3. On page 17 of the Staff's Report, in footnote 28, the phrase 
"File No. E0-2014-0306 Company DR Response Nos. 50 and 51" should read 
instead "See footnote 4 above." 

Staff Complaint 
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Pb.(.ll(: (3l4)Jt0-fi816 
Fax: (314) 9<0-79..'17 
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Fa.:t: (3H)340.7019 
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CHRIS KOSTER 
ATTORNEY GENERAL 

ATTORNEY VENERAL OF M.!SSOURJ 

JEFFERSON CITY 
Reply ttl: 
P.O. Dox !61 
SL!Aul$, M06318ll 

August 19, 2015 

Mr. Kevin A. Thompson 
Chief Staff Counsel 
Missouri Public Service Commission 
200 Madison Street, Suite 800 
Jefferson City, Missouri 65101 

65102 

RE: MoPSC Staff Computer Disc and Missouri No·Call Data Base 
Comparison 

Dear Mr. Thompson: 

The Missouri Public Service Commission Staff (MoPSC Staff) has asked 
the Missouri Attorney General's Office No-Call Unit (AGO) to provide a letter 
identifying the results of an electronic comparison of a computer disc (CD) 
pl·ovided by Steven Dottheim of your office on July 3, 2015. The CD contained 
approximately 3600 names and addresses, without phone numbers, and 
approximately 35 names and phone numbers without addresses. The 
information on the CD is arrayed in a Microsoft Excel spreadsheet. 

Mr. Dottheim represented that the information on the CD is 
confidential and was obtained from Kansas City Power & Light Company and 
KCP&L Greater Missouri Operations Company, and that the individuals 
listed are customers of one or the other utility company. The MoPSC Staff 
requested the AGO compare the approximately 3600 names and addresses, 
without phone numbers, and the approximately 35 names and phone 
numbers, without addresses, with the Missouri No-Call List data base. 
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Stuart Knight of our information technology division ran the 
comparison and there were 359 matches. On July 28, 2015, Mr. Knight sent 
to Mr. Dottheim by e-mail the Microsoft Excel file that was on the CD with a 
new column added on the far right of the Microsoft Excel spread sheet labeled 
"FLAG." If the person's name and address or name and phone number is on 
both the No Call List and the Microsoft Excel spreadsheet, an "R" was placed 
in the new column on the far right labeled "FLAG." 

I hope this letter addresses your request. 

'fl "''/) ~. 
Mary D lworth Morris 
Director, Missouri No-Call Program & 
St. Louis Consumer Protection Team 
Leader 
Missoud Attorney General's Office 
P.O. Box861 
Saint Louis, MO 63188 
(314) 340-6816 
mary.morris@ago.mo.gov 
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