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| T I' S HEREBY STI PULATED AND AGREED by and

bet ween counsel for all parties that this hearing nmay
be taken in shorthand by Jill A Bleskey, Registered
Pr of essi onal Reporter, a Certified Shorthand
Reporter, and Certified Court Reporter, and
afterwards transcribed into typewiting.

* * * * *

(Starting tinme of the hearing: 9:02 a.m)
* * * * *

JUDGE FEWELL: Hello and good norni ng.
Today is May 21st, 2024 and the current tine is
9:02 a.m The Conm ssion has set aside -- set this
time for an evidentiary hearing in the case captioned
as Dranel Cdark and Aquilla Canada, Conpl ai nants,
versus Union Electric Conpany doi ng busi ness as
Ameren M ssouri, Respondent, and that is Case Nunber
EC- 2024- 0111.

As | said, ny nane is Riley Fewell and |I'm
the regulatory | aw judge presiding over this hearing.
W al so have Conm ssioner -- Chair Kayla Hahn,
Comm ssi oners Hol sman -- Jason Hol sman and
Comm ssi oner John Mtchell online as well appearing
by WebEXx.

WIIl counsel for the parties enter their

appearance for the record. On behalf of Aneren
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M ssouri .

M5. HERNANDEZ: (Good norning. This is
Jenni fer Hernandez appearing on behalf of Aneren
M ssouri. Qur address is 1901 Choteau Avenue, St.
Louis, M ssouri, 63103.

JUDGE FEWELL: Thank you. The Conm ssion
St af f.

MR, PRI NGE: Yes. Thank you, Judge.
This is Travis Pringle appearing on behalf of the
Staff. Contact information is 200 Madi son Street,
P. 0. Box 360, Jefferson GCty, Mssouri, 65102.

JUDGE FEWELL: Ckay. And the Ofice of
Public Counsel. Don't think they would be here
today. And Dranel dark and Aquilla Canada, are you
both there?

M5. CANADA: Yes, we are.

JUDGE FEWELL: And you do not have
counsel ?

M5. CANADA: No, sir. W are -- we are
representing ourselves.

JUDGE FEWELL: Ckay. Thank you.

M5. CANADA: Pro se.

JUDGE FEWELL: And | would ask that the
parties nute yoursel ves when not speaking and sil ence

or turn off your cell phones to m nimze
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di stractions. That's perfectly fine that the

conplainants M. Cark and Ms. Canada are
representing thenselves. | can assist you when and
where | can. There nmay be sone questions that | can
try to explain or rephrase for you but | cannot help
you to present your case.

Each party can start off maki ng an opening
statenent. [It's an opportunity for you to give a
sunmary to the comm ssioners and ne of what you
expect the hearing evidence to be and why that
evidence w |l support your conplaint. That does not
mean you wl |l present your evidence there, that wll
be |ater, but you can explain where you're coni ng
fromw th your conplaint. To elaborate, that's not
sworn testinony or considered under oath and so
you' re not subject to cross-exam nation where the
ot her parties can question you about what you' ve
stated. The Commi ssion is also not making its
decision only fromwhat's stated during the opening
statenents. You'll present your case shortly
thereafter and can present your evidence at that
tinme,

As the conplainants you have the burden of
proof and so you will present your evidence first.

You may call witnesses to testify, including

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
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yoursel f, offer docunents and other itens to be

admtted into evidence. Counsel for the other
parties may object to the adm ssion of your docunents

or your witness's testinony and if that occurs you

will be given the opportunity to respond to those
objections. | wll then nake a ruling on whether the
W t ness testinony or docunent wll be admtted into

the evidence. After you have finished questioning
your witnesses the other parties will be allowed to
cross-exam ne them The order that | was sent is
that you will go first then Staff wll cross-exam ne
your W tnesses then Aneren. Wen Aneren begins,
Staff will cross-examne its witness and then you
wll and lastly Staff's witness will be
cross-exam ned by Aneren and then you.

In addition to questioning by the parties
the comm ssioners and | are allowed to ask questions
of all witnesses as well. Once you have presented
your evidence the other parties will be given the
opportunity to present their owm. They also may call
W tnhesses to testify, offer evidence and nmake their
W t nesses avail able for cross-exam nation. Please
try to refrain frominterrupting or speaking over
ot hers who are asking questions or responding to a

guestion, including your own questions or wtnesses,
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unl ess you are naki ng an objection.

During questioning of a witness you nust
ask a question and not neke statenents. It may seem
sinple, at tines it can be a little difficult. So
just nmake sure that you're asking questions and not
testifying when you are questioning w tnesses. And
to that, | won't have you guys question each other,
it'll be nore of a narrative so you wll just kind of
speak on what issues occurred. | won't have you guys
guesti on each ot her.

Do we have any prelimnary matters to
address? | know | tal ked about the exhibit list. |
know M. Pringle shared one that seened to cover
everyone's. It had at l|least bullet points for the
conplainants. | know they had a nore exhaustive |i st
| think they intended to maybe enter. |s that
accurate, what was filed by M. Pringle?

M5. CANADA: Yes, it is.

JUDGE FEWELL: Ms. Hernandez, is that
accurate what was filed in the position statenent
earlier this nonth?

M5. HERNANDEZ: On behal f of Anmeren, yes.
| do have a question about whether we'll be able to
see the Conpl ai nants' exhibits.

M5. CANADA: W are -- we are trying to

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
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make sure that you all are able to see the

i nformati on.

MR CLARK: -- we already submtted to
t hem

M5. CANADA: But the information that
we're trying to use for exhibits we have submtted to
Kayl a again just a nonent ago. W were trying to
make sure that that did go through.

MR. CLARK: You mght say -- it's too --

M5. CANADA: Yeah. There is so nuch
information that we're just trying to make sure that
everything did go through this tinme. But we do plan
to be sharing.

JUDGE FEWELL: Okay. And | believe, yeah,
that ny paral egal Kayla has them So Kayla, woul d
you be able to share those with the others? | can

get you their emails or it should be on EFIS.

M5. KLI ETHERMES: | have not yet received
t hem

MR, CLARK: It is saying it downl oaded
trying -- there's so nany of them

M5. CANADA: Yeah. On our end, Kayla --
or sorry. On our end it's saying that it's still
downl oadi ng the information that we sent.

VR. CLARK: But it's been sent.

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
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JUDGE FEVELL: And because these are |l ate

filed | can give tinme to object to those |ater, M.
Her nandez, if that's acceptabl e.

MS. HERNANDEZ: | nean, | suppose we can
play it by ear. But I'd like to be able to see what
they're presenting before we go through -- or they
present a |lot of evidence on a docunent that may | ack
foundati on or be hearsay.

JUDCGE FEWELL: And | know sone of them are
simlar but -- in the position statenent that was
sent but it seened |ike sonme of the exhibits may be
simlar between the parties, so.

M5. CANADA: Yes. And we were just -- we
wer e just wondering about that, the information that
we had already sent in, if that was avail abl e.

JUDGE FEWELL: W received sone emails and
a bill that were filed in April.

MR. CLARK: No. W submtted --

M5. CANADA: That was April -- that was
April. ' Cause everything was due by the 22nd. W
got everything in but --

MR, CLARK: -- that bill. There's
multiple bills.

M5. CANADA: Yeah. There was several.

And that's been the biggest issue is turning

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
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everything into you all. That's been the big issue.

MR. CLARK: Most of the bills. It's bills
fromthe very first tine we ever opened up our
account .

M5. CANADA: We do have several that we
have to share with you right now on the screen.

MR, CLARK: And if that's the case we
shoul d have got word that y'all ain't received them
all. | feel like this all has been tricked out.

JUDGE FEWELL: Ckay. Well, we can
consider those late filed exhibits. And | can again
give a deadline for themto be filed in EFIS and then
| can give another deadline for objections. And then
to Ms. Hernandez's point, we can play that by ear as
t he heari ng proceeds.

M5. CANADA: Ckay.

JUDGE FEWELL: My order of w tnesses, |
have Ms. Canada to appear first then M. Cark then
Ms. Krcmar for Aneren M ssouri and then Ms. Fontaine
for the Staff of the Commssion. And | did get an
emai |l yesterday from M. Pringle that there may be
anot her w tness.

M5. CANADA: Yeah.

JUDGE FEWELL: And that was --

M5. CANADA: His nane is Tony A ivastro.
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JUDGE FEWELL: divastro, okay. M. raoe o
Adivastro?

MS. CANADA:  Yes.

JUDGE FEWELL: And | woul d assune he woul d
fall after the two of you. | do want to cover
sonet hing before we get started. There's
confidential information in this case and under
Comm ssi on Rul e 20CSR4240- 2. 135, custoner specific
information is generally confidential. But it's
going to be pretty difficult to discuss parts of your
case W thout getting into sone of these details
regardi ng your bills, shut off notice, and other
t hi ngs.

You are the holder of that information,
M. Cdark and Ms. Canada, so | would like to, as nuch
as possible, try to keep phone nunbers and addresses
out of this. | think we can refer to the addresses
I n question as the Spruce address and WAl dorf
address, | think that's howit's already been covered
generally. And that would be sufficient. W can
also call themthe first and second properties but it
may be a little nore confusing. Do you have any
obj ection to discussing anounts that would billed and
information relating to the notices and

di sconnecti on?
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MS. CANADA: No.

MR, CLARK: No.

JUDGE FEWELL: Ckay.

M5. CANADA: And it's fine with us if you
all would rather us do it the first property and the
second, we can state it that way, that's fine.

JUDGE FEWELL: | think we'll just stick to
the Spruce and Waldorf, it's alittle easier | think.

M5. CANADA: Ckay. That sounds good to

JUDGE FEWELL: And if we're getting into
any information that you believe ought to be handl ed
en canera, please let ne know. That goes for any of
the parties as to anything that you tal k about. |
noted that Anmeren had filed many things that they
deened confidential so we will need to go likely en
canera for going over sone of those.

Just go over briefly what the scope of
Comm ssion conplaints are so everybody knows.
According to Section 363.90 of the revised statutes
of M ssouri a conplaint involves any all eged
vi ol ation of any provision of |aw subject to the
Comm ssion's authority, any rule promul gated by the
Comm ssion of any utility, tariff or of any order or

deci si on of the Comm ssi on.
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So those are the things over which the

Comm ssion woul d have jurisdiction in this case. And
t he Conm ssion does not have the authority to grant
nonet ary damages in the anount of actual noneys. |
believe that the nost that the Comm ssion would be
able to do is order a sort of billing credit if that
was directly causative and quantitati ve.

We can nove forward now wi th opening
statenents if the Conplainants would |ike to do so.

M5. CANADA: (Okay. We appreciate the
Comm ssion's tinme. | do want to begin by saying that
very nmuch appreciative. The purpose of us gathering
with you all today is just to review the account --
the accounts as they -- as they currently stand. Qur
position is that there have been several bills that
have requi red duplicate paynents, duplicate due dates
or there would be several nonths that we have had two
di fferent due dates with two different anounts or
over | apping cycles within that sanme cycle.

So the first question that we have, if
that's the tine to go ahead, or if this is just our
openi ng statenent, that's what we were trying to nake
mention of. And also the Cold Wather Rule not being
informed to us by the representatives of anytine.

And that's the biggest parts that we want to touch
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base with today. And the anount that was in dispute

was the amount that was filed at the tinme of the
formal conplaint. But we feel that we've been taken
advant age of as di sabl ed peopl e and several tines
mani pul ated with this situation. So that's our
openi ng st atenent.

JUDGE FEWELL: Ckay. Aneren.

M5. HERNANDEZ: (Good norning, may it
pl ease the Comm ssion. The Conm ssion has four
I ssues before it this norning to decide. Those were
listed in the |ist of issues, wtnesses and exhibits
and position statenents that was filed earlier this
nonth. And the four issues are did Aneren M ssouri
err in billing Conplainants and/or reflecting
paynments nade on the account from Septenber 21st,
2021 through Cctober 2023. D d -- the second issue
Is did Areren place Conplainants on the correct rate
plan for billing from Septenber 2021 through
Oct ober 2023. Third issue is did Aneren violate the
Cold Weather Rule in the provision of electric
service to Conplainants. And the fourth issue is did
Anreren fail to informor allow Conplainants to sign
up for the nedical hardship program Ofice --
sorry.

JUDGE FEWELL: Go ahead.
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M5. HERNANDEZ: | was just sw tching pages
-- or turning pages so apol ogize for the short del ay
but | have a little bit nore in the opening. |It's
Ameren M ssouri's position that it has not violated
any statutes, rules, or Comm ssion approved tariffs
in the provision of electric service to Conplai nants.
Ameren correctly billed the Conpl ai nants for usage
and correctly credited paynents nade by the
Conpl ai nants to their account.

From Sept enber 1st, 2021 through
June 30t h, 2023 Conpl ai nants resided at the Spruce
address. On June 26th, 2023 service at the \Wal dorf
address was started in the nane of conpl ai nant Dranel
Clark. On July 7th, 2023 a final bill for the Spruce
address was sent in the anmount of $180.53 due on
July 28th, 2023 and then on July 11lth, 2023 a paynent
was received for $108.82 which |eft a renmaining
bal ance in the anbunt of 71.71 for the final bill on
the Spruce property.

That remai ni ng bal ance of 71.71 was
transferred to the new Wal dorf account on July 13th,
2023 in accordance with Aneren M ssouri's conmm ssion
approved electric tariff. On July 26th, 2023 a bill
was sent to the Wal dorf account to Conpl ainants in

t he amount of $229.59 due August 17th, 2023 which
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i ncluded the current billing charges for usage at the

Wal dorf address and the 71.71 outstandi ng bal ance
transferred fromthe Spruce account. On August 15th,
2023 a paynent posted to Conpl ai nants' account in the
amount of $75 | eaving a bal ance of $154.59. The

bal ance of 154.59 was forwarded to the next nonthly
bill issued August 25th, 2023 with current charges of
$235.23 and a late fee of $1.67 for a total bill of
391.49. On Septenber 8th, 2023 a paynent posted to

t he Conpl ai nants' account in the anmount of $80

| eavi ng a bal ance of $311.49 which is the anpunt the
Conpl ai nants state is at issue in this conplaint.

In regard to Aneren billing the
Conpl ai nants for usage under the correct rate plan,
Conpl ai nants began service at the Spruce address
again on Septenber 21st, 2021 and in Case Nunber
ER- 2019- 0335 t he Comm ssi on approved a stipul ation
and agreenent in that case that required new
custonmers with AM neters to default to the
Dayti me/ Overni ght rate plan begi nning on January 1st,
2021. And then in Case Nunber EE-2021-0103 Aneren
requested a variance for the default rate to be noved
to -- I"'msorry, the default date to be noved to
June 1st, 2021. The Conm ssion granted the variance

request and since the Conplainants had an AM neter
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as a new custoner starting service on June 1st, 2021

they were defaulted per Conm ssion order to the
Dayti me/ Overni ght rate plan which was | ater renaned
the Early -- the Evening/ Morning Savers rate.

Conpl ainants called in to Areren M ssouri
on August 25th, 2023 and requested their rate be
changed to the Anytine Users rates and Aneren
M ssouri changed their rate as requested and the
change was refl ected on the Conpl ai nants' next
billing cycle.

In regard to the allegation of Cold
Weat her Rule violations, the record will reflect that
the Conpl ai nants were subject to di sconnecti on when
they filed their informal conplaint and subject to
di sconnection when they filed their formal conplaint.
Conpl ai nants all ege that the el derly/disabled cannot
be di sconnected from service under the Cold Wat her
Rule. That is not correct. Further the
di sconnections Conplainants -- that are subject to
this conplaint are not wwthin the Cold Wat her Rul e,
peri od.

In regard to whether Anmeren M ssouri
failed to informor failed to all owed Conplainants to
register for the Medical Equi pnent Registry.

Conpl ai nants were nmai |l ed Medi cal Equi pnment Registry
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paperwork in 2022 which was never conpleted or

returned to Anmeren M ssouri. Medical Equi pnent

Regi stry paperwork was email ed on Septenber 5th, 2023
and emai l ed again to the Conpl ai nants on

Oct ober 25th, 2023 and to date Ameren M ssouri has
not received conpl eted Medi cal Equi pnent Registry
paperwor k back fromthe Conpl ai nants.

So that is our summary of the issues
before the Comm ssion and our positions on those
I ssues. Thank you.

JUDGE FEWELL: Thank you, Ms. Hernandez.
Staff for the Comm ssion.

MR. PRINGLE: Thank you, Judge. M nane
Is Travis Pringle and | represent the Staff of the
M ssouri Public Service Conm ssion in today's
pr oceedi ngs.

On Septenber 28th, 2024 the Conpl ai nants
inthis case, M. Dranel J. Cark and Ms. Aquilla
Canada, filed a conplaint against Anmeren M ssouri
al | eging a nunber of violations that were sunmari zed
by Anmeren's counsel. Those included allegations of
errors in billing, duplicate bills, allegations of
putting the Conplainants on a rate plan they did not
request, allegations that Aneren M ssouri viol ated

Col d Weather Rule and all egations of Anmeren M ssouri
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failing to inform Conpl ai nants of a nedi cal hardship

program or the Medical Equi pnent Registry.

In conplaint cases Staff typically
conducts an investigation and files an investigative
report with the Conm ssion and all parties to the
conplaint. In this matter, Staff conpleted its
i nvestigation and filed its report on Septenber 20th,
2023. At the tinme Staff initially concluded that
Aneren M ssouri had not violated any applicable
statutes, Conm ssion rules, or Conmm ssion approved
conpany tariffs that were associated this conpl aint.
On April 19th, 2024 Staff issued a nunber of follow
up data requests to Aneren with responses due on
May 9th, 2024. Aneren provided these responses to
these DRs | ate yesterday on May 20t h.

As noted in Staff's report on Page 4
Staff's investigation regarding violations of the
Col d Weat her Rul e when the Conpl ai nants were
di sconnected on March 4th, 2024 initially found no
violation. This was based on account notes provided
by Anreren in response to Staff DR Nunber 1. However,
t he response provided yesterday to Staff's follow up
data request, DR13, indicates that Aneren viol ated
the stipulation and agreenent reached in Case Nunber

EE- 2019- 0382. That stipulation included an enhanced
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di sconnection notice communi cati on schedul e.

Except for custoners on the Medical
Equi pnent Regi stry Anreren is to provide notices of
di sconnection utilizing the timng and comruni cation
neans as follows. Ten days before disconnection a
witten notice is to be provided to the custoner via
U S Mil. Two to nine days before disconnection a
notice is to be provided by text and/or enmail alert
and two separate outbound automated call attenpts are
to be nmade to the custonmer. And 24 hours before
di sconnection a third automated outbound call attenpt
to the custonmer nust be nade. Based on the
I nformati on provided by Aneren in response to Staff
DR13 yesterday it appears that the second out bound
automated call attenpt that is to be nade two to nine
days per the stipulation in EE-2019-0382 was not nade
due to a systemerror. Staff has been unable to do
any follow up on that DR but will be naking a
correction to a Staff report when Staff w tness Sarah
Font ai ne takes the stand | ater today.

However, besides that violation recently
di scovered Staff's investigation did discover areas
where Aneren could inprove its procedures regarding
this type of conplaint. Based on the recorded phone

call between Anmeren M ssouri and the Conpl ai nants
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Staf f recommends that Aneren exam ne its current

procedures and | ook for ways to be nore proactive in
gui ding custoners to register under the Cold Wat her
Rul e as an el derly/disabled | ow incone custoner. |If
a custoner, in providing flags or indicators, through
comruni cations with Anreren enpl oyees that they may be
eligible for prograns Aneren shoul d provide the
custonmer with information on all possible prograns
they may qualify for.

Thank you for your tinme and | can take any
guestions you nmay have.

JUDGE FEWELL: Any questions, Comm ssion?

M5. CANADA: Thank you. | appreciate that
statement, sir. W were actually just | ooking over
our information in reference to that March 4th
di sconnect. W did not have any warning on and we
were told later by | believe her nane was Terri at
Aneren that that was error on --

JUDGE FEWELL: Ms. Canada, we haven't
gotten into --

M5. CANADA: Could you repeat that --
could you repeat your findings on that March 4th
di sconnect? Could you say that one nore tine,
pl ease? W couldn't hear it.

MR. PRI NGLE: Judge, would you like for ne
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to repeat that portion of ny opening statenent?

JUDGE FEWELL: | think we can cover it
when we do evi dence.

M5. CANADA: Ckay.

JUDGE FEWELL: Ckay. | think we can -- |
heard no questions. | think we can nove into the
evi dence portion. M. Canada, | believe you were the

first wwtness. At this tine you would be able to
present your evidence and testify and your other
W tnesses testify. Can you raise your right hand --
M5. CANADA: Yes, sir.
JUDGE FEWELL: -- so | can swear you in.
MB. CANADA: Yes.
* * * * *
AQUI LLA CANADA,
The wi tness, having been first duly sworn
upon her oath, testified as foll ows:
* * * * *
JUDGE FEWELL: Ckay. You nmay proceed.
M5. CANADA: Okay. So | would like to
begin with a question -- overall question that M.
A ark has. Wuld you like to ask your question?
MR, CLARK: No.
M5. CANADA: Ckay. W received a phone

call yesterday in reference to settling this and
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W ping the slate clean.

MS. HERNANDEZ: Your Honor, I'mgoing to
object. 1'mgoing to object based on privilege
settl ement communi cati ons and hear say.

MR, CLARK: Al right. This is the reason
for our question. Go on and say what you got to say.
M5. CANADA: The question was --

JUDGE FEWELL: Hold on. Hold on. There
was an objection. | got to rule on it.

M5. CANADA: Ch, okay.

MR, CLARK: Restate it. Restate it.

M5. CANADA: He has to rule on her
obj ecti on.

JUDCGE FEWELL: And please don't speak over
each other, it's alittle difficult to know -- for
the court reporter to know, especially since we're
appeari ng by WebEx, who's sayi ng what.

MR, CLARK: Al right.

JUDGE FEWELL: I'mgoing to sustain the
objection. And I also want to address that
Comm ssi oner Maida Coleman | think joined us at sone
point this norning as well so she's al so present.

| f you want to rephrase your question you
do that. You can proceed. But | did sustain that.

M5. CANADA: Ckay. Thank you. The
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guestion was was there any -- what do you want to

say, hoops --

MR CLARK: Is there any one of y'alls on
the payroll at --

JUDCGE FEWELL: Hold on. M. Cdark, you're
not testifying. It's only --

M5. CANADA: The question was is anyone on
the payroll with Anmeren UE at this tinme?

JUDGE FEWELL: You're testifying, you're
not asking questions. You can ask questions of
Aneren' s wi tness whenever they present their
t esti nony.

CLARK: That's cool.
CANADA: On. On, okay. | apol ogi ze.

2 5 D

CLARK: Ask your questi on.

M5. CANADA: Well, ny testinony at this
time is in r reference to the four points that was
brought out in the list of evidence filing.

Nunmber 1, in regards to the bills that
were sent to us. W noved in our hone at Wal dorf on

June 30th is when we stopped service at the Spruce

address. W have billing comng in in August. CQur
first bill was 154 as a disconnect. W did not
receive any other bill prior to that. On August 1st,

| called Aneren to ask what our bill was. At that
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time | was infornmed by the representative that no
neter --

MS5. HERNANDEZ: (bjection, hearsay.

MR, CLARK: Hearsay. Kind of |ike how
y'all --

JUDGE FEWELL: M. dark, you' re not
testifying.

MR, CLARK: -- what happened. Onh, state
your questi on.

M5. CANADA: Uh-huh. My | continue or --

JUDGE FEWELL: | need to rule on the
objection. 1'mgoing to sustain that as well.

M5. CANADA: Ckay.

MR. CLARK: (I naudible).

M5. CANADA: Ckay. Again, at that tine |
sent in a paynent of $75 because |I did not have an
anmount known to ne. But again, when I did receive
the first bill I was told that that $75 was applied

to the --

M5. HERNANDEZ: (bjection, hearsay.

MR. CLARK: -- recordings.

M5. CANADA: W have recordings. W have
recordi ngs --

JUDGE FEWELL: Hold on, Ms. Canada. |'m

sustai ning that objection.
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M5. CANADA: Thank you. raoe %

MR, CLARK: (I naudible).

M5. CANADA: Am | okay to go forward?

JUDGE FEWELL: Yes, you are. |f anyone
else in the roomcan remain quiet while you testify
t hough, only you are presenting testinony at this
tine.

M5. CANADA: kay. Thank you. Again, as
| was saying, | do have proof of this that | was
sending in. But the reason again that | sent in the
$75 is because | did not know what the bill anount
was at that tinme. Upon doing so | was inforned that
this was to be applied, and the paperwork shows that
It was applied towards the Spruce address. However,

t hat paynent was not needed for that address because
it was paid in full via online Aneren website. The
date showi ng that they received that paynent of
108.82 was July the 11th when they received it but
yet we were billed through July 6th. Again, service
ended at the Spruce residence on June 30th so there
was no reason for the bill to go through the 6th. In
their own paperwork on that online statenent it shows
a zero balance, paid in full, last paynent 108. 82.
That is one of the docunents that | was trying to

send over to you all for Kayla to distribute. It is
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still, according to our phone, downl oading the
information. So | do apol ogi ze for that.

But at that point when we received this
di sconnection bill as our first bill I was -- | was
taken back by that. | nean, where did this cone from
and howis it that your first bill at a new residence

Is a disconnection bill? So at that point | did
reach out to Anmeren to find out what was goi ng on.
This is what led up to us filing the infornal
conplaint. And this is the second tine that we have
filed the informal conplaint. There was one filed in
2023 as well that we did not take on to the fornal
conpl ai nt | evel because we were instructed via Aneren
to try to --

M5. HERNANDEZ: (bjection, hearsay.

JUDGE FEWELL: I|I'"mgoing to let that in.

M5. CANADA: Thank you. Thank you.
Again, so therefore we decided to go forward with the
formal conplaint this tinme because there was no bills
gi ven before that disconnection bill. And then when
we | ooked -- and then when we |ooked it up we have
noticed that the activity statenents that we have
been presented with, they are not show ng any of our
credited anounts as well, they were -- they were

listed on the bills as additional charges. Also, in
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reflecting over the bills we did notice that one in

particular, the one that |'m speaking of in fact,
that they're saying was the last bill fromthe Spruce
address, it says on there a deposit anobunt of 18. 33.
That was our credited anobunt and that's why the bill
went down. But that bill was paid in full in July
according to their records when they received it.

| have third-party verification of
everything that |'m stating because | pay ny Aneren
bill with ny Medicare allowance, | have been doing so
since January of 2023. Again, this is all
information that is downloading at this tine for you
all to be able to view. But you all should al ready
have that information fromthe formal conplaint -- or
excuse ne, fromthe informal |evel sonewhere in your
files.

But in reference to the Cold Wat her Rul e.
W were not subject for disconnect at that tine and
if we were no notice was given. W have been paying
our bill, if not down to zero, we've been paying it
past the 50 percent |evel that we were inforned by
Ameren that we had to pay --

M5. HERNANDEZ: (bj ection, hearsay.

M5. CANADA: W found --

JUDGE FEWELL: Hold on. I'm-- overrul ed.
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M5. CANADA: Thank you. W found out
about the Cold Weat her Rule when | was speaking with
the Comm ssion. | was informed about it -- Ms.
Fontai ne actually was the first person that | had
actually heard anything about the Cold Wat her Rul e
from And that's when | noved forward on asking
Ameren why we were not infornmed about it.

Also, in reference to nedical fornms, we
have sent off any nedical forns that Ameren has sent
to us. Qur doctor has not responded to any of them
and we -- we have no control over that. But we have
noved forward and we have informed Aneren for the
need of the nedical formfor the CPAP that Dranel
uses.

MR, CLARK: (Il naudible).

M5. CANADA: So we're just trying to make
sure that there is an understanding. And | amtrying
to make sure that there is an understandi ng that
these bills that are accunul ated between June and
August and |'m not understandi ng how t hey can
accunul ate that nuch to be that high as | clearly
stated al ready on August 1st there was no anount
given to us but now there is docunents stating that
this was done on the 28th or the 26th of July and

this is not so. None of the transactions or the
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activity statenents even nmake nention of our credited

amount s.

The paynents that show on the activity
statenents, the dates are not colliding with -- or
not aligning with, excuse ne, with the dates that |
have as conpl eted paynents through the insurance
conpany. So | am concerned that the docunentation
that is being used or presented by Anmeren at this
tinme is not the sane docunentation that Ameren has
supplied us. W receive email, texts, and paper
statenents fromthemin reference to our bills.

So again, if we're not receiving this
docunentation, if there's no -- after review ng or
doi ng investigation there's no docunentation of it,
it just doesn't make sense to ne that -- how here it
i's, you know, May of 2024 and this docunentati on now
IS presented, it's not making sense to ne. There is
a lot of confusion on that.

But again, we have sent over all of the
I nformati on and we're hoping that before we wap up
today you all do have the ability to see it. W do
have a flash drive with sone recordings on it that if
the Court would allow we would play so that it's not
consi dered hearsay, the statenents that |I'm making at

this tine. Besides that, | don't feel that there's
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anything else that | want to bring up at this tine

but M. Cark does want to speak on his testinony as
wel | .

| do have a question that if | do think of
anything else after he's testified, wll that be done
at cross-examnation or would | be able to interject
at anytine?

JUDGE FEVELL: You can recall yourself,
|"mconfortable with that, at |east while you're
presenting your evidence if it -- between M. dark
and M. divastro, if you have questions -- or nore
evidence to present at that tinme you can recall
your sel f.

M5. CANADA: Ckay.

JUDGE FEWELL: Ckay. And so -- go ahead.
Are you finished or?

M5. CANADA: Well, you said that that
woul d be for the evidence portion. So | am-- |
think I amfinished at this point.

JUDGE FEWELL: GCkay. Cross by Staff.

MR. PRI NGLE: No cross-exam nation, Judge.

Thank you.
JUDGE FEWELL: Cross by Aneren.
M5. HERNANDEZ: No questions, thank you.
JUDGE FEWELL: Are there any questions
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fromthe Conmm ssion? Hearing none, | have a few

questions. I'Il try to keep it brief.

EXAM NATI ON CONDUCTED

BY: JUDGE FEWELL

Q Referring to your conplaint, you had
listed a statute, 536.010, regarding affected small
m nority business. Do you have a hone busi ness?

A Yes, sir. Yes, sir, we do.

Q What is that business?

A. It is called the E-1-T, Enjoy It
Toget her, LLC

Q Ckay.

A And we are in good standings with the

State.

Q Thank you. And you had nenti oned
that you received email, text, and paper, neaning
mail | believe, statenments for your bills?

A. Yes. We originally asked for paper
and email conmunications. But we did not receive the
paper ones at the Spruce location at all, we only
received the email conmmunications and then we were
able to go online to view our bill at that |ocation.
However, at the Wal dorf |ocation we have not the
ability at all to see anything online in regards to

this -- this bill and the -- or excuse me, this
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address and the Spruce address has been closed. W

do not have access to that either to review that
onl i ne conmmuni cati on anynore. W do have screenshots
fromwhen we did though.

Q And is the online, is that through a
portal or is it just an email that has --

A. That - -

Q -- that bill?

A. That is through the Anmeren website.
Wien | refer to online, | apologize, | amreferring

to the online access for custoners via Anreren's

websi te.

Q And you need to log in for that?

A Yes, you do have to log in for that.
But we cannot log in -- when we log in with this --

at the Wal dorf address there's nothing being shown,
there's no access to it, it wll not allowit. Wen
we log on for the Spruce information it says that
this account has been closed and then it's just
blurry behind that on the screens.

Q Ckay.

A But we do have the screenshots
rendered fromthat that says zero bal ance, | ast
paynment being 108.82, July 11th.

Q And you said that you paid the $75
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yourself on -- I'mnot sure what date that was.

A On August -- when | called in
August 1st, | made a paynent initiated on August
the 2nd for $75 that was applied to the Spruce
address as a | ast paynent on that account when there
-- that account had already been paid in full wth
the 108. 82.

Q Ckay.

A. And that's -- I"msorry. Let ne
clarify. That was done off of ny nedical allowance,
all of ny paynents are done through that.

Q Sure. And then you -- when did you
nove out of the Spruce address, what date?

A. We noved out of the Spruce address
officially | believe on the 30th of June is when we
stopped the service. W signed the paper closing on
June 27th. The -- and we -- and |'mglad that you
did bring that up actually because we were
di sconnected on the 24th of June and had to be
reconnected to the 30th as a m stake for what we had
set up the closing date had gotten noved. So we
ended up ending service on the 30th, we did not go
into the nonth of July at all.

Q Ckay. That was all of nmy questions.

JUDGE FEWELL: |Is there any re-cross?
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MR, PRINGE: None from Staff, Judge.
Thank you.
M5. HERNANDEZ: No, thank you, Judge.
JUDCGE FEWELL: Ckay. W can nove to M.
Clark. WII you raise your right hand.
MR. CLARK: It's raised.
* * * * *
DRANEL J. CLARK,
The wi tness, having been first duly sworn
upon his oath, testified as foll ows:
* * * * *
MR. CLARK: The whole truth, yes.
JUDGE FEWELL: Al right. You nmay

pr oceed.

MR CLARK: My question is -- or ny
testinmony is that |'mtrying to figure out -- | nean,
last time | checked is you pay your bill once a
month. |'mpretty sure we all supposed to once a
nmonth. As we having so many bill cycles in different

amounts for the sanme nonth and threatening to be --
if we don't send it we get disconnected after already
receiving a paynent, first off. Second off, why is
every three and a half nonths after receiving
paynments fromus it equal up to the sanme anount of

nmoney that you saying that we owe that y'all want as
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a lunp sum based off our own paynents. It's sinple

mat hematics. |If one plus one is two you can't tell
me one plus one is eleven, man. |f eleven plus
el even is 22 you can't tell ne it's four. |It's
sinple mat hematics. How can we have all these
paynents that's due froma | ocation that we wasn't
even in less than 30 days and you already send us
bill for August, Septenber and we in the nonth of
July. It's inpossible. It's inpossible, man. It's
sinple math. It's comobn sense, nan.

|"'mnot here to play on nobody's
intelligence and | please hope ain't nobody here to
play on mne, man. Right is right is wong is wong.
And why all our bill usage is matching the sane exact

thing for the last three years for the previous

address. It all matching up the sane and we at a
whol e new | ocation, residence. The bill anmunt is
the same amount of bill used -- anmpbunt that it was

the year before, the year before that, and the year
before that, the sane exact anmount. Saying that we
owe this anount, 311, then it go to four sonething,
then it goes to five sonething, then by Cctober it'll
be six sonething, repeated. That's insanity. That's
insanity, man. That's a nental problemthere.

Peak tinme at that. An't no way that a
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person that be in they |ocation | ess than 30 days

have a bill that's nore than 200 sone dollars. Every
12 days you receive paynent fromus. Every 12 days
we got to prove there's sone docunent that you guys
recei ved paynent fromus at a | east two or three
times a nonth, man. |f you pay your bill down to
zero and supposed to have credit how do the next bill
Is over 300 and sone dollars. O the credits is not
even showing at all. | never asked to use ny credit
score or apply ny credits to anything, not one tine.
Now | can't even track nmy credits down. |
asked where ny credits at, | don't have none. \Wat?
That's stealing. That's -- that's stealing and
that's m susi ng governnent funds, you stealing from
an insurance conpany and all to say to us that we
don't have credit or you didn't receive this paynent
but we got confirmation from Anmeren sayi ng paynent is
received, credit anmobunt is this. But nowhere on that
-- on that receipt saying this amunt is for this --
Is for this cycle right here. Now on your activity
sheets -- activities sheets you got these paynents
but you don't got it next to anything it's just
bl ank, this anmount blank. Wat it's applied to? You
just taking our noney and just doing anything you

want with it. And then pulling our credit for
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additional credit. Wich by the way we all know --

and |' m speaking for Aneren to -- you can object or
what ever you want.

W all know all of this is on false
readings. It's all false readings. Fromthe very
first tinme y'all disconnected us wongfully, y'all
didn't try to nake it right since then. So every
paynent fromthen on is fal se readi ngs based off our

own noney. W paid every nonth, sonetines nore than

twice, or nore than once. |It's inpossible to say
that we got a disconnection bill froma new residence
that we wasn't even in there for 13 days yet. It's

I npossi bl e.

And then try to say our AC bring the bill
up to 127 when we ain't even have AC, we had to get
it fixed. Wich we got proof of that too. So if you
sworn to tell the truth and the whole truth tell it,
tell it, man. 'Cause y'all reason |I'mon a CPAP
machi ne, Aneren is. This ain't hearsay, this is
facts. Y all saying you have evidence |ooking |ike a
cat in heat and I looking like a Steven King novel.
Conme on, man. Qur evidence is Ameren evi dence, they
telling on they self.

If y'all allow these people to mani pul ate

y'all too |I'"'mgoing to the news. Flat out, nman.
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They bullies. They nonopolize us, man. Y' all the

reason why people out here commtting crines, nman.
Ain't no way a utility bill should be nore than
sonebody's rent or nortgage. Cone on, man. |It's
insanity, man. And y'all won't even admt y'all are
wong or make it right, man. Y all force a person to
go through all of this, man, and then call us and

tal ki ng about we're wi ping, we're w ping, cone on

now. Hell, sone type of (inaudible) heart, man. W
all human bei ngs here, bruh. Wong is wong. |f we
feel like we -- all this is right we wouldn't be

going through this right now If |I don't seek -- if

| don't seek justice now |I'mgoing to seek justice,
bruh. You told ne to do what | got to do and |'m
doing it, Anmeren. Themthe words out of your nouth,
do what you got to do then. Ckay.

M5. HERNANDEZ: (bj ection, hearsay.

MR. CLARK: That ain't hearsay, themare
facts, man. | swore --

JUDGE FEWELL: M. d ark.

MR, CLARK: -- don't do that. | don't

play wiwth ny high power, don't do that. Those are

facts.
JUDGE FEWELL: 1'mgoing to sustain that
obj ecti on.
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MR. CLARK: Them are facts. "' m not here

to play on nobody's intelligence or manipul ate
nobody, man, that's not the reason we here. W here
'cause we speaking for those that can't speak for
they self, man. It's bigger than us. [It's bigger
than us. Y'all the only ones that we can get
electricity fromand y'all feel like y'all can do
what you want to do, man. Any objection to that?

That's what | thought. That's what | thought.

' mgoing to use your own evidence, |'m
going to contradict your own evidence. | don't even
want to use mnes, | want to use y'alls. That's what

| want to do. Bring themfalsified activity sheets
into the play, I'mdone. | want to adjourn.

M5. CANADA: He's conpleted his statenent.

MR CLARK: | wasn't done. Let's play
ball. Let's play. Ding, ding, ding. Of the field.
M5. CANADA: He's finished, sir. |I'm

sorry. He's very upset about this.

JUDCGE FEWELL: That's okay. He will need
to appear for cross-exam nation though.

M5. CANADA: You do have to sit down for
Cross here.

MR, CLARK: It's hot in here. W don't

got AC on right now. | needed to get sonething to
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dri nk.

M5. CANADA: Ckay. They're ready.

JUDGE FEWELL: |Is he ready?

M5. CANADA: Yeah.

MR, CLARK: Yeah, |'m ready.

JUDGE FEWELL: Ckay. Thank you, sir.
Cross by Staff.

MR. PRI NGE: Yeah. Thank you, Judge.
Very brief.

EXAM NATI ON CONDUCTED

BY: MR PRI NGLE

Q M. dark, you nentioned fake
readi ngs, do you recall that?

A. Yes.

Q And are you referring to the readings
fromyour electric neter?

A It wasn't never no readings fromthe
electric meter, sir. That's why | said fal se
r eadi ng.

Q Have you ever requested for the
conpany to test your neter?

A Yes. | asked them when we first cane
to this new location at 42 -- | nean, 92 --

M5. CANADA: Just Wal dorf.

MR, CLARK: Waldorf. Waldorf. Sorry
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about t hat.

BY: MR PRI NGLE

Q No problem M. dark. And when you
requested that neter test, did that neter test occur?

A. No. They said they could do it from
where they at.

Q Did they -- | guess is it your
under st andi ng you have what is referred to as a smart
meter or al so Advanced Metering Infrastructure, AM?

A. Me personally, | don't know not hi ng
about that, | don't knowif it's smart or nothing. |
just asked for it, they said they could do it from
where they were at.

Q And did they tell you what the
results of that test was?

A. No, sir.

Q Al right. Thank you, M. d ark.

MR. PRINGLE: No further questions from
Staff, Judge. Thank you.

JUDGE FEWELL: Thank you, Counsel. Cross
by Aneren.

M5. HERNANDEZ: No, thank you.

MR, CLARK: Y'all don't got no questions
for ne? Aww, nman, cone on now.

JUDGE FEWELL: You're done testifying.
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Questions by the Conm ssion? Hearing none, | have a

couple as well.

EXAM NATI ON CONDUCTED

BY: JUDGE FEWELL

Q To kind of piggyback up off of that.
Has Aneren ever sent anyone to replace or change the
neter --

A No.

-- at the Wal dorf address?
A No, sir. W never saw a tape since

t he account been opened in ny nane, never.

Q Ckay.

A At the old address or new.

Q And you' ve nentioned several tines
that you have a CPAP machi ne. Have you -- how have

you di spl ayed that or provided information about that
to Aneren?

A. They have -- they sent us -- they
told us they was going to send us a docunent to send
to ny doctor and for us to mail it back. So first,
it took thema while to even send us a docunent. It
had to take us to do this conplaint for themto send
it to us. And since once | sent it off to ny doctor,
you know, at this tine we've been going through this

stuff since COVID and all of that so, you know, it's
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hard to get in to a doctor, you got to make an

appointnent to get in, you know So it's |ike out of
reach on that. But | have the CPAP nachi ne right
here if y'all want to look at it.

Q Sure. | don't know that that's
necessary. But what day did you receive it? You
said that you -- if you can recall?

A What day was that?

M5. CANADA: | can't --

MR, CLARK: | know it was after the
conpl ai nt .

BY: JUDGE FEWELL

Q Ckay. So it was sonetine in the fall
of 2023 or later?

A. The formal conpl aint.

M5. CANADA: Yeah. That's when we
received --

MR. CLARK: Yeah. 1In "23. Sonetine in
'23, yeah.

BY: JUDGE FEWELL

Q Ckay. And | believe that you stated
that this was through United Health Care that your
paynments are made. |s that sonething that you have
to provide to UHC or are the bills sent directly to

them how does that process work?

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
www.lexitaslegal.com California Firm Registration #179



© 00 N oo o b~ w N Pk

N N NN NN R R R R R R R R R
g A W N P O © W N O O M W N B O

Evidentiary Hearing Vol IlI May 21, 2024

Page 44
A Ms. Canada have to speak on that

I ssue right there.

MS. CANADA: Just to answer your question.
They initiated paynent. | put in the infornmation
into their site initiating the paynent with United
Heal th Care at which point from ny understandi ng they
mai | the paynent in, the process can take up to five
days. But in January of '24 we switched over to
Aetna and they do direct paynent fromthe form of
like a Flex card or a debit card with a MasterCard
|l ogo. And that card ends in 5669, |'m sure Aneren
can see that that's how the paynents have been made
t hrough that.

MR. CLARK: (I naudible).

M5. CANADA: But we do get the -- we do
get the notification once the paynent is conpl eted
fromnot only Aneren but al so the insurance conpany
United Health Care and Aetna.

BY: JUDCGE FEWELL

Q I n what form do you get that
notification, the receipt?

A W get themin email and in text.

Q Ckay. | think that was all the
guestions | had.

JUDGE FEWELL: |Is there any re-cross?
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MR, PRINGE: None from Staff, Judge.
Thank you.

M5. HERNANDEZ: No thank you, Judge.

JUDGE FEWELL: And next | think is M.

A ivastro.

M5. CANADA: Ckay. He's going to get him
real quick. He's our tenant so just give us one
second for himto enter the room | apol ogi ze for
t he del ay.

THE REPORTER  Hello. This is the court
reporter. Could | get M. Aivastro's nane spelling,
pl ease.

M5. CANADA: Sure. | believe it's
OL-1-V-A-S-T-R- O

THE REPORTER  Thank you.

M5. CANADA: His first nanme conpletely is
Ant hony. All right. Here he cones.

THE WTNESS: Hell o.

JUDGE FEWELL: Hello, M. divastro. Can

you rai se your right arnf

ANTHONY OLI VASTRO  Yeah, yeah. | got it
rai sed.
* * * * *
ANTHONY OLI VASTRO,
The wi tness, having been first duly sworn
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upon his oath, testified as foll ows:
* * * * *

JUDGE FEWELL: Okay. M. Canada, he's
your W tness.

THE W TNESS: Correct.

EXAM NATI ON CONDUCTED

BY: Ms. CANADA

Q Ckay. Tony, --

Sorry.

M5. CANADA: OCh, I'msorry. Let himsi
down a little closer to me so you all can hear
better. How are we on sound? Good?

JUDGE FEWELL: W can hear you.

M5. CANADA: Ckay. Geat. Thank you.

BY: Ms. CANADA

Q Ckay. Tony, this is your second t
-- I'"'mquestioning you. This is your second tine
living with us?

A. Ri ght.

Judge what you have observed?

and, you know, the prices changed on the agreenent

Page 46

JUDGE FEWELL: Can you speak into the mc?

t

i ne

Q Here at the Wal dorf | ocation and at

the Spruce | ocation, could you just describe to the

A So, you know, | noved in with them
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multiple tinmes due to this Anmeren bill. So, you

know, like it's affected -- it's affected the
agreenent that ne and Ms. Canada have nade.

Q As a landlord to tenant, okay. And
how woul d you say that it has affected the agreenent
t hat we have nade?

A | mean, so --

M5. HERNANDEZ: (bj ection, relevance.

THE WTNESS: -- the price has actually
gone up conpared to the agreenent we had nade
mul tiple tines.

THE COURT: Hold on. Hold on, M.

A ivastro.

THE W TNESS: Ckay.

JUDGE FEWELL: There was an objection.

M5. HERNANDEZ: On rel evance. |'m not
sure howthis is relevant to their conplaint.

M5. CANADA: Well, because he's a tenant
of ours we've had to increase the anount that we have
asked himfor in regards to utilities. W have
charged hima flat rate to rent the space and then
another rate for utilities if they were to fluctuate.
So wwth that being the case, we're sinply show ng
that this has not just affected us personally, this

has affected us business wi se as well. | don't |ike

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
www.lexitaslegal.com California Firm Registration #179



© 00 N oo o b~ w N Pk

N N NN NN R R R R R R R R R
g A W N P O © W N O O M W N B O

Evidentiary Hearing Vol IlI May 21, 2024

. . ) ) Page 48
to nake it a practice of having to renegotiate the

terns.

THE WTNESS: Yeah. So --

JUDGE FEWELL: I'Il overrule the
obj ecti on.

THE WTNESS: Ckay. So yeah, there's been
a fixed rate that we've agreed upon and that's
fluctuated, you know It's actually increased, you
know, nmultiple tinmes and -- you know, fromthe
agreenent, so.

BY: Ms. CANADA

Q And woul d you say that that is a
direct result of us showi ng you the bill and
saying --

A. Yes.

-- the entire --

A Yeah, exactly. That's exactly what
it is. So, you know, it kind of nesses with the
agreenent that nme and Ms. Canada had, so.

Q And does that affect you financially

as wel | ?
A Absol ut el y.
Q kay. Ckay. Thank you, M.
Aivastro. That's all | wanted you to testify on.
A And this has been nore than once in
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one nonth. Like -- so the -- they've raised the

price twice in one nonth, you know, 'cause the bill

-- they've been billed nore than once in four weeks.

Q So this is a recurring issue?
A. You know, so they raised the price in
the mddle of the nonth -- in the mddle of the nonth

and then in the end of the nonth they tell nme | --
they added nore noney to it. [It's |ike why -- why
woul d the bill keep going up, it doesn't even nake
sense.
Q (I naudi bl e).
A. Yeah, yeah. Either that or --
I nstead of going down or staying average, you know.
M5. CANADA: Okay. That's all | had for

guestioning of M. Qdivastro. You' re okay. You're

okay.

JUDGE FEWELL: Okay. |s there any cross
by Staff?

MR. PRINGLE: Yeah. Just one questi on,
Judge.

EXAM NATI ON CONDUCTED

BY: MR PRI NGLE

Q M. divastro, were you saying that
your rent is changing every nonth because of the

Ameren bills?
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A No, no, no. Just the utilities.

Q Ch, okay. Al right. Thank you very
much for that clarification. No further questions.

JUDGE FEWELL: Cross from Aneren?

M5. HERNANDEZ: No questions. Thank you.

THE WTNESS: (I naudi bl e).

M5. CANADA: She said no gquestions.

THE WTNESS: [|'mglad you said that too
‘cause | --

JUDGE FEVELL: If you can pl ease nute your
m c when you're not speaking. |s there any questions
fromthe Conm ssion? Hearing none. | did not have

any questions either. W can nove on | think to
Ameren M ssouri's first wtness.

M5. CANADA: Thank you.

MR PRI NGE: Judge, before we nove on to
Areren, this is Travis Pringle from Staff. Just kind
of wondering how we wanted to handl e the
Conpl ai nants' evi dence?

JUDGE FEWELL: | think we'll do late
filing.

MR. PRI NGLE: kay.

JUDGE FEWELL: And get tinme to object. |
was t hinking by Monday to give themthe weekend if

necessary to kind of try to get it filed and then
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give the parties until Wdnesday to object.

MS. CANADA: Excuse ne, your Honor.
Monday is a holiday.

JUDGE FEWELL: Oh, you're right. That's
right. Tuesday then. And then Thursday to object.

M5. CANADA: That sounds good to ne.

Thank you.

JUDGE FEWELL: Are there any objections to
t hat ?

MR. PRINGE: None from Staff. Thank you,
Judge.

M5. HERNANDEZ: And | guess in ternms -- do
we know what the specified exhibits fromthe
Conpl ai nants are that are going to be fil ed?

M5. CANADA: | listed themin the exhibit
filing that was done that M. Pringle submtted.
Agai n, those are recordings, emails, receipts.

MR. CLARK: And we al so have flash drives.

M5. CANADA: We al so have downl oaded those
recordings via flash drive. So it's all -- to be
honest, it's all information that we have received
fromyou, Aneren as a conpany, from United Health
Care and Aetna as well .

MR. CLARK: W all disabl ed.

M5. CANADA: And the proof of his and ny
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disability and howit effects -- is affected by the
el ectric.
MR CLARK: (I naudi bl e).
THE COURT: And | can list what's -- it's
in the position statenent. It says, bills, ennil

comruni cations, confirmation of paynents, text, and
emai | s, conpl ai nant recordi ngs, proof of paynents
fromthird party insurance conpany, paynent
initiation conpletion and then witten statenents
froma few people. | don't know that -- are you
still intending to file a witten statenent from M.
Aivastro or just his testinony?

M5. CANADA: | feel like his testinony has
pretty nmuch served as his witten statenent. So |'m
okay with that, if you all are.

JUDGE FEWELL: Yeah.

M5. CANADA: Ckay.

M5. HERNANDEZ: | guess, Judge, ny only
concern is, you know, we can file objections to these
docunents. But if the Comm ssion were to admt them
we -- we would not have an opportunity to question
anyone. You know, the docunents that are admtted we
woul d be able to do no cross of the wi tness based on
t hose docunents.

JUDGE FEWELL: And you'd be able to ask
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for rehearing if necessary. ragess
M5. HERNANDEZ: Ckay. | guess with that

understanding, if they are admtted and we -- to the

extent we have questions we can ask for reheari ng.

Well, rehearing in terns of -- well, let ne nake sure

| understand rehearing. Not rehearing in terns of

you issue -- the Conm ssion issues a final order and

we ask for rehearing of that order you're saying that

t he evidence woul d be reopened for an additi onal

heari ng?

JUDGE FEWELL: | think we could do that if
necessary.

MS. HERNANDEZ: Okay.

JUDGE FEWELL: It is your witness, Ms.
Her nandez.

M5. HERNANDEZ: AlIl right. Anmeren
M ssouri calls Aubrey Krcmar. Do you have your
screen on?

M5. KRCMAR:  Yes.

JUDGE FEWELL: Ms. Krcmar, can you raise
your right hand.

* * * * *
AUBREY KRCVAR,
The wi tness, having been first duly sworn

upon her oath, testified as foll ows:
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* * * * *

JUDGE FEWELL: Thank you. You nmay
proceed, Counsel.

EXAM NATI ON CONDUCTED

BY: MS. HERNANDEZ

Q Al right. M. Krcmar, can you first
spell your nanme for the record?

A Sure. M first nane is Aubrey,
A-U-B-R-E-Y. Last nane is K-R, Clike cat, MA-R

Q And Ms. Krcmar, where are you
enpl oyed?

A | work for Ameren M ssouri .

Q And what is your position at Aneren
M ssouri ?

A. | ama regulatory |iaison.

Q And as a regulatory |iaison, what do
your duties include?

A. One of ny main duties is to work
internally to ensure that Aneren M ssouri's busi ness
practices are in conpliance with both the
Comm ssion's rules as well as our own tariffs. |
al so serve as conpany witness in formal conplaint
hearings assisting with all of the investigation.

Q Al right. And are you famliar with

the conplaint that's been filed by Conpl ai nants?
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A Yes.
Q And did you do any investigation of
t he conpl ai nt ?
A Yes, | did.
Q And how did you investigate the
conpl ai nt ?
A So anytinme that |'minvestigating a

formal conplaint | start by doing a deep dive

i nvestigation into everything that has happened with
the account. | listen to all tel ephone recorded
call s between the custoners and our enpl oyees, |
review all of our account records which are stored

Wi thin several different conputer progranms. W use
CSS is the nane of one of our conputer prograns that
stores all of our account records as well as CRMis
anot her new program platformthat we're noving to. |
review all of the account activity statenents, all of
the billing records. Basically I just -- | | ook at
every single thing that has transpired between the
custoner and the conpany and all of the communi cati on
that we have shared with themin order to determ ne
whet her or not Anmeren M ssouri has followed all of
the correct business practices and handling of the
account .

Q Al right. And do you have
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Exhibit 100C in front of you?
A | do.
Q And do you recogni ze these docunents?

M5. CANADA: We do not have that exhibit
in front of us.

JUDGE FEWELL: It was enmailed at 7:44
yesterday if you check your enail.

M5. CANADA: Ckay. Thank you.

JUDGE FEWELL: Yeah. Proceed, Counsel.
| " m sorry.

BY: Ms. HERNANDEZ

Q Al right. Thank you. Sorry. D d

A | think you had asked ne what this
Exhi bit 100 is.

Q Yes.
A | identified this as all of the
billing statenents, nonthly billing statenments that

were sent to the Conplainants at the Spruce | ocation
as well as their current | ocation on Wal dorf through
Novenber of 2023.

Q And are these billing statenents
records that are maintained in the normal course of
Ameren M ssouri's business?

A Yes.
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Q And are these billing statenents true

and correct copies of those business records?

A Yes.

M5. HERNANDEZ: All right. Wth that
foundation, | would offer Exhibit 100C into the
record.

JUDGE FEWELL: Are there any objections to
adm tting Exhibit 100C, the billing statenents, into
t he record?

MR, PRINGE: None from Staff, Judge.

M5. CANADA: | do have an objection. | am
trying to get to that docunent at this tine. |'mnot
sure how | feel about it until | see it.

JUDGE FEWELL: It appears to be -- it's

pretty lengthy. It appears to be billing statenents
from probably your first bill to date.

M5. CANADA: Ckay. Okay. We would like
to check the accuracy of that docunment so we woul d
like to object to that.

JUDGE FEWELL: GCkay. |[|'mgoing overrule
t hat objection. You nay proceed, Counsel.

M5. HERNANDEZ: Thank you.

BY: Ms. HERNANDEZ

Q Al right. M. Krcmar, did you

review all of these billing statenents?
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A. Yes.
Q Do you renenber -- let ne ask you
There was an all egati on of fake readi ngs regarding
the electric nmeter. In your review of the account
records, did the Conplai nant ever contact Aneren
M ssouri to request a neter test?
A | listened to all, | think, 40 plus

phone calls between the Conpl ai nant and the custoner
-- or the custoners and Aneren M ssouri from
Septenber of '21 to present and there was never a
request for a neter test on any of those

conver sati ons.

M5. CANADA: (bj ection, hearsay. Excuse
me. But actually when we set up service at the new
address we asked woul d there be soneone com ng out.

JUDGE FEWELL: Ma'am you can't testify

whil e you' re objecting. So your objection was

hear say?
M5. CANADA: WAs hearsay.
M5. HERNANDEZ: Judge, it's not -- oh,

okay.
JUDGE FEWELL: Overrul ed.
M5. HERNANDEZ: Thank you.
BY: Ms. HERNANDEZ
Q Ckay. So you've reviewed these
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bills?

A Yes.

Q And in ternms of charges for electric
usage, are those charges based on actual usage by the
Conpl ai nants at the address?

A. Yes. And | can actually denonstrate
where you can see that on the bill, if you'd liKke.

Q Certainly, go ahead.

A So hal fway down the front page of a
bill statenent the electric service details is listed
out. It shows the dates of service that are being
billed. So for exanple, I'mjust |ooking at the

first bill statenment that was Page 1 of 112 for this
exhibit. And so the service dates were

Septenber 1st, which is the date that the services
were begun in M. Cdark's nane on Spruce, through

Septenber 11th, which was the end date of the reading

bill cycle for that billing group were that |ocation
was.

So for ten days this first bill canme out.
And the nmeter nunber lists -- it lists the neter

nunber, the service dates, the usage type and then
the readi ng type shows actual. And that neans that
we did obtain an actual reading for that neter, there

was no fake or estimated readi ngs for any of these.
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So if you actually scroll through all of these bill

statenents you will see actual -- actual readings on
all of them

Q Al right. And can you explain
Ameren M ssouri's billing process in terns of how
often Aneren M ssouri issues a bill to a custoner?

A Yes. So our billing cycles can run
bet ween 28 and 32, 33 days depending. W do bill
once a nonth for a location and our bills -- our
accounts are set up where each premse -- and a
premse is the location of the neter for the
service -- has a specified neter bill group. So that
nmeans that, you know, all 1.2 mllion electric
custoners do not have their bill read on the sane
date on the first of the nonth and due on the 15th of
the nonth, obviously we have to spread that out so we
don't have everything due at once or all of the
readi ngs generated at the sane tine. So the bill
group is then -- receives their bill approxi mately
the sane date every nonth with the sane due date
every nonth but it's not necessarily the 1st or the

15th. So it basically depends on where the service

address is what bill group that account is assigned
to.
Q Al right. If you could turn to
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Page 85 of Exhibit 100.
A "' mthere.
Q And what is this docunent -- or what
is this bill referencing?

A So this is the bill statenent that
was generated June 22nd of '23 for M. Cark's
service at Spruce and the bill generated for $108. 82
with a due date of July 15. The service -- if you go
to the second -- Page 86, the electric service detail
shows that this was serviced at the Spruce address
fromMay 13th through June 14th of 2023, it was a 32
day bill.

Q Al right. And then Page 89 --

M5. CANADA: | would like to --

BY: Ms. HERNANDEZ

Q -- that bill.

M5. CANADA: -- please.

JUDGE FEWELL: Wat was that, Ms. Canada?

M5. CANADA: | would like to object to
t hat, please.

JUDGE FEWELL: On what grounds?

M5. CANADA: On the grounds that | would
l'i ke to know what the relevance is as to what we're
actually discussing that she's saying that this is

for service for the prior nonth but that bill was due
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on the 14th and that bill that she just nentioned had

an anmount for $95 for the nonth of May. The nonth of

June, which was due by the 15th of July, the final

bill received was the 108.82. So there was no reason
to even bring up the bill before that 'cause that
bill was paid.

M5. HERNANDEZ: Well, your Honor, the
Conpl ai nants are alleging that they were billed nore
than once a nonth and I'mtrying to allow the w tness
to explain why there were two bills issued in the
mont h of July 2023.

M5. CANADA: It was only -- there was only
one bill sent, ma' am

MR. CLARK: (I naudible).

JUDGE FEWELL: 1I'mgoing to overrule the
obj ection. You can cross-exanm ne Ms. Krcmar --

M5. CANADA: That's fi ne.

JUDGE FEWELL: -- and you can address it
t hen.

M5. CANADA: That's fi ne.

JUDGE FEWELL: Proceed, Counsel.

M5. HERNANDEZ: Ckay.

BY: Ms. HERNANDEZ

Q So on Page 89 that bill states it has
a due date of 7-28-2023, do you see that?
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A. Yes.

Q Okay. And then referencing the bill
you just discussed prior, why would Conpl ai nants
receive two bills -- or two bills in one nonth in
this instance?

A. Sure. So the bill that was generated

June 22nd for the 108.82 was due July 15th. That was
a regular nonthly cycle bill based on the bill group
that this account was under. So since they did --
and | believe -- | believe Ms. Canada nentioned t hat
they closed out their account on Spruce effective
June 30th. So we had al ready sent a regular cycle
bill for the nonth, which was due July 15th, but then
we al so had to close out that account and send a
final bill. So the final bill was generated July 7th
and it was for dates of service fromJune 14th. So
we picked up fromthe |ast date of the regul ar
billing cycle for the nonth and it was through July
-- or I'msorry, June 30th of 2023. So this was --

MR. CLARK: (bjection.

THE WTNESS: -- final bill.

MR, CLARK: Falsified (Inaudible).

M5. CANADA: (bj ecti on.

JUDGE FEWELL: What was that objection?

M5. CANADA: That is not -- that is not
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correct. In fact, we received the bill for the 108,

yes, that is correct. But that bill went through
July 6th. It didn't generate on July 7th. The dates
that you all have is the 22nd through July the 6th
not in fact the 14th. The 14th was overl apping bill
cycl es.

MR, CLARK: (Il naudible).

JUDGE FEWELL: Counsel, do you have a
response?

M5. HERNANDEZ: |'m not sure what the
objection is in order to respond.

JUDGE FEWELL: Sure. | think --

M5. CANADA: Qur objection is that that
statenent was fal se.

JUDGE FEWELL: | think she's arguing the
authenticity of the docunent. Wiich honestly it's
al ready been admtted. |1'mgoing to overrule the
obj ecti on.

MS. HERNANDEZ: Okay.

M5. CANADA: Can | ask --

JUDGE FEWELL: This is sonething you can
cover in your cross-examn nation.

M5. CANADA: Ckay. Go ahead. Sorry.

BY: Ms. HERNANDEZ

Q Go ahead wth your response, M.
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Kr cmar .

A So | just wanted to finish ny
explaining. There were two bills due in July, one
was the regular cycle bill that was due July 15th,
The final bill, which covered service for the
remai ni ng 14 days before the account was cl osed out
on June 30th, was then due on July 28th. Now, the
bill that was mailed -- the second bill that was
mai l ed that was due in July, July 28th, indicates on
there that this is the final bill and it al so
I ndicates that if the prior balance has been paid,
that refers to the 108.82, pay the current anount of
$71.71 only. So since that paynent of 108.82 had not
posted to the account by the tine this final bill
came out it still reflects --

MR, CLARK: (Objection. Objection. W do
not have that bill. Was no bill sent to us,
obj ection. That's hearsay.

M5. CANADA: We never received that bill
or else | wouldn't have called on the 1st and asked
what the bill was.

MR CLARK: It's hearsay.

JUDGE FEWELL: |'mgoing to overrule that
objection as well. And that's sonething you can
cover in your cross. Proceed, Counsel. O M.
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Krcmar, you may have been testifying, | apol ogi ze.

THE WTNESS: That's okay. So | do -- so
| just wanted to explain that yes, there were two
bills received that were due both in July but they
did not overlap any service dates. And the final
bill that was due July 28th actually woul d have been
for just the current anount of 71.71 only since we
did receive the paynent of 108.82, it was j ust
received after this bill was generated which is why
it wasn't refl ected.

BY: Ms. HERNANDEZ

Q Ckay. If you could turn to Page 93.

A Yes. |'ve got it.

Q And could you explain on this bill
the 71.71 that is transferred from one account to the
new account of Conpl ai nants?

A Sure. So as | just testified to, the
final bill that was sent out that was due July 28th
for the service on Spruce through June 30th indicates
that the 71.71 was the current anount due. Once
again, thereis -- this bill wasn't due until
July 28th. But as | nentioned, each prem se, or
account, has a specified bill group which neans that
that's the date that the bills are sent out. So the

first bill that was sent out for the new address then
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on Wal dorf was generated on July 27th. So it was
generated even before that final bill of 71.71 was
due, since that wasn't due until July 28th.

So we did include -- at that point, since

the new account bill generated before the final bill
bal ance was paid, certainly wasn't overdue at this
poi nt because it hadn't yet been due. But it is in
our tariff that we can transfer final bal ances from
one account to an active account as long as it's the
sane type of service, the sane custoner. So when the
new bill was generated, the first bill on Waldorf, we
went ahead and transferred that balance of 71.71 from
the Spruce address to the current address so that way
everything is due on --

M5. CANADA: (bjection. Objection. W
don't have a tech to be able to verify that this
information that you're sharing with us is actually
accurate 'cause none of us have been trained to read
t hese docunents the way that you' re describing them

JUDGE FEWELL: Are you objecting that this
IS I nproper expert testinony?

M5. CANADA: Yes, | am

JUDGE FEWELL: Ckay.

M5. HERNANDEZ: | guess ny response -- oh,

go ahead.
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JUDGE FEWELL: No, no.

M5. HERNANDEZ: M response to that is
that Ms. Krcnmar has expl ai ned her enpl oynent, her
activities while being enployed with Anmeren M ssouri
and that she reviews Aneren M ssouri billing
practices and bills issued to --

MS. CANADA: That consists of hearsay.

M5. HERNANDEZ: -- custoners. Well, that
goes to --

JUDGE FEWELL: Hold on. Go ahead, M.
Her nandez.

M5. HERNANDEZ: It goes to her know edge
of the substance to what she's testifying to and her
understanding of the billing process and the bills
that are issued to custoners.

M5. CANADA: But the reason, your Honor,
for our objection is that we don't have anyone on our
side to be able to verify that the information that
she's saying the way that it is being presented is
accurate for all of our understanding. The only
person who understands what's being presented is M.
Krcmar .

JUDGE FEWELL: |'mgoing to overrule the
objection. But I think -- again, keep in mnd that

you can cross-exam ne her whenever it's your turn to

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
www.lexitaslegal.com California Firm Registration #179



© 00 N oo o b~ w N Pk

N N NN NN R R R R R R R R R
O M W N B O ©W 00 ~N O 0o M W N P O

Evidentiary Hearing Vol IlI May 21, 2024

. ) Page 69
Cross-exam ne and you can questl on about the concerns

you have.

M5. CANADA: That's fine, your Honor.

JUDGE FEWELL: You nmay proceed.

BY: MS. HERNANDEZ

Q Were you finished with your response?

A | believe so.

Ckay. And in all of the bills in
Exhibit 100 there's a -- an area in the top |eft-hand
corner that states current detail for the statenent
and then there's a listing for additional charges.
Do you see -- do you see that?

A Yes.

Q Ckay. What types of things are
included in that category in terns of additional
char ges?

A Addi tional charges could be things
such as an overpaynent of an account, so a credit
that transferred over fromthe previous nonths' bill,
a transferred anount. Certain |ate paynent charges
could showin that category. And if | may, | do want
to point out that additional charges, the verbiage on
that as -- can include so many different things. It
can be a credit or it can be a debit. And the

ver bi age for additional charges has actually been
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changed to additional adjust -- adjustnents and that

was changed at the end of Septenber 2023.

So | just wanted to kind of keep that in
m nd because there have been tinmes that a credit
shows in the additional -- what used to be called the
addi ti onal charges section and even though there was
alittle negative in front of it that showed it was a
credit we wanted to make sure that it was clear to
our custoners that this is not necessarily a charge,
it could be a credit. So the words -- changing the
ver bi age from addi ti onal charges to additional
adj ustments has been a way that we've been able to
clarify that part.

MR. CLARK: (Objection. She's
contradi cting herself now. You should informyour
custoners what that really neans ahead of tine.

M5. CANADA: And our bills do still say
addi ti onal charges.

JUDCGE FEWELL: Ckay. |I'mgoing to
overrule the objection. You may proceed.

BY: Ms. HERNANDEZ

Q | f you could --

M5. CANADA: (I naudi bl e).

BY: Ms. HERNANDEZ

Q -- now go to Exhibit -- what's been
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mar ked as Exhi bit 101C.
A |"msorry. Wat is that? OCh, | see.
|'ve got it. Thank you.
And do you recogni ze this docunent?
| do.
Ckay. And what is this docunent?

> O > O

This is ny response that | -- that |
created for response to one of the data requests in
this case received from Staff, Data Request Nunmber 5.
And it was asking for the paynent history for the
accounts, the Conplainants' accounts for both
addresses, the address on Spruce and the address on
Wal dorf from January 21 to date, which was submtted
Novenber 2nd. So it was through Cctober then.

Q And then the information that is
provided in response, where did you gather that
I nformation fronf

A. So | gathered this information
directly fromour custoner accounting system which
like I nmentioned earlier we refer to as CSS as a
listing of all of the paynents, the paynent dates,
the dates that they were posted to the account, the
anounts, and then where the paynent was nmade or how
it canme into our conpany.

Q Al right. And the paynents to CSS,
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is that a normal business record that's nmintained by

Anreren M ssouri ?

A Yes, it is.

Q Ckay. And is this your response, is
that an accurate copy of the business record that is
mai nt ai ned by Aneren M ssouri ?

A It is, yes.

M5. HERNANDEZ: Ckay. Wth that
foundation, 1'd like to offer Exhibit 101C into the
record.

JUDGE FEWELL: Are there any objections to
admtting 101C, the account -- paynent history?

MR CLARK: Yes.

M5. CANADA: Yes. It is inaccurate.

There are several spots on that docunent that are not
showing correctly and it's not even in the right
colum and it's m ssing paynent information as well.

JUDGE FEWELL: What's Aneren's response?

M5. HERNANDEZ: | nean, ny response woul d
be that it -- one, |'mnot sure what their objection
is but it sounds like they're just -- they're

guestioning the informati on which nmay be nore proper
on cross-exam nation versus -- | don't know what the
obj ection is.

JUDGE FEWELL: |'mgoing to overrule it.
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MR CLARK: It's not (inaudible).
MR PRINGE: Just for the record, Judge,
no objection from Staff.
JUDGE FEWELL: Thank you, M. Pringle.
M5. HERNANDEZ: Al right. So 101, Judge,
has been entered?
JUDGE FEWELL: Yes, |'m sorry.
M5. HERNANDEZ: Admitted?
JUDGE FEWELL: 101 has been adm tted.

101C.

M5. HERNANDEZ: Thank you.

BY: Ms. HERNANDEZ

Q Al right. So if we could stay on
101C. | want to ask you. There's a colum to the

far left that has a date for each paynent. Can you
explain |like what -- how Aneren cones to the date
that's in each of those paynents?

A. So this is the date that the paynent
actually posted to the account. Wich there may be
tinmes that they're -- depending on how the custoner
makes the paynent there's generally a delay in the
time fromthe timng fromwhen the custoner nakes the
payment until it actually posts to the account.
Qoviously there's tinme needed for processing within

our treasury and our vendor that processes our
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paynments for us.

So for exanple, if a custonmer mails in a
paynment on the first of the nonth it likely won't
post to the account until maybe the 7th, 8th, or 9th
of the nonth. So this is the actual date that the
paynent posted. It may be different fromthe date
that the custonmer -- the custoner nay have nade that
paynent a day or two earlier. So -- and for energy
assi stance paynents that date -- that paynent could
have actually been pl edged by the agency a nonth or
two in advance but not posted to the account until we
actually received the paynent and it's physically
applied in the system

Q So the dates that a customer
mai nt ai ns a paynent was nade nmaybe different than the
date that Aneren posts the paynent to the account?

A That is correct.

Q Ckay.

M5. CANADA: (bjection to that. Even if
It's not posting to the paynent it should still be
applied toit. So you're saying that it's not

reflecting by the date that a person m ght have sent

it inbut it's still applied. Even if we're not
seeing it it's still been applied?
JUDGE FEWELL: | still think this should
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probably be covered in cross-examnation. So |'m
going to overrul e that objection.

MS. CANADA: | apol ogi ze, Judge.

JUDGE FEWELL: You're okay.

M5. CANADA: |'mjust speaking. Ckay.

JUDGE FEWELL: M ght nake note when you
have questions that you want to ask.

M5. CANADA: Yeah. | definitely am
Thank you.

JUDGE FEWELL: You nmay proceed.

M5. HERNANDEZ: Thank you.

BY: Ms. HERNANDEZ

Q | f you could | ook at Exhibit 102C

A Yes.

Q And what is this docunent?

A So this -- these are account activity

statenents for both of the accounts in question here,
the Spruce account as well as the current account on
Wal dorf. So this is the account activity statenent
which is created and generated directly from our CSS,
custoner service system So you put in the dates of
service and it generates this statenent which
reflects all of the billing information related to an
account, the type of transaction, the billing period,

charges, paynents, the total bal ance, previous
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bal ance, due date, the usage of the bill in question.

It includes all kinds of billing information.

Q Al right. And is this account
activity statenent a record that is kept in the
nor mal busi ness of Ameren M ssouri?

A. Yes.

Q And is this an accurate copy of the
busi ness record held by Ameren M ssouri ?

A. Yes.

M5. HERNANDEZ: And with that, | would
of fer Exhibit 102C into the record.

JUDGE FEWELL: Are there any objections to
offer -- to admtting Exhibit 102C, the account
activity | og?

MR. PRINGLE: No objection from Staff,
Judge, thank you.

M5. CANADA: W're just wond -- we're
trying to pull up the information. |'m sure you saw
us trying to get to that. Wat are the dates that
she has for that activity statenent ending? That's
the only thing. W have one pulled up in front of us
but we're just trying to make sure it's the sane one
‘cause | can't find it in that information that she
sent by that -- by Exhibit 108. | just wanted to

know the date that it ended on, that one she's
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| ooki ng at.

JUDGE FEWELL: Sure. It's 102C the
account activity statenent in that email from
yesterday from Ms. Hernandez. The |ast date is
July 13th, 2023 for a transfer of a debit and then --
it's a four page docunent.

M5. HERNANDEZ: Right. Judge, and | would
just add on that that's -- the | ast page, Page 4,
then continues with their account history at the
second address, the Wal dorf address through
Oct ober 24th, 2023.

JUDGE FEWELL: Correct. Sorry. | didn't
notice the fourth page. So that goes down to -- as
Ms. Hernandez said, to October 20th, 2023 on Page 4.

M5. CANADA: Ckay. | am |l ooking -- okay.
|' mnot actually |ooking at the one that you all are.
| apol ogize, you all, | amlegally blind. [I'm
pulling up the one that | have. But the date on --
the 10-24-23 date is the sane on this activity
statement that we were sent and is in our evidence as
well. So I'll just ook at this one as she speaks on
it. If that's okay.

JUDGE FEWELL: So are you objecting or no
obj ecti on?

M5. CANADA: Well, no. [I'Il just save it
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for cross, if that's okay.

JUDGE FEWELL: And you are -- you are
sharing your screen right now. You may want to stop
t hat because this is a |ive screen.

M5. CANADA: Yes. Let nme see here. Ckay.
Are we back to not sharing at this point?

JUDGE FEWELL: Yeah. You have renoved it.
Thank you.

M5. CANADA: Thank you. Thank you.

Wasn't aware. Thank you.

JUDGE FEWELL: | believe no -- sorry, did
you say you were not objecting?

M5. CANADA: No. |I'Il be saving it for
cross. Thank you.

JUDGE FEWELL: Ckay.

M5. HERNANDEZ: So 102 is admtted, Judge?

JUDGE FEWELL: M. Pringle, did you say no
obj ection as well?

MR. PRINGLE: That is correct, Judge. No
objection from Staff. Thank you.

JUDGE FEWELL: Yes. It is admtted.

M5. HERNANDEZ: Ckay. Thank you.

BY: Ms. HERNANDEZ

Q So let nme ask you. In terns of this

account activity statenent, would each of the
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Conpl ai nants' paynents received by Areren M ssouri be

recorded on this docunent?
A Yes, they are.
Ckay. And the usage from each bill

is recorded on this docunent as wel | ?

A Yes.
M5. CANADA: No. [|I'mmssing a paynent on
this form | would have to object to this. [|I'm

noticing that there's a paynent that is mssing from
t his docunent.

JUDGE FEWELL: You'll need to address that

I n cross.

M5. CANADA: Ckay.

JUDGE FEWELL: The docunent has been
adm tted.

M5. CANADA: Ckay. Okay. |[|I'msorry.

JUDGE FEWELL: You're okay.

BY: Ms. HERNANDEZ

Q | f you would | ook at Exhibit 103C,
pl ease?

A Yes.

Q Al right. And do you recognize

t hese entri es?

A. | do, yes.
Q What are these entries on this
888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
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docunent ?

A So within our billing account system
CSS, any tine there is any type of interaction with a
custonmer, whether it be on a phone call, through many
-- through a batch process which neans that sonething
Is sent automatically through the system any type of
account interaction is captured in what we call
account contacts. And these are account contacts
that were generated and entered onto the accounts for
-- for the Conpl ai nant .

Q And are these account entries kept in
t he normal busi ness practices of Areren M ssouri?

A Yes.

Q And these entries that are shown on
Exhi bit 103, are they correct copies of the custoner
account entries?

A. Yes.

M5. HERNANDEZ: Wth that, | would offer
Exhi bit 103C into the record.

JUDGE FEWELL: 1'd like to ask, did the
court reporter hear what was just stated? W did not
hear in hearing room

MR. PRINGLE: Yeah. | also mssed all of
that, Judge. W were disconnected for a second

t her e.
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M5. CANADA: Sane here, sane here.

JUDGE FEWELL: So if you could repeat it.
Sorry.

M5. HERNANDEZ: Yeah. Wen did it trial
of f?

JUDGE FEWELL: | think we got to -- there
was a |ist of docunents -- of contacts. | don't

t hi nk we got nmuch further than that.
M5. HERNANDEZ: Ckay.
MR. PRINGLE: The only thing | heard,

Jennifer, was when Ms. Krcmar said she recogni zed the

docunent .

V5. CANADA:  Yeah.

JUDGE FEVELL: Right.

M5. HERNANDEZ: Ch, okay. Al right. And
she -- after that question she expl ai ned what the

docunent was.

BY: Ms. HERNANDEZ

Q So I'lIl just ask her again, can you
explain what this docunent is?

A. Sure. These are contacts that were
|l eft on both the WAl dorf and the Spruce accounts that
are related to the sending of Medical Equi pnent
Regi stry paperwork to the custoners as well as

docunents -- or contacts that were |left on the
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accounts related to the rate options.
M5. CANADA: And where do we --
THE WTNESS:. So --
MR, CLARK: (Il naudible).
M5. CANADA: No. |'mjust --

what we're discussing.
M5. CANADA: (Okay. 103C
BY: Ms5. HERNANDEZ

Q And are each of those account

of Ameren M ssouri ?

A. Yes, they are.

Q And are each of those account
entries --

MR, CLARK: We saved it.

BY: Ms. HERNANDEZ

Q -- listed in -- listed in
Exhi bit 103C, are those accurate copies of the
account entries held by Aneren M ssouri ?

A Yes.

of fer Exhibit 103C into the record.

Page 82

M5. HERNANDEZ: It woul d be Exhibit 103C
JUDGE FEWELL: Yeah. |It's Exhibit 103Cis

entries, are those maintained in the nornmal practice

M5. HERNANDEZ: Ckay. Wth that | would

JUDGE FEWELL: Are there any objections to
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103C being admtted to the record as a contact | og?

MR, PRINGLE: No objection from Staff,
Judge. Thank you.

M5. CANADA: We are still trying to |ocate
it inthis email. ['msorry.

JUDCGE FEWELL: You're okay. It is three
pages.

M5. CANADA: It does not -- let ne just
kind of et you know On our email it's just
strictly showing, for like the word Exhibit, EXH then
it wll show 1-0 then give us the letter. So we're
literally having to click every one of themto find
the right one that you guys are discussing -- are
| ooking at at that tine.

MR, CLARK: (Il naudible).

M5. CANADA:  Yeabh.

MR. CLARK: You got to bear with us.

M5. CANADA: So I'mtrying to pull them up

as she's nentioning them But they've been shortened

so |l can't see the entire words. | apol ogi ze for
t hat .

JUDGE FEWELL: | believe it's the fourth
PDF that's been attached. | don't know if that --

MR, CLARK: It's the fourth one down.
JUDGE FEWELL: -- correlates for everyone
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but that's howit is for me, it's the fourth PDF.

M5. CANADA: (kay. Let's see if that
works. Yes. That did work, your Honor. Thank you.
Thank you. Thank you. Thank you. Ckay. And just
so | understand correctly, Jennifer, there -- from
here it would be 104, 105, after this 103, the fourth
one down; is that correct? As far as --

JUDGE FEWELL: 104 is an audi o recording
and then 105 and 106 are the other two PDFs.

M5. CANADA: Ckay, okay.

MR, CLARK: And what is --

M5. CANADA: Yes. Could you repeat what
this one is now that we've found it?

MR, CLARK: 'Cause this is ny first tinme
ever seeing this.

M5. CANADA: Yeah. W never seen --

M5. HERNANDEZ: This is Exhibit 103C. It
Is a record nmai ntained by Aneren M ssouri of all the
custonmer contacts or other information that's kept
wi th the custonmer account.

MR, CLARK: It's a lot of them huh? It's
a lot of them

M5. CANADA: We don't have a problemw th
the --

MR. CLARK: It's going to be (inaudible).
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M5. CANADA: We've never seen it before rage
today but, yes, we don't have a problem

MR, CLARK: It should be nore.

JUDGE FEWELL: So 103C, the contact | ogs,
are being admtted.

M5. CANADA: Yeah.

MR. CLARK: There should be nore than
that. It should be nore than that. It should be
nore than that.

M5. CANADA: We'll ask on cross if this is
al | .

MR. CLARK: Yeah. W can contact
(1 naudi bl e).

JUDCGE FEWELL: You may proceed, Counsel.

M5. HERNANDEZ: All right. Thank you.

MR, CLARK: (I naudible).

BY: Ms. HERNANDEZ

Q Can you refer to Page 3. There's an
entry at the bottom that appears Septenber 19th,
20217

A. Yes.

Ckay. And what is that entry
recordi ng?

A That is recording TQU, stands for

time of use. So it says tinme of use conmuni cati ons.
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This was a system generated contact which is --
systemis the all caps, italicized at the bottom
that indicates how this informati on was added to the
account records. And the custoner, since they
started their service Septenber 1st, we do nmail new
custoners that are defaulted to the Eveni ng/ Morni ng
Savers tinme of use rate, we mail them an educati on
advising -- explaining the rate that they're on.
They're a new nove-in. And | think it was nentioned
earlier this norning that we do default custoners who
nmove into a residence where there is already an AM,
or smart nmeter, we default themto the smallest tine
of use rate which is the Evening/ Morning Savers. So
this sinply states that on Septenber 19th of '21, you
know, several weeks after the custoner noved in and
started new service, we nmailed themrate education
advi sing that you are on this Eveni ng/ Morning Savers
rate, you can access information for all of the rate
options and nmake any different choice that you would
i ke to nmake.

Q Al right.

M5. HERNANDEZ: Judge, | woul d ask the
Comm ssion to take judicial notice of its stipulation
and agreenent in Case Nunber ER-2019-0335 as well as

the order granting variance in Case Nunber
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EE- 2021- 0103.

JUDGE FEWELL: Are there any objections to
t he Conmm ssion taking official notice of those cases?

MR. PRINGLE: No stipulations.

M5. CANADA: Yes. We object. W had no
know edge of that.

MR, CLARK: W haven't received it. W

haven't -- we don't even have that at all. At all.
(I naudi bl e).

JUDGE FEWELL: Well, it's --

M5. HERNANDEZ: |'mjust --

JUDGE FEWELL: Go ahead.

MS. HERNANDEZ: Sorry.

MR. CLARK: |'mtrying to understand |ike
-- We never even saw this at all.

M5. CANADA: O the relevance of --

MR, CLARK: O the case. W never saw
this at all. This is our first tinme ever having any
ki nd of know edge of this statenent right here.

MS. CANADA:  Yes.

MR. CLARK: This form this docunent,
period. Even in word of nouth.

JUDGE FEWELL: Ms. Hernandez, you can
respond, if you'd |ike.

M5. HERNANDEZ: |'m asking the Conmm ssion
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to take judicial notice of a public record that's in

its -- the Comm ssion's records fromeach of those
cases.

JUDGE FEWELL: |I'mgoing to overrule the
obj ecti on.

M5. CANADA: Ckay. O these -- okay.
That's what we were trying to understand. W
couldn't -- we couldn't nake out what she was

referring to. No, he's tal king about these right

her e.

MR CLARK: (h.

M5. CANADA: ' Cause they're from other --
okay. No. W don't have an objection. | apol ogi ze.

JUDGE FEWELL: Okay.

MR. PRINGE: And no objection from Staff,
Judge.

M5. CANADA: See, this is all -- has
nothing to do with this.

MR, CLARK: Ckay.

JUDGE FEWELL: We'll take judicial notice
of those case nunbers -- of the stipulations in those
cases.

M5. HERNANDEZ: Ckay. And -- well, the ER
case is a stipulation, the EE case woul d be an order

granting vari ance.
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JUDGE FEWELL: Thank you. Yeah.

M5. HERNANDEZ: Al right.

BY: Ms. HERNANDEZ

Q Goi ng back to Exhibit 103. You were
tal ki ng about the tine of use conmunication that was
sent to the Conpl ai nants.

A. Yes.

Q Did the Conpl ai nants contact Aneren
M ssouri at any point in tinme to request a different
rate structure?

A From nmy recollection, the only
request fromthe custoner to change their rate and
that would -- the request was received August 25th of
'23 where the custoner, Ms. Canada, nentioned that
she did want to change fromthe Eveni ng/ Morning
Savers to the Anytine Users, the base flat rate. So
yes, that was requested in August of '23.

Q And prior to August 2023, what rate
were they on?

A They were on the Eveni ng/ Morning
Savers rate, which is our smallest -- the | owest
increnental tinme of use rate that we have offered to
our customers who have a smart neter, or AM neter.
So they were on Eveni ng/ Morni ng Savers.

M5. CANADA: (bjection. W have no -- we
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had no knowl edge of what rate we were on when

requested that rate to be changed around the billing.
| found from an outside source. Anmeren never nade us
aware we even had an option of a paynent plan.
That's what we were -- | thought you were referring
to when you asked the traditional, that. W never
were infornmed of any paynent plans or rate -- well,
not paynent plan |ike an agreenent but there was not
rate --

MR. CLARK: We didn't have no --

M5. CANADA: -- given to us. W were
i nformed of that by an ex- Aneren enpl oyee that there
was a choi ce.

MR. CLARK: (I naudible).

M5. CANADA: Never was there ever any

choi ce gi ven.

JUDGE FEWELL: |'mgoing to overrule that
objection. It's another thing to naybe address in
Cross.

M5. CANADA: That's fine. That's fine.

MR. CLARK: That's cool. (Inaudible).

M5. CANADA: That's anot her set of

I nformati on.
MR, CLARK: Let themdo that, (Inaudible).
BY: Ms. HERNANDEZ
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Q Ckay. Exhibit 103. Can you | ook at

t hat docunent and can you explain to the Conm ssion
when the -- when the custoner requested the Mdical
Equi pnrent Regi stry information?

A. | can. So on August 29th of 2022,
whi ch woul d be shown on Page 36 of the exhibit, there
a contact nade. It was issued by batch process. It
says ME-R, which is our internal l[ingo for Medical
Equi prent Registry. So MER equipnent initial letter
sent. So at that point you can see in all three of
those contacts that were made on August 29th of 2022,
you know, nedi cal equi pnent pending, there was a
start date, the equipnent |isted breathing nachine,
patient Aquilla Canada. And at that point we mailed
out Medi cal Equi prent Registry paperwork to the
custoner, we sent that paperwork out that needed to
be conpleted by a physician and returned to us in
order for us to actually enroll the account in the
Medi cal Equi pnment Registry. And if you want ne to
kind of continue on, | can.

Q Yes, please. Go through all those.

A So on Septenber 15th of 2022 you can
see that there was an account contact listed that we
were mailing anot her Medi cal Equi pnent Registry form

We had not received anything returned to us at this
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point. And so the nedical equipnent was still

pending at this point because we had not received the
physician's informati on back in order to confirmthe
equi prent and actually --

M5. CANADA: (bjection. W have no
control over what -- when or where -- that's why you
had to give us nore than one 'cause we were trying to
get that information to you.

MR. CLARK: W have no control.

M5. CANADA: We have no control after we
submt it to our doctor of when it returns at all.

W were told by the doctor that they were going to
send that in. W had no control once we sent it in
to the doctor.

MR CLARK: It's hearsay.

M5. CANADA: And walked it into the doctor
as wel | .

JUDGE FEWELL: I1'mgoing to overrule the
obj ecti on.

BY: MS. HERNANDEZ

Q | f you can continue

A Sure. So there's a contact left on
Cctober 17th of 2022 that there was a rem nder letter
sent out. And | understand that we -- you know, if

we are not able to receive informati on back from a
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physi ci an we just send out a rem nder that, you know,

we're still waiting for this to be returned.

Cct ober 31st of 2022 you can see a contact that says
the nmedi cal equi pnent expired. And that basically
neans that the -- that the pending request for
enrol l ment in the Medical Equi pnent Registry did
expire because we did not receive any -- anything in
return.

So we nove back -- if you forward to
January 3rd of 2023, the custoner again requested --
Ms. Canada requested Medi cal Equi pnment Registry
paperwork. So we resent this as well on January 3rd
of 2023. It was not received. And you can see -- in
regards to the Medical Equi pnment Registry -- so at
this point the account obviously has not yet been
enrolled in the registry because we haven't received
the correct physician paperwork back.

So in Septenber and COctober of 2023 we --
there are contacts left that we again nailed the
Medi cal Equi pnment Registry forns to Ms. Canada and
M. Cark's email addresses. But this does reflect
the attenpts that we -- the conpany made to assi st
the custoner in getting enrolled in the Medical
Equi pnrent Regi stry.

Q And were there any other contacts
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regardi ng the Medi cal Equi pnent Registry after the

January 23rd, 20237

A What | nentioned on Page 1 of the
exhibit. In Septenber of 2023 we sent the Medi cal
Equi prent Registry fornms and then agai n October 25th
of 2023 we al so sent those.

Q Ckay. And has Aneren M ssour|
recei ved any of those Medical Equipnment Registry
forns back from Conpl ai nants?

A W have not.

Q O fromthe Conplainants' physicians
| shoul d ask?

A No, we haven't.

Q Okay. Let's see. If we could go to
Exhi bit 105.

JUDGE FEWELL: Actually, are the parties
confortable taking a 10 m nute break and recessing
until 11:10? I'msorry. This went a little |onger
than I was hoping to get a break in. |Is that okay
w th everyone?

MR. PRINGLE: Fine with Staff.

M5. HERNANDEZ: Certainly.

MR. CLARK: W have tine to --

M5. CANADA: Yes, that's fine with us as

well. We were in the mddle of trying to get
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sonething together. So that's fine with us as well,

Judge. How do we --

MR CLARK: And do they want ne to send a
pi cture of nmy CPAP nmachi ne and the docunent that |
got it right here?

M5. CANADA: He was asking if at this tine
we could send in a photograph of his CPAP nachi ne.

JUDGE FEWELL: |If you can -- if you have
exhibits, you can try to email themto that thread we
had yesterday. | think it has all the parties on it.

M5. CANADA: Ckay.

JUDGE FEWELL: If you're able to do so.
That may be --

MR. CLARK: -- (inaudible) technology for
real, man. So, you know, that's why it's difficult
for us.

M5. CANADA: Yeah. W apol ogize for that.
But okay, we're fine with the recess. Actually, is
there anyway, Judge, if it's okay, we could reconvene
at 11:30 just so we could have enough tine to get all
this information over to you? O at |least an extra
five mnutes or so?

JUDGE FEWELL: Al right. How about
11:15?

M5. CANADA: That sounds good. That
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sounds good.

JUDGE FEWELL: Al right. W'Il go off
the record.

M5. HERNANDEZ: Thank you.

(At this point in the proceedings, a short
recess was taken.)

JUDGE FEWELL: It is 11:15 a.m and we'l|l
be back on the record. And Anmeren M ssouri, you may
conti nue.

M5. HERNANDEZ: Thank you, Judge. |'m
going to skip around exhibits a little bit. [I'm
getting sone feedback, is that us?

JUDGE FEWELL: | don't hear it anynore. |
di d t hough.

M5. HERNANDEZ: Ckay. If we can -- if |
can ask the witness to go to Exhibit 106C. W'l
keep goi ng.

M5. CANADA: Jennifer, | hear it as well.
Feedback.

M5. HERNANDEZ: Ckay. W're trying to
adj ust our volune. Let ne knowif it becones where
you can't hear ne or the responses.

JUDGE FEWELL: Sure.

BY: Ms. HERNANDEZ

Q Al right. Do you have Exhibit 106C,
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what's been narked --

A Yes.

Q -- as Exhibit 106C. Ckay. And what
I's this docunent?

A. So this is the Medical Equi pnent
Regi stry application that can be sent to custoners
via email or regular hardcopy nmail. It has to be
conpleted with custoner information and a provider
statement before we can enroll an account in the
Medi cal Equi pnment Registry.

Q Al right. And is this application
formkept in the normal business practices of Aneren
M ssouri ?

A. Yes, it is.

Q And is this an accurate copy of that
busi ness record?

A. Yes.

Q Wth -- and --

M5. HERNANDEZ: Wth that, | would offer
Exhi bit 106C into the record.

JUDGE FEWELL: Are there any objections to
admtting 106C? It is the -- | don't think this is
confidential, | think it's just 106.

M5. HERNANDEZ: It is public, I'msorry.

JUDGE FEWELL: Yeah. The Medi cal
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Equi pnent Regi stry application. And | don't know if

t he Conpl ai nants were able to see that. That's the

| ast of the PDFs that were in that ennil.

M5. CANADA: |I'mgoing to it nowto see if
we can --

JUDGE FEVELL: Sure.

MR, CLARK: [|'masthmatic too, let them
know that. | got that machi ne too.

M5. CANADA: Oh. And | was able to send
that information. | was only able to send it to

Travis and Emly. So | just wanted to nmake sure |
said that. I'mtrying to open it now. Cone on.
Qpen it. GCkay. Let's try that. Qur last file is a
recording. | tried to find the PDF one. Ckay. |
think I have it here. Ckay.

MR. PRINGLE: Yeah. M. Canada, this is

Travis Pringle from Staff. |If there was an email
sent to ne, | haven't seen it yet.
M5. CANADA: Oh. |[|'ve sent you about

three or four. GOkay. Just let nme knowif it cones

through. |'mnot sure what's going on or why it does
not -- okay. | do see this nedical equipnment form
What are we looking at this on, I'msorry?

JUDGE FEWELL: D d you want to object to

it being admtted it on the record?

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
www.lexitaslegal.com California Firm Registration #179



© 00 N oo o b~ w N Pk

N N NN NN R R R R R R R R R
g A W N P O © W N O O M W N B O

Evidentiary Hearing Vol IlI May 21, 2024

Page 99

MS. CANADA: No.

MR, CLARK: (I naudible).

JUDGE FEWELL: And M. Pringle, did you
have any objections?

MR. PRINGLE: No objection, Judge. Thank
you.

JUDGE FEWELL: Okay. So Exhibit 106, the
Medi cal Equi pnment Registry application, is admtted.

M5. CANADA: He's saying he's not getting
nmy enmails.

M5. HERNANDEZ: Al right. Thank you,
Judge. And earlier when we were --

JUDGE FEWELL: Hold on. |If the parties
can nute thenselves if they're not speaking.

M5. CANADA: (Go ahead.

JUDGE FEWELL: You nmay proceed.

M5. HERNANDEZ: Thank you.

BY: Ms. HERNANDEZ

Q Earlier Ms. Krcmar, when we were
goi ng over Exhibit 103, you were discussing sone
entries that nentioned a Medi cal Equi pnment Registry
form being sent to the Conplainants, --

A. Yes.

Q -- do you recall? |Is this the form

that was sent to the Conpl ai nants?
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A. Yes.

Q Let ne ask that question again just
to be clear. Exhibit 106P, that was the formthat
was sent to the Conpl ai nants?

A. Yes. Medical Equi pnent Registry
application, correct.

Q Thank you. Just wanted to clarify.
| f we could go to Exhibit 105C now.

A Ckay.

Q You have that in front of you?
A | do.

Q What is this docunent?

JUDCGE FEWELL: For the Conplainant, --
sorry. This is the fifth PDF, if you can't see the
nunbers, so that you have it.

M5. CANADA: Thank you. Thank you.

BY: Ms. HERNANDEZ

Q Al right. And what is this
docunent ?

A. These are copies of the August 22nd,
2023 and the Septenber 21st, 2023 di sconnection for
nonpaynent notices that were mailed to M. d ark.

Q Al right. And are these disconnect
noti ces business records that Ameren holds inits

normal practice?
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A. Yes.
Q Are these accurate copies of the
di sconnect notices that are held by Anmeren?
A Yes, they are.
M5. HERNANDEZ: All right. Wth that, |I'd
of fer Exhibit 105C for the record.
JUDGE FEWELL: Ckay. Are there any
obj ections to 105C being adm tted?
MR PRINGE: Not from Staff, Judge.
Thank you.
M5. CANADA: |I'mjust now clicking to
105C. | was unable to | ook at the |ast one, |

can help nme out, what is this docunent exactly?
Ckay. GCkay. No. This is the first bill that we
receive. So okay. | don't have a problemwth t
| have this in ny evidence as well.

JUDGE FEWELL: Ckay. So 105C is being
admtted on the record as the di sconnect notices.
You may proceed, Counsel.

M5. HERNANDEZ: Thank you.

BY: Ms. HERNANDEZ

Q Al right. The first disconnect
notice that's in Exhibit 105C. What is that

di sconnect -- why was that disconnect notice sent

apol ogize. But I'mlooking at it now. And if you

di d

hi s.

to
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Conpl ai nant s?
A So the di sconnection notice includes
information. In the first pink rectangul ar box about

a third of the way down the page it indicates that
the utility service will be interrupted after
Septenber 1st for the reason of, the first box is
checked, past due balance. So there's also sone
additional information, it shows the anpbunt due is
154.59. That was the past due bal ance at that tine.
And that paynent was needed to be received by
Septenber ist of 2023 to avoid interruption of
service which woul d occur as soon as the 2nd, the
next day. Wthout |ooking at a calendar |'m assum ng
-- as long as that was a weekday, a business day.

Q Al right. And was -- were the
Conpl ai nants subject to disconnection when they filed
their informal conplaint wth the Comm ssion?

A Yes. W did receive a fornal
conplaint -- or I'"'msorry, an informal conplaint was
received fromthe staff consuner services teamon, if
| remenber correctly, August 29th. So at that point
they were subject for disconnection at the tinme that
this informal conplaint was filed, yes.

Q And wer e Conpl ai nants di sconnect ed?

A They were not. Due to the pendency
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of the informal conplaint case investigation we were

gathering information to provide to Staff and for
Staff to investigate. W did renove the account
from--

M5. CANADA: (bjection. A paynent was
made, that's why the disconnect did not happen.
That's why the disconnect did not happen.

JUDGE FEWELL: |'mgoing to overrule the
obj ection. That should be saved for cross.

BY: Ms. HERNANDEZ

Q Go ahead.

A So we did renove the account from
threat of disruption, regardl ess of whether or not a
paynent was nade. To allow tine for Staff to make
their investigation we renoved the account from
col | ecti ons.

Q Ckay. And then turning to Page 3 of
Exhi bit 105C,

A Yes.

Q Thi s di sconnect notice. Wat was
this di sconnect notice sent to Conplainants for?

A This notice was nail ed on
Septenber 21st. And this was for the past due
bal ance of $311.49.

Q And were the Conpl ai nants subject to
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di sconnection when they filed the formal conplaint?

A Yes.
Q And once the formal conplaint was

filed, what did Aneren M ssouri do to Conpl ai nants'

account ?

A. So since the anount --

M5. CANADA: (bj ecti on.

THE WTNESS: -- was in dispute the fornal
conpl aint --

JUDGE FEWELL: Hold on, Ms. Krcnar.
What's the objection, Ms. Canada?

M5. CANADA: The objection. The
i nformation that she's stating is incorrect. She
just stated that the formal conplaint was filed at
the sane tine that the disconnect was sent. That was
when they went through. | guess you all processed
them That dates that she's giving are not the dates
that are actually filed, neither one of themare. So
that's incorrect information. Those dates are --
those are dates | guess it got processed. |'m not
sure. But those weren't the dates it was filed on.

JUDGE FEWELL: |'mgoing to overrule that
obj ection. And you can save that for cross. You may
pr oceed.

BY: MS. HERNANDEZ
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Q Go ahead.
A Thank you. So the anount in dispute
when the custoners -- or the Conplainants filed their

formal conplaint was $311.49. So what we did was we
suspended those charges. So it basically pulls it
away from any anounts that are currently due or
before collection action can be taken on them That
311.49 wll be -- has continued to be suspended
during the pendency during this formal conpl aint
proceeding. So that clearly took the account out of
threat of interruption after October 3rd since we
suspended the 311. 49.

Q kay. And are any of the
di sconnection notices in 105C wthin the Cold Wat her
Rul e peri od?

A. No.

Q In regard to the Cold Weat her Rul e,
can you explain the registry process for elderly or
di sabl ed custoners?

A. So there is a special section within
the Comm ssion's Cold Weather Rule that allows for
| ow i ncone, disabled, or elderly custoners to
register wwth their utility under this Cold Wat her
Rul e registry which allows for additional

notifications if the account were to be subject to
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di sconnecti on. It also allows for sone different

paynment arrangenent options that would not be
avai |l able to custoners that are not enrolled in the
registry. And Aneren M ssouri has a wide -- wde
range of options, energy assistance options, health
and safety options avail able to our custoners and our
Caring Contact programis one of those options. And
the Caring Contact programallows for custoners to
becone enrolled in a third-party notification
registry which is -- satisfies the requirenents in
the Cold Weather Rule for that particular |owincone,
el derly, or disabled registry. And so we do offer a
Caring Contact programto custoners to fulfill that
requi renent.

Q And did the Conpl ai nants register
under the Caring Contact progranf

A. No.

Q And is the Caring Contact program
different than the Medi cal Equi pnment Registry
application?

A. Yes.

Q How so0?

A So our Medi cal Equi pnment Registry,
which -- since we did include this as Exhibit 106,

this -- being enrolled in our Medical Equipnent

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
www.lexitaslegal.com California Firm Registration #179




© 00 N oo o b~ w N Pk

N N NN NN R R R R R R R R R
g A W N P O © W N O O M W N B O

Evidentiary Hearing Vol IlI May 21, 2024

. . Page 107
Regi stry allows custoners -- their accounts to be

coded as such and they will then receive advanced
noti ce of planned outages so they can nmake alternate
arrangenents. For exanple, if we were planning to do
sone work in the area and the service was going to be
out for eight hours, we would want custoners enroll ed
i n our Medical Equipnment Registry to be nade aware of
that so they can nake alternative arrangenents for
their equi pnent since they would be out of service.
We can never guarantee uninterrupted electric
servi ce.

But it is clear on the application for the
Medi cal Equi pnment Registry that just because a
custoner's enrolled in this programit does not
prevent di sconnection of electrical service for
nonpaynent. It doesn't provide any priority
restoration of utility service during an outage.
What the Medical Equi pnment Registry does allow for is
there are levels of nedical equipnment and if a -- the
equi pnment is considered critical we have -- there's
speci al handling of these accounts by our custoner
advocacy teamw thin our energy assistance group or
credit group that -- so -- and I'mnot certain, |I'm
not an expert on all of the different types of

equi pnrent and where it falls as far as critical or
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non-critical. But | do know that a CPAP machine is

not considered critical equipnment because it can be
easily transported to another location. But there
woul d be certain equi pnent that's critical.

And if a custoner enrolled in the Medical
Equi pnment Registry is coded as having critical
equi pnent then we woul d take certain handling to
ensure that if that account were to cone in threat of
nonpaynent di sconnection we would do certain handling
and make extra efforts to -- | know that we have |ike
load limters. Wich if the account got to the point
where energy assistance wasn't able to hel p and we
had tried everything we could to get the account paid
up to date we would install perhaps a load limter on
the nmeter which allows for a certain anount of
el ectricity to be used which could support the
critical nedical equipnent but it wouldn't be able to
run everything that runs in the hone. So that's the
Medi cal Equi pnent Registry.

The Caring Contact programis separate
fromthe Medical Equipnent Registry because it's not
related to nedical equipnent at all, it's related to
whet her or not the custoner is |lowincone, elderly,
or disabled. And they have to neet certain

guidelines, | think it's 150 percent of the federal
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poverty limt, they have to file an attestation
stating such. So it -- like | said, it's not related
to nmedi cal equipnent though, it's related to | ow
i ncone, elderly, or disabl ed.

Q And you may have answered this but

just to be sure. The Conplainants did not register
as elderly or disabled under the Cold Wather Ruleg;
Is that correct?

A That is correct.

Q Ckay. And even though soneone is
regi stered as elderly or disabled, does that always
stop all disconnection processes under the Cold
Weat her Rul e?

A. It does not. So under the Cold
Weat her Rule if a custoner is registered | ow incone,
el derly, or disabled that does not nean that we wl|l
not di sconnect their service during the Cold Wat her
Rule. Which just to clarify or put it out there, the
Col d Weather Rule runs from Novenber 1st through
March 31st of every year. And we have -- there are,
you know, special rules in place during this
timeframe. But being registered on the | ow incone,
di sabled, or elderly registry, which would be our
Caring Contact program does not nean that we w ||

not di sconnect from Novenmber 1st to March 31st what
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it does nmean is we wll send extra notifications as

required by the rule and as covered under our
program

Q Thank you. Have you reviewed the
Staff report in this matter?

A. | have.

Q Ckay. And in the conclusions of the
Staff report it nentions that Staff is encouraging
Ameren M ssouri to |ook at ways we coul d provide
additional information to custoners regardi ng being
registered as Iow incone or elderly and disabl ed
under the Cold Wather Rule. Do you have any --
wel |, has Aneren M ssouri done anything since the
Staff report's been filed in terns of that
recomendati on?

A. Yes.

Q What have those actions been?

A. So I've actually reached out and had
several discussions with the manager of our custoner
advocacy team one to share Staff's suggestions and
t hi nk of ways that we could be nore proactive on our
custoner calls specifically wiwthin our call center to
-- W thout overstepping any custoner privacy
concerns. That's, you know, sonething that we have

to be mndful of. W do want to | ook for ways where
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we can be nore m ndful of identifying custoners that

may benefit fromthe Caring Contact program and bei ng
nore proactive in the outreach. So we have al ready
had several conversations and plan to have many nore
conversations over the next several nonths so
hopeful |y we can have sonething nore definitive

I npl ement ed before Novenber 1st which is the start of
the next Col d Weat her Rule.

Q Ckay. | think I heard you nention
you have sone concerns with Staff's reconmendati on.
Can you expl ain what your concerns are?

A Vel l, sone of the concerns would be

-- | nmentioned overreaching. W certainly don't want

to pry into a custoner's -- there are definitely
i ndi cati ons when an -- when one of our custoner care
advisers is on a call wwth a custoner -- | know t here

isalittle bit of feedback and I'm not sure what it
is so | apologize. There are definitely indications
that can be seen fromview ng the account -- maybe
"Il nove back a little bit. There's sone

I ndi cations such as whether or not the custoner has
recei ved energy assistance in the past. That woul d
be an indicator that perhaps they are |Iow incone if
they were able to apply for and be approved for

energy assistance. So that would be an indicator.
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(obviously if a custoner nentions -- |

don't think nmentioning nedical equipnment in and of
itself would be an indicator that a custoner is

di sabl ed for exanple. So that nay not be the right,
you know, indicator to look for. But I do think that
there are concerns with -- we wouldn't want to ask
custoners necessarily outright are you | ow cone --

| ow i ncone, elderly, or disabled so we have to just
be very mndful of that. And I think that's
sonet hi ng that our custoner advocacy teamis really
great at working through, comng up with ways that we
coul d both hel p our custoners w thout being too

I ntrusive.

Q Okay. If you could give nme just a
mnute, Ms. Krcmar, | just want to nmake sure | don't
have any nore direct questions.

M5. HERNANDEZ: | think that's all | had
for direct. [I'll tender the witness for
cross-exam nation but | would like to reserve
recalling Ms. Krcrmar based on Staff's opening that
they were changing its recomendations or its
findings, | would just like to be able to recall our
W t ness based on any of the Comm ssion's findings of
fact.

JUDGE FEWELL: Ckay. That's fine. |Is
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there any cross by Staff?

MR PRI NGE: Yes, Judge. Thank you.

EXAM NATI ON CONDUCTED

BY: MR PRI NGLE

Q Good -- it's still norning. Good
norning, Ms. Krcmar. And do you have a copy of what
has been entered on the record as Exhibit 101C in

front of you? Hello? Do you have that, M. Krcmar?

A Yes. Can you hear ne?

Q Yeah. | can hear you now.

A Let me nute ny conputer and |let her
turn on her audio, maybe that will help.

Q |s that better?

A Can you hear nme now?

Q Yeah. The echo got worse.

A It did.

MS. HERNANDEZ: Now try.

THE WTNESS: Now | think it's better.

BY: MR PRI NGLE

Q Yeah. Now that's good.

JUDCGE FEWELL: That is better, nuch
better.

THE WTNESS: Yes. 101C, | have that in
front of ne.

BY: MR PRI NGLE
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Q And | don't want to go en canera if

we don't need to. M question is just going to be
asking you to define a termin the far right colum.
Do we need to go en canera for that?

JUDGE FEWELL: I'msorry. What is this
exhi bit?

MR PRI NGE: 101C, Judge.

JUDGE FEWELL: | don't believe we woul d.

MR. PRINGLE: Any idea on behal f of
Amer en, you guys going to have a -- pretty much the
definition of the first termin the far right colum?

M5. HERNANDEZ: | don't think it's
confidenti al .

MR PRINGLE: Al right.

BY: MR PRI NGLE

Q Well then, Ms. Krcmar, |ooking at
Exhi bit 101C and the far right colum where it says
cash concentrator. Can you define that for us?

A | sure can. So -- so cash
concentrator paynent is a paynent that's nade
generally froman originator that we don't have a
contract wwth. So the nbost common cash concentrator
that we see paynents comng fromare |like the
wal k-in, non-partner paynent |ocations such as a

Wal - Mart for exanple. And from ny experience
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generally the custoners that are using an insurance

conpany paynent to nake paynents generally will go to
one of those paynent stations. You know, w thout
asking directly the custoners | wouldn't be able to
confirmthat. But it's generally a paynent nmade at a
non- aut hori zed paynent station for Areren M ssouri.
So it's not at one of our authorized |ike a Schnucks
or a Hy-Vee, it's probably nmade at maybe a Wal - Mart.
It could be also an online bill paynent service that
we don't work directory wth.

Q Thank you, Ms. Krcrmar. And actually
that tied into ny next question where can you
descri be to us your understandi ng of how the
Conpl ai nants' paynent arrangenent works? They tal ked
about United Health Care and Aetna. You kind of
touched on that. Can you explain to us just how that
ki nd of arrangenment works, at |east from your
understanding, and is that a pretty nornal
arrangenent that Ameren sees pretty reqgqularly?

A. | wll admt | have very limted
understanding of it. But as a high [evel what |
understand is that custoners maybe on Medicare or
Medi cai d recei ve paynents fromthese -- receive
paynment fromtheir insurance conpany, United Health

Care or Aetna, that they can use to pay certain
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utility bills perhaps. And generally, from ny

limted understanding of it, is that these are taken
to a wal k-in paynent station to be paid. But | think
maybe if it's a debit card they can actually pay it
online wth that debit card nunber as well.

Q And are you aware, is this an
arrangenent that Ameren sees fairly normally or is
this alittle different fromthe typical paynent
arrangenent ?

A And | woul dn't say paynent
arrangenent, maybe just form of paynent just because
| don't want to nuddy it wth, you know, it being a
paynent arrangenent that we've offered. But | do
think that this has becone nore common probably since
t he beginning of 2023 is the first that | can recall
personal ly hearing that custoners are increasingly
paying their bills through this paynent form

Q Al right. Thank you for that, M.
Krcmar. And | want to ask you about -- you kind of
touched on how to better identify custoners who
gqualify for services specifically under the Cold
Weat her Rule. Could you just give us when -- | guess
a hypothetical. |f an Areren custoner service rep
gets a call froma custoner and the custoner says

they believe they qualify under the Cold Wat her
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Rul e, how woul d t he Aneren custoner service

representative proceed after that?

A So to be honest, the Cold Wat her
Rule to an adviser is a custonmer who's asking for a
Col d Weat her Rul e paynent arrangenent. And that is
how we commonly refer to it internally is Cold
Weat her Rule. That neans that the custoner's asking
for the paynent arrangenent which has nuch -- has
specified ternms under the Chapter 13 rule where we
all ow a nmuch | ower down paynent and then spread the
bal ance over the 12 nonthly install nents.

So generally we give specific Cold Wather
Rule training to custoners generally -- or to our
advi sers rather at the end of October in preparation
for the start of Cold Weat her Rul e season,
Novenber 1st. So to an adviser that has a custoner
call and says that they would like to -- they're
interested in the Cold Weather Rule that is going to
flag the adviser that they're |looking for a Cold

Weat her Rul e paynent arrangenent.

So | think there's not -- to register --
it is hard, | think, when custoners call in that may
be -- there may be a | ack of communication or |ack of

understanding. So if a custoner calls and says, you

know, | want to register on the Cold Wather Rule,
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the adviser's first thought is going to be they would
i ke the paynent arrangenent, |et ne see what paynent
arrangenent -- if you're eligible for this. Al so our
advisers -- if custoners are calling about a Cold
Weat her Rul e paynent arrangenent they're al so
inclined to offer energy assistance because in the
adviser's mind -- |I'mspeaking in generalities of

cour se.

And | was an adviser for eight years
nmysel f on the phone so I kind of have sone experience
wWth this too. But in the adviser's mnd they're
saying this custoner needs sone assistance, what can
we do to help them Let us offer -- let's see if
they're eligible for Cold Wather Rul e paynent
arrangenent. And if that, for sone reason, isn't an
option, okay, let's try to get you sone energy
assi stance, there's a |ist of agencies that you can
try to reach out to try to get sone help with your
bill.

But if a -- on a phone call if a custoner
Is saying | want to register under the Cold Wat her
Rule the first thought is not going to be that
they're interested in this Caring Contact program
Because that's really not offering them any financi al

benefit, that's really not hel ping that custoner pay
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down their bill and get it to sonewhere where it's

manageabl e so they can catch up. So that's why it
woul dn't be the first thought.

But as you nentioned, we are going to
expl ore sone options where maybe we can nake it nore
prevalent in the adviser's mnd that at least it's
nment i oned when custoners call and say | want the Cold
Weat her Rule, here's your options, here's a paynent
arrangenent, here's sone energy assistance, and we
al so have this Caring Contact program which woul d
al l ow you additional notification if your account
were at threat for interruption. | hope that
answered it. That was kind of | engthy.

Q | was hoping for a I ong answer |ike
that. Wanted to kind of see the whole process. And
just for the record' s purposes, when | was sayi ng
custoner service rep the correct termis adviser?

A. It is. You know, we've changed so
many tines over the years but currently it's an
advi ser, yes.

Q Ckay. And then when you tal ked about
t he energy assi stance option, besides the Cold
Weat her Rul e paynent arrangenent putting forward
t hose energy assistance options is that part of the

Cctober training the advisers receive before Cold
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Weat her Rul e season kicks in?

A Definitely. And not just -- we offer
-- for exanple, LIHEAP is getting ready to end the
end of May so we're always sharing this energy
assi stance option information to our advi sers because
we want themto pronote, and they do pronote this as
an option to a custoner who is not able to make their
full paynment.

Q And when you' re tal king about
preparing for any kind of new training before this
year's Cold Weather Rule season, is the conpany -- is
t he conpany confortable working with Staff to any
kind of extra training if needed?

A Speaki ng from Aubrey Krcrmar right now
| would say absolutely, yes. | would certainly want
to collaborate with nmy co-workers to make sure but |
think -- | think so, yes.

Q Al right. And then ny final bit of
questioning, and hopefully this will nmake it so you
don't have to be recalled later. Do you have access
to DR13?

A Yes. | actually do.

MR PRINGE: And Judge, | didn't plan on
entering this as an exhibit. But if you would |ike

for me to email a copy to the parties so they can
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follow along I can. Just |let ne know your

pref erence.

JUDGE FEWELL: Yes. | would appreciate
that. If you could email that.

MR PRINGLE: [|'ll send that on the
threads with Aneren's exhibits so you'll also have
this as well, Ms. Canada and M. d ark.

M5. CANADA: So Travis, you' re sending
that right now?

JUDGE FEWELL: You're muted, M. Pringle.

MR. PRINGLE: Yes. 1'll send that on the
emai|l thread that Aneren started yesterday with their
exhi bi ts.

M5. CANADA: Al right.

JUDGE FEWELL: And since it is close to
noon, are the parties confortable with just
proceedi ng through this or would anyone antici pate or
like a lunch break in case -- I know we only have one
wi tness left, | believe.

M5. CANADA: Yes. W would -- we would
|l ove a lunch break, if that's okay.

JUDGE FEWELL: Ckay. Well, we'll see
where we get to after Ms. Krcmar's -- the
cross-exam nation for Ms. Krcmar.

MR CLARK: (Inaudible) -- before we go to
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| unch break.

M5. CANADA: Ckay.

M5. HERNANDEZ: | haven't received the
email yet so I'mwaiting just so | can show that to
t he witness.

MR PRINGE: Al right. | just emailed
that out to the parties. Please |let ne know, Judge,
Ms. Canada, M. dark, when you have a copy of that.

JUDGE FEWELL: It just cane through for

M5. HERNANDEZ: Still waiting.
(I naudi bl e).
MS. CANADA: M. dark said that we have

JUDGE FEWELL: Ckay.

BY: MR PRI NGLE

Q And this also -- Ms. Krcrmar, | don't
plan -- | don't want to touch on any of the addresses
of the Conplainants. Besides the addresses is there
anything el se here that's confidential that we shoul d
go en canera for?

MR, CLARK: (I naudible).

M5. CANADA: Did you send -- |I'msorry,
Aubrey. | didn't nean to do that. Travis, we're

trying to figure out which one of these that you're
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wanting us to | ook at.

MR, CLARK: It cane in -- it came with
seven attachnents.

MR, PRINGLE: | just sent one. It should

be nanmed DR13.

M5, CANADA: Do you see --

MR, CLARK: Yeah.

JUDGE FEWELL: And Ms. Hernandez, you are
copied on this email as well.

M5. HERNANDEZ: Yeah. |'mthinking maybe
we didn't receive it because --

MR. CLARK: -- didn't send it.

M5. HERNANDEZ: The old formatting won't
go through our cyber security program

THE WTNESS: It has to be a docx
docunent .

M5. HERNANDEZ: There. It just popped
through. It's taken a while to get to our -- to the
-- just one nonent.

JUDGE FEWELL: [|'m having to preview
everything on ny conputer because it's not liking ny
Adobe.

THE WTNESS: | can see it.

M5. CANADA: [I'msorry. I'msorry to

interject again. Travis, we are having a problem as
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wel |l along with everyone else, it's not saying DR13

It just says seven attachnments and it doesn't verify
whi ch one is which.

MR, CLARK: (Il naudible).

JUDGE FEWELL: It should have been sent to
your email account.

M5. CANADA: Yeah. Yes. He's inny --
yeah, he's in mne. He's in mne. But there's other
attachnents to it. |'mjust --

MR, CLARK: First one that popped up when
he said everybody get it, it popped up. But it says
seven attachnents.

JUDCGE FEWELL: Well, it's the two page
docunent .

MR, CLARK: It says good afternoon.

M5. CANADA: Okay. Scroll down. Scroll
down. Ckay. We're going to go back on nute while we
try to get it.

MR, CLARK: Al right. | guess it's
just --

MR. PRINGE: M. Canada, |'ll send you an
email with that DR just to you so maybe that won't be

on the thread with all of the attachnents. Maybe

that will be easier for you. So | just sent it to
you again this time with not -- on a separate thread
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that way it shouldn't get --

M5. CANADA: Ckay. Travis. Thank you.
MR CLARK: (I naudi bl e).
M5. CANADA: That's our case. He said

he's just sending it by itself. So let nme know if

you see it. Okay. Thank you, Travis. | appreciate
t hat .

MR CLARK: kay.

M5. CANADA: Al right.

MR. CLARK: | see the DR13.

M5. CANADA: Ckay. That's the --

MR. PRINGLE: That's the docunent.

M5. CANADA: Yeah. That's what we're

| ooki ng at.

MR, CLARK: So click onit, open it up?

M5. CANADA:  Yes.

MR. PRINGLE: Yes. That's what |'Ill be
questioning Ms. Krcmar about.

JUDCGE FEWELL: He's not admtting it so
not offering at |east yet, if he does.

M5. CANADA: Ckay. Thank you.

MR, CLARK: (I naudible).

JUDGE FEWELL: You may proceed, M.
Pringle.

MR PRI NGE: Thank you, Judge.
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BY: MR PRI NGLE

Q Al right. M. Krcrmar, you have that
docunent in front of you?

A | do.

Q Al right. And so really I just want
to tal k about the outbound collection call, nmainly
everything with those four asteric at the bottom of

Page 1 and bel ow.

A Ckay.

Q Do we need to go to en canera for
this?

M5. CANADA: No. | see it.

THE WTNESS: | nean, | don't think so.

The only thing is the informal conplaint nunber is
listed, but...
BY: MR PRI NGLE

Q Yeah. | won't be bringing that up.
A. Ckay. Yeah, | don't think so.

Q Al right.

A Ckay.

Q So then when it cane into the
out bound col lection calls, you're aware of the
stipul ation agreenent that required the two out bound
calls two to nine days before disconnection, correct?

A Ri ght .
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Q And you're aware of the case nunber

for that?

A Not off the top of ny head.

Q | have it right here. It's -- in
case you'd like to check it. It's EE-2019-0832.
Does that ring a bell?

A Absol utely it does, yeah.

Q Al right. So can you just kind of
explain to us what happened with the outbound calls?

A So actually -- so what we are
required to do is notify a custoner through a
di sconnect -- a nmmiled di sconnection notice, two
additional -- two outbound collection call attenpts
Wi thin 96 hours and then a final 24-hour disconnect
for our smart neter or AM custoners of course, which
M. dark's account did have.

So on March 2nd -- March 2nd was the date
that the system was schedul ed to nmake the out bound
collection call attenpts. And there were -- if --
and let nme just explain a little bit nore. So when
we make those two out bound collection calls prior --
these are the ones that are not the 24-hour
di sconnection calls but the two call attenpts. |If
there is a live answer on call nunber one we don't

make a second one because we have reached the

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
www.lexitaslegal.com California Firm Registration #179



© 00 N oo o b~ w N Pk

N N NN NN R R R R R R R R R
g A W N P O © W N O O M W N B O

Evidentiary Hearing Vol IlI May 21, 2024

) ) _ Page 128
custoner. |If there is a busy signal or an answering

machi ne reached on the first call attenpt we nake a
second call. W reasonably space themout to try to
actually reach the custonmer so they're not back to
back, there's generally several hours in between.

So on March 2nd when the two -- the two
out bound col lection call attenpts were made there was
an answering machi ne reached on the first one. And
we shoul d have -- the system shoul d have recogni zed
and known to nmake a second call attenpt later in that
day. But there was a systemissue, which we
di scovered, that prevented that second call from
bei ng nade. So there were several accounts -- or
quite a few accounts that were involved in this
systemissue that did not receive two call attenpts
on the -- fromthe 96-hour call if an answering
machi ne was reached on the first call. Nowif there
was a busy signal on the first tinme the system was
still making the call. But it was only if an
answering machi ne was reached on the first call there
was not a second call attenpt nade.

So we identified this issue -- actually it
came up in an informal conplaint that we were worKking
on back in March of 2022. So we identified this

I ssue, imedi ately took action to rectify the issue,
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worked internally to get the systemissue fixed.

There were sone accounts that were still
di sconnected. W did everything that we could to
make it right and get it fixed as quickly as we
could. But it just so happens that this account, M.
Clark's account, was involved in that systemissue
where on March 2nd we only made one call attenpt, an
answeri ng machi ne nessage was left. So we nade -- we
sent the disconnection notice, we only nade one of
the two call attenpts within 96 hours and then we did
make the 24-hour call and there was a |live answer on
the March 3rd, '24 hour disconnection call for the
AM neter prior to the interruption of service on the
4t h.

Now, you nentioned the enhanced
di sconnecti on schedul e which does also call for text
or email alert notifications. Now, those can only be
made if the custoner is enrolled in our text or email
alert program At this tinme on March 2nd these --
this custonmer, M. dark, was not enrolled in that.
He did not enroll into alert until after the service
was di sconnected on March 4th and had a conversation
about getting reconnected and at that tine the
custoner enrolled in alerts. So we couldn't send the

text or enail alert because the custoner wasn't
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enrolled in alerts, if that makes sense.

Q Yeah. No. Thank you. And |like you
said, when it canme to the second call M. Cark's
account was not the only one who was affected by the
first call going to an answering machi ne and a second
call not going through?

A That is correct.

Q And then al so when this incident
happened the conpany also alerted Staff of this at
that tine --

Absol utely.
-- when the issue was recogni zed?

Absol utely, vyes.

o > O »F

And since you took the steps you
outlined to rectify the situation has Ameren had this
probl em si nce?

A To ny awareness, no. Not that |I'm
aware. | think we nmade a permanent fix back in March
of 2022 and this has not happened since.

Q Al'l right.

MR. PRINGLE: Judge, | have no further
guestions for Ms. Krcmar but | would ask that the
Comm ssion take judicial notice of the Unaninous Stip
and Agreenent in EE-2019-0382.

JUDGE FEWELL: Ckay. And are there any
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obj ections to taking judicial notice of the
stipul ati on agreenent ?

MS. CANADA:  No.

M5. HERNANDEZ: No obj ecti on.

JUDGE FEWELL: It is admtted.

MR. PRINGLE: Thank you, Judge.

JUDGE FEWELL: We're talking judicial
notice of it?

MR. PRINGLE: Yes. Yes. Judicial notice,
t hank you.

JUDGE FEWELL: |s there any cross by the
Conpl ai nant s?

M5. CANADA: |I'msorry. Could you repeat
t hat, Judge?

JUDGE FEWELL: Do you have any questions
for Ms. Krcmar?

M5. CANADA: Yes, | do. Several.

JUDGE FEWELL: Ckay. You nmay proceed.

M5. CANADA: Ckay. This is why | was
aski ng about taking a break because |I know we're

going to run into the noontine in ny questioning.

be able to have tinme to ask all of nmy questions just
| i ke Aneren was allotted to have their tine.

EXAM NATI ON CONDUCTED
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BY: Ms. CANADA

Q But we're going to -- I'mgoing to
start a little bit backwards, if that's okay, so we
can go with what everyone is fresh in their m nds
with in reference to the CPAP and the Col d Wat her
Rule, if that's okay with you, Aubrey. So we're
going to work a little bit backwards in ny
gquestioning, if that's all right?

A. Yes.

Q Ckay. So | want to start with you --
you nention that a call was nade and there was a live
pick up. Wo picked up that call and if the system
was having difficulties how was Aneren able to
determne if it was a voicenmail or alive call -- or
answer at that tinme if there was the systemissues?
| nmean, what was the -- how were you able to
determ ne that?

A. Sure. Well, -- and the systemi ssue
was only related to calls that were answered by the
answering machine. And | probably -- this nmay be a
little out of ny realmof expertise because | don't
work directly with our tel ephone team But they --

t he system does have a way -- the outbound collection
system that we use does have a way of determ ning

whet her or not it is an answering nmachine that's
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pi cked up or a live person. |'mnot aware of all of
the specifics related to that. But | nean, | kind of

-- | think I've experienced it nyself with calls from
conpani es to ny personal phone where sonetines it's
-- it doesn't talk until you actually answer. So to
be quite honest, that's probably out of ny real m of
expertise as to how the system can determ ne whet her
or not it's a live answer or not.

Q | appreciate that honesty, | do.
However, quick question in reference to that. Do you
have in front of you whose phone nunber that that did
call at that tinme?

A | probably -- based on the exhibit
| "' m | ooking at, 103C, which is the account -- the
conpany records of the account contacts.

Q Uh- huh.

A The phone nunber |isted on the
account -- and honestly, to be -- I'mnot certain.

As of right now, | could tell you that it was
probably ending in 3522.

Q Ckay. And a date -- what date was
that that you have for that phone call being made and
t he machi ne picking up? | nean, | understand that
you're not sure exactly the technical qualities

but --
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A Well, and | can't actually answer

that wi thout probably I ooking at your account. |
could tell you that the call was nade on March 3rd.
But as far as what phone nunber was | ooked at, |
woul d have to review the conpany records at that tine
so | can see what was the phone nunber of record at
that tine.

Q You don't have that information in
front of you at this tinme?

A | don't.

Q Ckay. GCkay. Also, another question
that | have for you. |If a custoner -- and we're just
going to speak in general just not necessarily our
account. But just in general of course with enphasis
on our account. |If a custoner is paying their bill
on a regular basis and the adviser, as you all are
calling themat this point, if the adviser does not
make the custonmer aware and with you all not know ng
what their disabilities or what issue that person
m ght be having, are they trained to volunteer this
i nformati on? Because | know that nothing was
vol unteered to us particularly.

A To clarify, are they trained to give
what type of information?

Q To make us aware of the prograns that

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
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are avail able, what different resources we have, the

Cold Weather Rule, all of these type of things, are
your advisers trained to tell us this information
right now? | nean, | understand what you are
planning to do. But at this tine are they trained to
informthe custoner of all of their options as far as
assi stance, the Cold Wather Rule, how to register
for those options and so forth?

A. Yes. Qur advisers do have training
on all of the different energy assistance and
financi al assistance options that are available to
custoners and are trained on where to direct
custoners to find out nore. So for exanple, you
know, there's a lot of information avail able on the
website that will give all of our health and safety
and financial paynent assistance options to a
custoner. And at sone point the custoner is -- may
be directed to research that thenselves to find out
what the best option is. But | know that energy
assi stance is always highly pronoted as well as the
paynment options that are avail able to custoners.

Q So if the custoner does not have the

ability, as we've all been able to see with just this

hearing in itself, you know, |I've had difficulties
even trying to be able to follow along. |If the
888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
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custoner is unable to utilize the website to find

this informati on does the custoner have to ask about
t hese prograns or does the adviser say, hey, we have

a Cold Weather Rule in effect that you m ght qualify

for? Because that was not done -- or the assistance
that is available to you if you can't -- | nean, ny
disability is blindness, for exanple. | have no way

of being able to utilize the website for that purpose
to actually find this information. The advisers that
we spoke with did not volunteer this information, |
had to ask. So is that how they are trained, if a
cust omer asks about it that's when they are inform ng
or is it a thing where they're supposed to informus

wi t hout us havi ng know edge of it already?

A. As you can i magi ne, each custoner
call is different and dependi ng on how the call
flows. | do know that if a custoner has indicated a

financial difficulty that energy assistance
i nformati on doesn't have to only be obtained through

our website, we can mail a copy of energy assistance

agenci es, you can actually listen -- hear them
t hrough |ike our voice response unit. So -- but --
Q Yes or no, that's all. | understand
you're -- is it yes or no?
A Yes or no to -- what's the specific
888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
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question that | could answer yes or no to? |'m

sorry.

Q The question was are they informng
the custoner or does the custoner have to question
the availability?

A. | would say it depends. The
availability of all of the different paynent options
or energy assistance or?

Q What ' s avail abl e, anything that m ght
be listed on the website. 'Cause as you stated,
there's no telling what a particular person's
disability or issue may be. | was just sinply asking
are they informng, are they trained to inform
regardl ess of the issue? | understand working wth
the issue. But is this -- a sinple yes or no. Are
they told to say this is what you have as options?

A Yes. The advisers are trained on
what -- on how -- on what different options to
provide to a custoner.

Q kay. That's fine. Al right. |
have another question as well. So if they're trained
on that, to ask these questions to, | guess,

I ndi vidualize each custoner | guess you would want to
say, at what point are they supposed to ask if they

meet the qualifications or not? Do we have to
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i ndicate that?

A Well, | don't know that an advi ser
woul d necessarily ask a custoner point bl ank whet her
or not they nmet the certain requirenents. They would
likely explain to them as you're expl ai ned when
you' re aski ng about Medi cal Equi pnment Registry, that
the requirenent is that this has to be conpleted and
signed by a physician for exanple.

Q Well, what about the process, the
process of the steps to do these registries with the
Cold Weather Rule, with the nedical equipnent on --
so on and so forth, are they supposed to -- well, |
don't even want to say are they supposed to. But I
know i n our personal experience they have not told us
flat out. So |I'masking you all, is this sonething
that they are told to do, to find out if the custoner
gqualifies and what is the process and the steps that
they're supposed to take to register?

A And maybe | can answer this by
explaining to you. Actually this norning I went back
through the calls that were nmade on the accounts,
both on Spruce and Wal dorf, and there were actually
only -- during Cold Weather Rule, which | nentioned
runs April 1st through -- no, | nessed that up,

Novenber 1st through March 31st. So you -- you nade
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sone calls in March of 2022 after the service had

been di sconnected. So there weren't any calls made
prior to the disconnection for nonpaynent where we
woul d have had the opportunity to discuss any Cold
Weat her Rule registry options with you. And then you
did make sone calls on -- several calls on January
3rd of this -- of 2023 --

Q Uh- huh.

A. -- where -- | listened to the calls
and you di scussed not being on the Medical Equi pnent
Regi stry and that information was again sent to you
again. But there was nothing that | personally heard
when review ng the calls that woul d have even
pronpted ne to think that you were aski ng about
regi stration under the Cold Weather Rule registry.

So do | --

Q So in just nentioning the Cold
Weather Rule -- | nean, if | was to say, hey, |
understand that there's a Cold Weather Rule in
effect, by ne saying that the adviser is not trained
to el aborate and explain the process to be able to
use that as an option?

A As | nmentioned to M. Pringle, |
think that if -- if you were to call -- if you or any

ot her custoner were to call and say that | would |ike
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sone i nformati on about the Cold Weat her Rul e, the

advi ser woul d give you infornmation about what your
option for paynent arrangenent under the Cold Wat her
Rul e paynent arrangenent woul d be and/or point you to
resources avail able for energy assistance.

Q Ckay. Well, you had nentioned
sonet hi ng about if soneone at the 150 percent poverty
| evel, without the advisers asking the question
whether it's offensive to the custoner or not, how
are they supposed to informyou or even go about the
process of submtting the information to |let you know
that they qualify for that?

A Well, the -- the Caring Contact
regi stration application can either be found on our
website or it can be mailed to a custoner. And there
woul d not be any discussion in nmy opinion froman
adviser to a custoner getting into the nitty gritty
of what the application requirenents are. So that
would really be -- | think it's our job as a conpany
to Il et you know what the options are and then it's
your obligation as a custoner to -- to decide whether
or not you're -- you neet the requirenents.

Q So that would require us being
i nfornmed of the process then, correct?

A You woul d definitely need -- if you
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were interesting in signing up for Caring Contact,

yes, you would need to be advised about that and
either sent a formor directed to a website where you
or soneone that was able to assist you could print
that off for you.

Q Ckay.

A Yes. | would agree with you, yes.

Q Okay. Thank you. Thank you. \Wen
did you notify us of the cold weather option or the
registry being avail able, when did you notify us of
that? O was that sonething that we called in and
asked or nentioned when you reviewed our recordings?

A | did not hear any call where you
specifically asked, during Cold Wather Rule, whether
or not you could be eligible for or receive
i nformati on about that -- the Cold Weather Rule, |ow
I ncone, disabled, or elderly registry. | did not
hear any calls where that was di scussed.

Q Ckay. Well, I would Iike to have
reviewed the recordings in October when | was

I nformed by the Conm ssion about the Cold Wat her

Rule. |If you would review those recordi ngs or have
those reviewed, | don't know how you all do that.
But at that tinme, in the nonth of Cctober, | did ask

about the Cold Weather Rule so that by Novenber we
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woul d know what to do. But we'll nove forward.

The next question that | have is when have
you ever notified us of any of these services or did
we notify you all that we had know edge of then?

A. Can you please tell nme what specific
services you're referring to?

Q Well, -- well, the -- not just the
Cold Weather Rule but even with the nedical review
| recall a conversation that we had that | nentioned
that M. Cark was on a CPAP. W requested the
forms. As Jennifer nentioned, you all sent them out
nore than one tine. But the question is again when
have we been notified or did we notify you of us
needi ng these services or inquiring, we'll say, since
you said we didn't ask directly. Wen did we
I nquire, when did you informus, or the adviser
informus that they were options?

A. Again, |I'mnot sure what specifically
-- what specific option you're referring to. But
generally when the custoner reaches out to us we
provi de them what ever options are avail abl e at that
time. And so on any call interaction that | was able
to review the calls, you know, the custoner wll tell
us what they're needing -- what they're needi ng on

the call, what their question is and then we will do
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our best to respond appropriately and provi de you

W th whatever information you' re needing at that
specific tinme. It's alittle -- it's alittle
general so | wasn't sure which one to respond to.

Q | appreciate that answer. That's
fine. That's fine. Gay. So we're going to nove on
fromthat. Let's see here. M next question would
be you nentioned earlier in your testinony about the
addi tional charges section of the bill. You said
that you all now call that the additional -- what was
t hat agai n?

A. Addi ti onal adjustnents.

Q Ckay. So if that has been changed
recently -- you said that that was done in Septenber
of last year. That would not be relevant to us since
we stopped doing any overpaynents in June. But wth
t hat being said, when we | ook under the additional
charges, |I'mnot sure what exanple it would be, but
the bill that had the 108.82 anount, when it was
listed as additional charges in the detail section it
says deposit. Wiy would that be listed as a deposit
and there was no deposit anount required?

A And | can definitely answer that for
you. | don't have the specific bill that you're

referring to but I know that | have this in ny m nd
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because | renenber |ooking at it.

Q Uh- huh

A But | think the problem-- and you
did say that you had difficulty with your vision. So
conpl etely understand where it's easy not to see.
But it says deposit in that additional charges
section which is nowreferred to as additional
adjustnents but there's a little negative in front of

it that neans that it's subtracting the balance. So

it's not an additional charge it's -- so that was
your final bill. And so we were recording that $18
-- I"'msorry. | know there's a |lot of feedback. [|I'm

trying to back up.

Q Yeah.
A W were holding -- it was the deposit
anount that we were still holding on the account on

Spruce when you closed it out. So when a custoner
cl oses out their account we refund any deposit that

we' ve been holding. So that deposit anpbunt was a

credit. So it would have been -- Jennifer got it for
ne. So it says -- so you're referring to the bill
for -- it was total anmount due of 180.53. It is

Page 91 of 112 on Exhibit 100.

Q Uh- huh.
A So this was your final bill for
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Spr uce.

Q Yes.

A And the additional charges section
states deposit applied. And it's mnus $18. 33.

Q Aubr ey.

A Yes.

Q Aubrey, | was just strictly wondering
why it just says deposit. | understand howto read
the bill.

A It says deposit applied.

Q Right. So the deposit applied. W
were informed by -- by yourself and Terri that
they're not -- the credits are not supposed to be

used w thout authorization. So why were these
credits applied without us saying that this is what
we would like to use it for?

MR, CLARK: It was used to close out the
account. Wy, as you stated, that we still owe you
all on that account? |If it was used to close out one
account why is that stating that we still owe for our
account if you used our credits to close out that
account? Cose (Ilnaudible).

THE WTNESS: So -- and | apol ogi ze,
don't recall ever advising you -- and if you were

ever told that certain credits have to have custoner
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aut hori zati on before being applied to an account |

apol ogi ze because that's not the case.

MR CLARK: It states (Inaudible).

BY: MS. CANADA

Q You work directly wwth Terri,
correct?

A. | do.

Q Ckay. That was who infornmed us of
the authorization bei ng necessary.

MR. CLARK: And you did state out of your

own nouth that was used to close out an account. You

just said --

M5. CANADA: Well, 1'Il nmove on. |I'Il
nmove on. |'lIl nove on. As long as that has been
not at ed.

MR, CLARK: (I naudible).

BY: Ms. CANADA

Q Moving forward. 1'mgoing to go back
alittle bit to the question that |I had in order for
this. So l'mtrying not to relapse, I'mgoing to go
back to ny first question. And hopefully I won't run
into any of the other ones but | appreciate your
answers. Al right. So nunber one, the rule |
believe is 4 CR -- excuse ne, CSR24013.2 -- excuse

me, .020, Billing and Standards. This rule
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establ i shes reasonable and uniformbilling and
paynment standards for resident services to be
observed by the utilities and the custoners. It
stated on Nunber 2, each billing statenent rendered

by utility shall be conputed based on actual usage
during the billing period.

So the question is where are -- where are
the -- or our provided tariffs, excuse ne, reflecting
the estinmated versus the actual usage before the
seasons change? So what |'m asking you is the actual
usage being billed versus the estimted anount, how
are you able to figure that out w thout anyone
reading the neters? | understand it was an AM at
Spruce. But when we cane here and we asked for
around the clock billing because we were no |onger in
a residential property as far as an apartnent
conpl ex, when was the actual usage used to determ ne
the billing to make it be that high in July w thout

any cool ing being avail able, there was no AC then or

no AC now?

A. Well, I'lIl try to break it down. M
response -- break down into a couple of different
sections. | first want to clarify that you had an

AM smart neter at Spruce as well as at Wal dorf.

Your neter type has not changed at all. The only
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thi ng that we changed in August of '23 was we changed

the rate that you were being billed on. Instead of
being billed on the Eveni ng/ Morni ng Savers tine of
use rate you requested to be billed on the Anytine
Users rate which neans you were billed the sane, a

flat kilowatt hour charge no matter what tine of day.

Q Yeah.

A Correct. Correct. So you -- | also,
when reviewi ng your -- both your statenents and your
bills, our conpany records, you've always -- you've

never had any estimated bills from Septenber of '21
t hrough the present, you' ve always been billed
actual. And just so you know, we get your readings
el ectronically.

Q Uh- huh.

A W don't have neter readers and
haven't for sone tinme. So your neters -- your neter
reads are obtained -- basically there's a nodule
I nside the neter that shoots out the reading to --
and once again, |I'mnot a netering expert by any
neans. But we're able to electronically obtain your
readi ngs several tines a day.

Q Ckay.

A And so we actually do obtain the

reading, not with a person | ooking at the neter but
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el ectronically.

Q kay. So when, if at all, do you all
come check and nmake sure that the information that
you're receiving at the office is accurate to the
nmeter that is being set up? 'Cause this is an ol der
property. So I'mjust -- |I'masking, you know, for
this to be an AM neter that you're raiding why at
anytime when | set up the service at the new address
in the |ast year even and we went fromthe city to
the county, we're just trying to find out -- again,
you said nothing better -- excuse ne, nothing is
based on estimate. However we have email
comruni cations fromyou saying the estimated usage
anount, the projected anmount, and then the bill cones
and regardl ess of our recalibrating our usage it just
so happens to be that exact anount that was
esti mat ed.

MR. CLARK: And it was the anmount that it
was the previous year and the year after that and the
year after that, the sane exact anount.

BY: Ms. CANADA

Q So we're just -- we're just trying to
find out. Do you all, if ever, conme out just to nake
sure that the information you're receiving is

accurate to the physical neter, |ike you receive an
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emai | and you get hardcopy mail through the mail?

MR, CLARK: (I naudible).

BY: Ms. CANADA

Q We're just asking on the record what
exactly -- when do you all ever see -- okay. Let ne
make sure this is right.

MR, CLARK: (Il naudible).

THE WTNESS: W -- there -- unless there
Is sone indicator that there m ght be an issue,
whet her there's an estimated read or if there are --
If a custoner requests us to cone take a | ook at the
neter, then we would do it at that point. But if
everything is running fine and you' re being billed
actual usage and there aren't any fluctuations there
woul d not be a need for the conpany to go out. And
we do -- if a custoner requests a neter test we wll
conme and test the neter. W wll always give you the
option to be present for the neter test and then we
will send you a letter with the neter test results
afterwards. And fromny review of the call
i nteractions you had with our enployees there was
never a request for Ameren M ssouri to cone out and
test your neter because you thought there was
sonmething wong with it, so.

Q Ckay. So on the recordings that you
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listened there was a comment where we did our
estimated -- and |'mso sorry that this stuff has not
downl oaded to you via enmail. But on one of the bills

estimated projected anount of usage, it's stated that
we used 127 -- $127 in the nonth of July only. Just
like now, in July we did not have AC, it was turned
off at the main breaker. So that's why |'m asking
you if these estinmates are correct, if these AM
readi ngs are correct because if it's saying that we
used 127 in cooling our property but we did not have
an AC that nonth that would kind of initiate a
question mark for me. So |I'mjust wondering why that
didn't initiate. Because | know for a fact on that
recording, | reviewed it nyself, we did say to the
advi ser we don't have AC right now. And | do have a
bill of that evidence that | sent in fromthe
appliance guy saying it was not serviced until
August .

A So | think | can answer this for you
to sone extent, Ms. Canada. You have been on and off
our email alerts over the course that you had this
account open. And I do -- | vaguely renenber the
call that you're referring to. So we have many
different billing paynent alerts that we send to

custoners. So w thout |ooking at the exact one
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you're referring to | probably won't be able to get

too specific 'cause we won't be able to see your

exhibits yet. But our bill projection email alerts
those are -- can sonetines be general. W use a
vendor to -- that creates and sends these out for us.

And | will say that there are tines that
that bill breakdown that | think you were referring
to which says, you know, 60 percent of your usage to
date this nonth has been from AC and naybe 20 percent
has been fromrefrigerator, that is -- that is Al
generated. And unless a custoner goes onto our
website and conpl etes a specific enployee profile
where you can enter in the type of appliances you use
I n your hone there's always the potential that that
Al's -- that may be a little skewed in that breakdown
of what they think that your using cane from
Because obviously we're not at your hone, you know,
we're not, you know, physically seeing, you know,
what breakers are using what. So it's a tool that we
use that is pretty fairly consistent but there nmay be
times where it's a little bit off. And if you were
to go online and conplete that profile, like |
nmentioned, it would probably be nore tailored to your
usage. And when you see the estimated projection --

Q (I naudi bl e). Go ahead.
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A No. | was just going to explain.

And | understand too -- | think | understand your
confusi on where you were receiving an email from us
that says your estimated bill projection for the end
of the nonth is this. That doesn't nean --

Q -- (i naudi bl e) anobunt that the bill
woul d be, that's the anmount that --

MR, CLARK: (I naudible).

JUDGE FEWELL: Hold on. Can we not
interrupt while a witness is answering a question.

MS. CANADA: Yes, sorry.

JUDGE FEWELL: Let her finish the question
and then ask --

M5. CANADA: |I'msorry. | thought | was
on mute. I'msorry. |'msorry.

JUDGE FEWELL: Thank you.

THE WTNESS: No problem Thank you. So
that nmay be sent 10 days into your 30 bill cycle.
And so that's saying we're estimating that for the
first 10 days of this bill cycle you' ve used $50. |If
you continue using at the sane rate you' re using
right now we're estimating that your bill at the end
of the 30 days is going to be $150. So it's kind of
a way for you to -- you know, to better manage what

your own individual energy use is. O you nay say,
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oh, well, this is, you know, too high for what | want

my bill to be at the end of the nonth so | m ght need
to take sone energy efficiency neasures to kind of

di al back ny usage for the rest of the nonth.

But they are estimated bill projections.
It's not saying that your bill is being estinated
because your bill is being based on your actual usage

and your actual neter readings. So | do understand
why -- | think | understand that that m ght be your
confusi on over sone of those email bill usage alerts.

BY: Ms. CANADA

Q There's no confusion. There's no
confusion. W were just -- we were asking because
even after adjustnents had been made that was the
anount that it would conme out being.

MR, CLARK: (I naudible).

BY: Ms. CANADA

Q But we nentioned earlier about nore
than one bill paynent being due in a certain nonth
and you all elaborated on the nonth of June to July.
|, in fact, am speaking on the nonth of August where
we received the disconnection notice, that is where

| "' m speaking on right now That was the first bill

that we received here. |'mnot understanding why it
didn't conme through the mail like -- if it was sent.
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But that particular bill for instance, we had a date

for August 17th and then we had anot her one for

Sept enber 1st even though the $75 had been sent in.
And that was done because the adviser said that there
was not a generated neter anount at that tine.

So we're trying to figure out -- or ny
guestion to you would be in the nonth of August --
and speaking with Terri there was a paynent nmade at
t he begi nning of the nonth of August and there was
anot her paynment nmade | believe for $80. So it was
$75 and it was $80 nmmde in the nmonth of August, that
woul d be two different paynents for that nonth. And
| " mjust using that nonth as one exanple rather than
to make everyone go through the whol e account from
21 to '23 to current date. But that nonth al one we
made two paynents and those paynents were nmade. And
the dates that were on those due dates for those
paynents bei ng nade were two separate due dates and
two separate anounts for what reason if that was the
first bill. And every nonth we pay a bill, every
nmonth. But this is -- the electric conpany is the
only utility that we've ever had to pay nore than
once a nonth. So we're just trying to figure out why
the bill, instead of going down when we naeke these

paynents, is going up?
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MR, CLARK: (Il naudible).

THE WTNESS: Do you have -- do you have
the Exhibit 102C avail able? That was the account
activity statenment | referenced a little bit.

MR, CLARK: (Il naudible).

BY: M. CANADA

Q Go ahead.

A kay. So | wanted to -- and first --
and I think -- so M. Pringle asked ne about I|ike the
cash concentrator paynents. And your paynents in
2023 were nmade through a cash concentrator. So |I'm
not sure if it's, you know, Wal-Mart or the non --

Q Wel |, actually, Aubrey, we never ever
went to a paynent | ocation.

MR. CLARK: Not one tine.

BY: Ms. CANADA

Q In 2023 we submtted that through the
United Health Care website. | understand you all

don't know the process.

A. Ri ght.
Q But we do not go to a |ocation to pay
those bills. It is all done -- it is all done. And

when we did do that that was in '22.
A Well, thank you for educating ne

because | didn't realize that that's how it worked so

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
www.lexitaslegal.com California Firm Registration #179



© 00 N oo o b~ w N Pk

N N NN NN R R R R R R R R R
g A W N P O © W N O O M W N B O

Evidentiary Hearing Vol IlI May 21, 2024

Page 157

| appreciate that. But | wll say -- | want to start
by saying. So we did -- we're | ooking at August of
2023, correct? That's what you're referring to?

Q Yeah.

A. Ckay. So we actually received one

paynment in August and that posted -- that $75 paynent
you tal ked about posted to your account on
August 15t h.

MR. CLARK: To what account?

THE WTNESS: And then the $80 -- to the
Wal dorf account --

BY: Ms. CANADA

Q Uh- huh.

A And then the $80 -- the $80
paynment --

JUDGE FEWELL: Let the w tness answer the
guestion before anot her questions asked, please.

M5. CANADA: We are. | was just letting
hi m know whi ch one she said. Wldorf. He didn't
hear .

JUDCGE FEWELL: Go ahead. Sorry.

THE W TNESS: The $80 paynent you referred
to didn't post to the account until Septenber 8th.

So | nmean, we only received one paynent posted in

August and one paynent posted in Septenber and we
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actually then did receive another paynent posted in

Sept enber of $76 on Septenber 28t h.

BY: Ms. CANADA

Q Ckay.

A. But in August of '03 -- of 23 we only
recei ved one paynent posted.

Q Ckay. | made that paynent while on
t he phone with Terri.

MR CLARK: | got a question. So was you
trying to tell us and the Court that we only nmake a
paynment every three nonths with y'all? If that's how
y'all activity sheets show ng. But we have receipts
stating a paynent nmade every nonth, tw ce a nonth.
So that's proof right there that's an inaccurate
statenent, activity sheet that you're going off of.

THE W TNESS: Have you - -

MR, CLARK: ' Cause none of our paynent --
none of our bills that we sent y'all is on that
activity sheet. It just ironic that every three
nmonths it's a lunp sumthat you saying that we owe
y'all that y'all hadn't already received from us.
You add up them paynents of noney that we sent to
y'all fromus every three nonths it's going to equal
up to that sane anount that you saying we owe and

it'"'s alunp sum It's not off no neter reading, it's
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of f the noney you received fromus. Every three

mont hs, three and a half nonths, let's do the nmath.

Y all get a piece of paper -- get a piece of paper
out and do the math and cal cul ate the paynents that
received fromour confirmation receipts every three
and a half nonths it's going to equal up to that sane
anount you saying we owe Yy'all.

M5. CANADA: But that was --

MR. CLARK: So, | nean, cone on, it's
si npl e mat hemati cs.

BY: Ms. CANADA

Q Aubrey, go ahead. Sorry about that.

A No. That's okay. | did want to
point out that | hope that we're | ooking at the sane
I nformati on because we do show - -

Q W are.

A -- you nmade consi stent paynents. And
that was reflected in the informati on we provided to
Staff. So, you know, if you |ook, you know, there
are paynents nade nearly every nonth. W' ve never
shown anything indicated that there was a three nonth
timefranme, until nmaybe nore recently, w thout a
paynment. So we appreciate the nonthly paynents and
thank you for that. But they are reflected in the

records, so.

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
www.lexitaslegal.com California Firm Registration #179



© 00 N oo o b~ w N Pk

N N NN NN R R R R R R R R R
g A W N P O © W N O O M W N B O

Evidentiary Hearing Vol IlI May 21, 2024

Page 160
Q So on August -- you nmay have

nmentioned earlier about August 29th. That $80 was
not submtted on August 29th 'cause it would have
been on the 1st or later, you just said

Sept enber 8th, we woul d have been di sconnect ed?

A. Wll, | think | nentioned though we
renoved the account fromthreat of interruption once
that informal conplaint from Consuner Service and
Staff was received.

Q Actually -- actually, Aubrey, Terri,
who you work with us, in that recording that you
have, that recording is when Terri said if you submt
this paynent for this anount that you woul d be able
to not be disconnected, it didn't have anything to do
with the informal. So | nade sure that we sent in
that $80. And that was done August 29th as the
United Health Care -- or excuse ne, as Aetna -- no,
no, United Health Care, | see it, as United Health
Care reflects, August 29th that paynent was
initiated. You said it wasn't received till the 8th
but it was done on the 29th. The other one was for
$75 at the begi nning of August as well. Both through
United Health Care. | apol ogize that that won't be
in to | guess before Tuesday. But both of those

statenents that I'mmaking it's reflected in that
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i nformati on.

MR. CLARK: There's a reason why we can't
pay this -- this current one right now 'cause we've
used (i naudi bl e).

BY: MS. CANADA

Q W're just trying to show -- we're
trying to establish that these paynents have been
made. And when we received that disconnect in
August, it -- there was not a paynent m ssed in June,
there was not a paynent m ssed in July because in
July they were told -- we were told there was not a
paynent generated by your conpany at that tinme. You
said one was initiated on July 27th when there was a
due date for July 28th. | nean, it's -- that's
24 hours, | nmean. And then the disconnect that you
nmenti oned, there was not a 21 day in between at all,
that was due by August 17th after the one fromthe
28th that you said had to be in. So |I'mjust show ng
that the reasoning for us filing this informal and
formal conplaint is conpletely legit just based on
the information that you all have sent to us.

So ny next question and I'Il -- "1l take
a second after this 'cause | know this is going to be
-- it says on June 30th service was stopped. Wy did

you conti nue charging us past the stop date, why did
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it go through to July 6th? |[|f the service had been

stopped on the 30th, final bill or not, the last bill
that was due on July 15th was the 108.82, we were
only there 14 days of the nonth. Wy did you all
carry that bill over past the stop date to August --
excuse ne, to July 6th?

MR, CLARK: (Il naudible).

THE WTNESS: So Page 89 on Exhibit 100C
is a copy of your final bill for the services on
Spruce. And you were only billed -- if you | ook on
the second page, so it's actually Page 90, you were
billed service fromJune 14th through June 30th, that
was your final bill and we did not bill this account
in M. dark's nane past June 30th on Spruce.

BY: Ms. CANADA

Q So where did the 22nd of June through
July 6 cone fron? 'Cause that's what the online --
that's what the online, using the Aneren site, that's
what it shows and it shows to this day zero bal ance,

| ast paynent 108.82, service from June 22nd to

July 6th.

MR CLARK: If that wasn't the case why
our first bill ever at a new residence is a
di sconnection bill, to be our first bill ever in a

new residence i s disconnection bill?
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BY: Ms. CANADA

Q But there was no nention of $75, it
stopped at the 108. 82.

MR, CLARK: The first bill that you ever
sent us at Waldorf was a disconnection bill.

Di sconnection. Now, this is your bill for this
month. It was a disconnection bill and we wasn't
even at this residence less than 30 days. It's a
di sconnection bill. So where did you get that
reading fromthen?

THE WTNESS: So | want to back up just a
tich, if that's okay. And Ms. Canada, | apol ogi ze
that we weren't able to | ook at your exhibits yet.
So what ever --

MR, CLARK: (Il naudible).

THE WTNESS: You submitted -- yeah. Once
| ook at that | could answer that because you should
not have received any type of docunentation that
I ndi cates that we billed you for usage past
June 30t h.

MR, CLARK: That was the final cost we
call ed you for.

M5. CANADA: We'll wait until --

MR. CLARK: That was our question.

BY: Ms. CANADA
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Q We'll wait until you all are able to
see it. But it's fromthe -- it's fromJune 22nd.
It states on that final account --

MR, CLARK: (Il naudible).

BY: NM5. CANADA

Q -- if you were to go online through
your guy's site, the Aneren site, it says zero
bal ance, final bill, |ast paynent 108.82. And the
dates on that is July 22nd through July -- I'msorry,
June 22nd -- | apologize, June 22nd through July 6th.

So I'mtrying ny best to get that over to you guys.
MR. CLARK: And then we al so have anot her
one saying different dates, June, July -- | nean,
fromJune 24th to July 6th -- no, July 14th.
BY: Ms. CANADA

Q So that's -- those are the ones that
|"mso upset we can't get to you. But I'll -- I just
wanted that noted that that -- that is the final

statenent via your website, it says June 22nd to July
the 6th, 108.82 |ast paynent.

A Once | see that I'mcertain | can
explain that. But wthout [ooking at it, | know you
understand. So thank you.

Q Thank you. Now, last thing that |

wanted to point out real quick -- let ne see. | want
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to nmake sure that |'mreading dowmn what | wote
correctly. Bear with ne one second. GCkay. | just
wanted -- six days until the new service address. So

Is that normal -- is that normal procedures that
after the custonmer has stopped service on a certain
date that the bill would carry through to a date past
that? | nean, again, we stopped on the 30th and the
-- it plainly says through July 6th, is that normal ?

A. It depends on -- like | said, wthout
| ooking at it, | really don't feel confortable
answering. But |I knowthat it is not normal that we
woul d notify -- or that we woul d have any
docunentation that says that you were billed past
June 30th. That would not be nornmal.

Q Ckay. So where did the anount --
where did the amobunt of the 71.71 cone fromif in
fact on the website it does say that the | ast paynent
was 108. 82?

A Ckay. So I'mlooking at the |ast
regular bill that you received on Spruce which is
Page 85. And so at that point your bal ance was
108. 82.

Q Uh- huh. And then, as you nentioned
earlier in the opening statenent, it was nenti oned

that there was a bal ance of 71.71 that you all
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applied to that bill but when | paid that $75 in

August | was inforned that that bill or that account
was now closed. And | know --

MR. CLARK: Once again -- (Inaudible).

BY: NM5. CANADA

Q And again, so | made that $75 paynent

just honestly on good faith 'cause |I knew there woul d

be a bill comng and | want to nmake sure | stayed on
top of it.

A kay.

Q But then when we received

verification of you receiving that $75 it said that
it was applied to a $71. 71 bal ance of charges from
the old account that was already closed. So that --
t hat does need sone clarification | would say.

A So we did receive the paynent of
108. 82 that posted to your account on July 11th.
Your final bill, that final bill that I nentioned
that came out for service through June 30th, the
total electric charges were $90. 04.

MR. CLARK: So why do we have (inaudible).

THE WTNESS: | nentioned a little bit
earlier that we credited, we applied back the deposit
anount that we were holding in the amount of $18. 33.

So we subtracted, or credited that 18.33, we took
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that off of the $90.04 that you owed for the 14 days

of service on Spruce and that's where we got the
bal ance of 71.71 that was still owed on Spruce. Now,
t hat bal ance transferred over to your Wal dorf account
and when you nmade that $75 paynent it may have been
made towards Spruce but then that $75 paynent
transferred over to Waldorf and was applied at that
time but it was applied to that account nunber. But
t hat account nunber included the transferred bal ance
of 71.71 fromthe final bill on Spruce.

BY: Ms. CANADA

Q Actual |y, Aubrey, that $75 was
applied to the account on Spruce that began with 504,
It was not applied and | ended up paying another 75
because of that reason to go towards the Wal dorf
address. But you said that you guys received that on
July 11 --

MR. CLARK: W were told (inaudible).

BY: MS. CANADA

Q -- but we received that bill saying
that you wanted 180, right. W were infornmed of that
bill when | called and questioned about where this
154 di sconnection canme from that's when we were told
that there was an outstandi ng bal ance. And we did

not get that bill, you all sent it via email.
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MR CLARK: And at that tinme | asked the

woman, well, you said we owe you $180 but go down on
the bill when it said what description, it only
cal cul ated up to $90. So where the other $90 cone
fron? You know what |'m sayi ng?

BY: M. CANADA

Q You' re saying you received that on
July 11th so that shouldn't even have been nenti oned
on that bill. Because it was received before you
said that the bill was sent out or initiated on
July 27th. So that's al nost, what, another ten days
i n between you receiving the paynent and when you
said --

MR. CLARK: (I naudible).

BY: Ms. CANADA

Q -- you initiated that bill between
what we actually received as a di sconnection?

MR. CLARK: And that right there is what
| ' m sayi ng, inaccurate paynent. That even though
that bill is stated $180 | ook down on the screen and
cal culated up to $90, inaccurate paynents.

BY: Ms. CANADA

Q So we're just trying to follow al ong.

A. |"mnot sure. | don't know what the

question is at this point.
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MR, CLARK: (Il naudible).
BY: Ms. CANADA
Q The question is you're saying to us

on this conversation -- or during this hearing today

you' re nam ng these dates and these tines and we're

|istening, obviously we're listening. But if you're
saying that sonething was initiated on the 27th but

you received this on the 11th, but on this bill that
we never received until we got the one that was due

August 17th for 154 and the di sconnect anmount. \Wen
we i nquired about that we received an email show ng

this 180 but it was -- we didn't receive the paynent
before we sent out that paynent. But you just said

earlier that you received it July 11th and initiated
that on July 27th. So --

MR CLARK: Let's keep it sinple. Can you
explain to us the -- can you explain to us all the
paynents that we get sent to y'all, where they
applied to? Go one by one. Al the paynents that we
sent to y'all tell us what bill did they go to and
how we owe you guys?

BY: Ms. CANADA

Q We're just -- we're speaking from
2023 to end up owing this noney after we stopped the

servi ce.
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MR, CLARK: ' Cause we owed that -- we owe

this same noney fromthe very first tinme this account

opened | ast year, fromthe year before that, all the
way up to this point around the sane tine. Explain
to us all the noney that we sent to y'all, where did

that get applied towards? |[|f you can't explain that
(I naudi bl e).

The Exhi bit 101C t hat

then |' m done doi ng busi ness with you.

THE W TNESS: Yeah
we presented, which shows the paynent history, it
breaks it down -- it shows you -- Page 1 shows you
the paynents that were applied to the Spruce account
in 2003. O course it goes back to -- or to '21

Q Uh- huh.

A. And then on Page 2 it shows paynents
that were applied to the Wal dorf account.

Q Ckay.

A So that's where the paynents -- so

you have -- and maybe | should put this out there

t 00.

| f you,

I f you recognize --

MR, CLARK:
M5. CANADA:
THE W TNESS:
MR, CLARK:

when | ooking at this exhibit,

paynments that we did not apply --

see any

I f you believe that you nade

You said it yourself.
Let her --
Yeah.
(I naudi bl e).

So --
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BY: Ms. CANADA
Q Go ahead. |'mli stening.
A So | guess | will be interested to
see the information that you have for exhibits to
ensure that -- and | guess |I'mnot sure what paynents

you have made that you believe have not been applied
to your accounts appropriately.

MR. CLARK: Al of them Al of them

BY: Ms. CANADA

Q |"mparticularly wondering on the
activity sheet why when we do nake these overpaynents
-- because the whol e purpose, Aubrey, was to be able
to use those funds if necessary when we did nove. So
where are the credits being shown on the activity
sheet ?

MR. CLARK: W can get this --
(I'naudible). They already got it.

BY: Ms. CANADA

Q "Cause | don't see on the activity
sheet anywhere where it shows a credited anount in
t he anmount of 29.45 or a credited anmount in 18.33 or
credited anmount in $10 or $1.90, |I'm not seeing any
of that on the activity sheet that you all are using.
They don't show it.

A. | think I understand what you're
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asking. So I'mlooking at Exhibit 102, 102C which is

t he account activity statenent for both of the
accounts.

Q Yeah.

A. And there is not a specific colum
t hat shows any overpaynent anount. However, you have
to kind of calculate it manually. So let's just go
back to, we'll say, I'mtrying to -- okay. So
April 6th -- okay. March 22nd of 2023, this is
Page 3 of 4 on Exhibit 102C. Your bill anmount cane
out for $89. 20.

Q Uh- huh

A We received a paynent on April 6th of
$100.

Q Uh- huh

A So without getting ny cal cul ator out
that's about $11 of an excess credit that you had at
that point in tine.

Q Right. W' re just asking why they
don't -- why you all don't show then?

A It doesn't show -- it doesn't show on
this activity statenent. But you can see then --

your bill canme out on April 21st for 104. 06.

Q Uh- huh.
A That was the anmount of your total
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charges. But your total bill was only 93. 26.
Q Ri ght .
A That's where you can see that the

credit was reflected. Because you had an

over paynent, you had a credit anount, it was applied
to the 104.06 which left that total bill anount of
only 93.26. So even though there's not a specific
colum that reflects that you overpaid by $11 and
sone change it is reflected in the anmount of your
total bills each nonth.

Q So when a custoner overpays their
account and even though it's not reflecting on the
activity sheet and we do get the emails and the texts
sayi ng you have a credited anount of this anpbunt or
t hat amount, what |'m wondering is do you feel -- or
| guess your opinion shouldn't be. But shoul dn't
there be a way where the custoner can say, well, |
would like to use ny credit for this or that? 'Cause
an adviser sinply says, well, you didn't tell us
within the tinmefranme. And when we ask the tinefrane
they weren't able to give us one. So isn't that
sonet hing that the custoner should be able to do as
well, be able to say, well, | overpaid this and I
would i ke to apply it to this without it just being

gone?
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A Sure. | can answer that. | do want
to start by saying on your bill statenents, not any

of the email alerts that you're receiving but your
actual copy of the bill.

Q Uh- huh.

A. Every nonth when you had an
overpaynent it does show that even though it shows --
Q Addi ti onal charges, yeah?

A. Right. It shows credit and then a
little negative 10.80. So you overpaid by $10.80 the
previous nonth for exanple. Now, as far as
over paynent of an account. So if your balance is
i ke $100, you pay 150, you have a $50 credit. That
credit is not going to automatically be issued as a
refund check to the custoner, it's going to sit there

as a credit and then it's going to be applied to the

next nmonthly bill. Unless for sone reason there --
If a custoner calls and said, hey, | paid extra
for -- you know, | paid $50 extra this nonth, | would

like this $50 to be applied to another of ny accounts
or there was sone other --

Q How many tines does a custoner have
to do that?

A Not a whole ot to be quite honest

because we're --
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Q Ri ght. Exactly, yeah.

A Sur e.

Q Yeah.

A

But you definitely get the benefit of
that credit or that overpaynent because it is applied
to your next nonth's bill. However, there's also --
we have a certain overpaynent refund process that is
an internal process or policy that we follow And
general ly speaking, a custonmer refund is not issued

in the formof a check unless a custoner asks and

then there are certain -- sonetinmes we mght ask a
custonmer to mail in a copy -- a bank statenent, you
know, stating such. | nean, there's a | ot of

different variables in there. But a short answer is
no, it's not going to be automatically refunded to
you.

Q Ckay. 'Cause -- I'mglad you said
that. | was just getting to ny |ast question
honestly. That is exactly what | was about to say.
Now, the way that | found out about this around the
clock billing and the peak tine and the day and
night. This was not information that was given to ne
by any representative. M sister, ny blood sister is
an ex-corporate Ameren enpl oyee, her nane is Tam ka

Coal, | have no reason to |lie about this. That is
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how | found out about there being paynent plans. Now

agai n, you keep saying that they can see it on the
website but sonme of us don't have the ability to see.

So with that being said, you know, the
advi sers should be saying this and this is avail able
but since they didn't that's no never mnd. M
guestion is to you at this point what exactly has
been the training procedure or what exactly do you
all do when a custoner asks | would like that in a
formof a check and the adviser tells themwe do not
do that?

MR. CLARK: (Il naudible).

BY: MS. CANADA

Q Now you said that there's extenuating
circunstances. But if you listen to our recordings,
Aubrey, you know that M. Cark asked several tines
to have his credited anmount, whether it was $20 or
two dollars, to becone a formof a check and he was
denied that ability.

MR, CLARK: Sure was. Both tines.

BY: Ms. CANADA

Q Wiy is that if that's an option?

A Well, wthout listening to and
reviewng this specific -- if you knew a specific

interaction | certainly --
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Q -- all 40 of them
MR. CLARK: Should be nore than that.
We've got nore than that.
THE WTNESS: Exactly. And that's why
it's hard for nme to reference a specific call because
| did listen to so many of them But | will say that

oftentines it may have been based on the timng that

your account was already in the bill cycle w ndow.
So there's -- | really can't answer that specifically
as to why -- on what specific occasion M. Cark was

advi sed that we woul d not send a refund check. But
chances are, | nean, it was applied to the next -- |
mean, well, not chance --

BY: M. CANADA

Q Well, I would like it to be notated
that we did request on nore than one occasion for
that to be sent back in the formof a check.

MR, CLARK: And was -- (inaudible).

BY: MS. CANADA

Q And we did stop -- we did stop doing
t he overpaynent upon comng to the Wal dorf | ocation
because we were told we don't do that. So | just
wanted that to be noted that even though you say that
there are situations where you all do do that, as a

custoner we were deni ed not once, not once, but at
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| east three tines receiving a check for our credited

anmpunt. | just want that noted.
MR, CLARK: And | wanted it to be not ed.
JUDGE FEWELL: Ckay. | think it's a good
time to take a recess.
M5. CANADA: Yeah.
JUDGE FEWELL: Wen woul d everyone --
MR, CLARK: Recess, | got (inaudible).

JUDGE FEWELL: -- cone back? 1Is 1:45 too
soon?

MR, CLARK: 1:45?

M5. CANADA: What tine is it now?

MR CLARK: It's 1:00, 1:01. Can we do
2: 007

JUDGE FEWELL: It everyone okay with
recessing until 2:007?

MR, CLARK: 'Cause ny cousin fixin" to
come down here and help nme submt everything as far
as -- you know.

JUDCGE FEWELL: COkay. We will recess until
2:00. I'Il see you all then. W're off the record.

(At this point in the proceedings, a short
recess was taken.)

JUDGE FEWELL: AlIl right. W can go back

on the record.
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M5. CANADA: |'m here.

JUDGE FEWELL: Ckay.

M5. CANADA: And is the Judge on the line?

JUDGE FEWELL: Yes, |'m here.

M5. CANADA: Ckay. | apologize. M.
Clark just got called to an energency with his
daughter at school. He had to step out. |'m not
sure what that's going to nean with regard to the
rest of the hearing. But | amstill avail abl e.
just wanted to make sure that you knew he had to step
out .

JUDGE FEWELL: | appreciate that. | hope
everything's okay wth his daughter. So because he's
not testifying, | don't think we anticipate him
testifying anynore, | don't believe he needs to be
here. |If he wanted to cross, have any questions for
W t nesses, that would be the only purpose for himto
be here at this tine. He is a party.

V5. CANADA:  Yeabh.

JUDGE FEWELL: But | think because you're
jointly --

M5. CANADA: Yeah. He said he did have
sone stuff that he wanted to speak on but he was
afraid he wouldn't make it back in time. So we can

just nove forward if you want and if he nakes it he
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makes it. |'Il try to cover anything that he wanted
to bring up.
JUDGE FEWELL: Okay. | appreciate that.
And | believe -- are we on the record?

M5. CANADA: Are you talking to ne?

JUDGE FEWELL: Yes. Sorry. M. Bl eskey.

THE REPORTER  Yes, we're on the record.

JUDGE FEWELL: Ckay. Thank you. |
beli eve you were still questioning Ms. Krcmar, M.
Canada. You may conti nue.

MR. PRINGLE: Judge, this is Travis
Pringle from Staff. Just one natter before we
proceed. | did receive an email from Ms. Canada with
-- it's titled evidence for hearing.

M5. CANADA: Yeah.

MR. PRINGLE: Wuld you like nme to forward
this on to the parties? It has four attachnents to
it.

JUDGE FEWELL: Yes, you can, M. Pringle.

MR PRINGLE: Al right.

M5. CANADA: Yeah. And as far as that's
concerned, your Honor, as well, we're still trying to
get the rest of it over to you. | think that the
problemwas he was trying to send it to too nany

people at one tine. So we have ny -- one of ny
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famly nenbers over here trying to get the

information to you all. So it mght cone through a
little at a tine as we nove forward.

JUDGE FEWELL: Ckay.

MR. PRINGLE: And Judge and Jennifer, I'm
sending the email right nowwth those four
attachnments from Ms. Canada so you guys shoul d have
t hose shortly.

M5. HERNANDEZ: AlIl right. Thank you.

M5. CANADA: Ckay.

BY: Ms. CANADA

Q Al right. So let nme pick up from
where | was. Al right. Aubrey, how do |I say your
| ast nane, | don't want to nurder it?

A Ch, that's okay. It's Krcmar.

Q Krcmar, okay. So Ms. Krcrmar, what |
amgoing forward with, I'mhoping I'mnot repeating.
But | tried to stop and mark where we were. Ch, hold
on one second. |I'msorry.

(At this point in the proceedings, an off
the record discussion was held.)

BY: Ms. CANADA

Q Al right. So he just let ne know
that he got a little bit of it worked out.

Unfortunately we're still having sone issues with the
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remai nder of it. So if that still stands until

Tuesday | wll get that over to you all. I|'msorry,
|"'mgetting a little bit overwhelnmed with this whole
situation at this point, so.

kay. Moving forward. You had nenti oned
that you all don't consider the CPAP machine a life
t hreat eni ng nedi cal equi pnent, do you renenber saying
that earlier?

A Yes. To the best of ny know edge.
' m not an expert on the Medical Equi pnent Registry,
that's handl ed by a specialized teamwthin the
conpany. But to ny recollection, a CPAP is not
considered critical nedical equipnent.

Q Ckay. Well, the reason that |'m
asking on that is it's not often that people would
take their CPAP, you know, out on the road unless
they're traveling out of town. But you had nentioned
that we did not get the nedical review forns back to
you in tinme, that they expired. So when that
happens, do you not initial or initiate another one
going out imrediately or do you wait to see if we
request anot her one?

A Wel |, the Medical Equi pnent Registry,
t he pendi ng status does not expire until after we

send a notification letting you know that we're still
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waiting onit. So we do send notification. But once

it expires there is not an automatic mail out of
additional forns, that's correct, unless the custoner
call s back and requests it again.

Q kay. Just wanted to nake sure. So
go back a little bit. Another exanple that we were
speaki ng on was in June of 2022. He was bringing up
how sonme of these paynents are -- the nmultiple
paynments in one nonth does repeat. |In the nonth of
June of 2022 there was a paynent nade on the 1st and
t here was anot her one nade towards the end of the
nmont h. Agai n, because of the threat of disconnect we
have been maki ng paynents every nonth since the
account has been open. Recently we were inforned
about a 50 percent paynent that has to at |east be
paid on the account to not go into disconnect status,
" massum ng that's what they neant, or that's what
they were trying to explain to us. But with that
bei ng said, that was our exanple -- or one of our
exanpl es of this reoccurring.

So when we go back and | ook at the March
of 2022 di sconnect where you said the error occurred
In your system would that not be sonething that you
woul d call back and | et the custoner know that there

was sonething done in error when -- in regards of a
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di sconnecti on because we were di sconnect ed,

reconnected, and then di sconnected again and then
reconnected. So we're just trying to find out, is

t hat where the paynent issue started to becone

overl apping or is that where you woul d say the
account began to get a little out of whack, for |ack

of a better word?

A Wll, I"mnot certain | understand
the question. But there were -- to be clear, the
systemissue that we -- that | described earlier when

M. Pringle was asking for clarification, that did
not have anything to do with paynents posting, it had
to do with the fact that a second 96- hour outbound
collection call attenpt was not nmade prior to
interruption of service during Cold Weat her Rule. So
that had nothing to do with any paynent postings. So
that woul dn't have affected anything.

Q Well, what I'mgetting at is wthout
us being aware of the registry for the Cold Wat her
Rule, for us to have to take these steps, you know,
we just assuned -- and | guess we shoul dn't have j ust
assuned -- that the Cold Weather Rule pertained to
everyone. So upon that disconnection why was it not
explained to us at all that that was the situation at

that initial tinme regardless of, you know, the call
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that cane in during that cold weather season from

Novenber 1st to March 31st, when that di sconnect took
pl ace, why weren't we inforned at that point about
the Cold Weather Rule or the registry for it?

A. Well, | think I may have nenti oned
this earlier. But we did not receive any contact
fromyou or M. Clark prior to your disconnection for
nonpaynent on March 4th. So we had no contact with
you so therefore there was no di scussi on about your
opportunity for Cold Weat her Rul e paynent agreenent
or energy assistance or even Caring Contact program

And | think | nentioned this as well
earlier that the registry -- the Cold Wather Rule,
| ow i ncone, elderly/disabled registry, which we
consi der as part of our Caring Contact program does
not prevent disconnection in Cold Weather Rule it
just allows for additional notification and/or
potential paynent options that m ght not be avail abl e
to those not in the Caring Contact program But
again, we didn't -- you didn't call us prior to the
di sconnection, you didn't call us until March 4th.

Q Ri ght .

A So we had no opportunity to discuss
anything related to the Cold Weather Rule wth you or
M. d ark.

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
www.lexitaslegal.com California Firm Registration #179



© 00 N oo o b~ w N Pk

N N NN NN R R R R R R R R R
g A W N P O © W N O O M W N B O

Evidentiary Hearing Vol IlI May 21, 2024

) ) Page 186
Q What |'m asking is when we nmade that

call on March 4th, why were we not infornmed at that
time -- or the adviser did not say, hey, you know,
there's a registry for. Wiy were we not inforned
when we were on the phone, when we were being

di sconnected, why were we still not infornmed about it

didn't end till the 31st?

A Well, there was no nention on the
March -- | listened -- the calls that were nmade on
March 4th, | actually relistened to those this
morning. There was no nention -- the discussion

bet ween you and our advisers only had to do with the
reconnection, what was needed for reconnection, there
was no nention of a request for a registry, there was
no nention of --

Q | " m aski ng why?

A -- disability. So there was no --
there was no indicator that you were interested in
seeking that. And --

Q Well, we were being dis -- we were
di sconnected and reconnected. [|'m asking why -- why

Is the adviser not saying at that tine to us, we had

no know edge of it. | honestly did not find out

about the Cold Weather Rule until | spoke to M.

Font ai ne once we had started this whole process. |'m
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si nply asking upon that conversation -- | know it
wasn't nentioned because we didn't know about it.
| ' m asking why were we not infornmed about it by the
advi ser at that tinme?

A. Well, let me back up just alittle
bit as well. So you actually were already -- had
al ready been on a Cold Wat her Rul e paynent agreenent
in 2002's (sic) Cold Wat her Rule season. [In January
of 2022 you established a Cold Wat her Rul e paynment
agreenent and | believe you did it yourself through
our voice response unit. There was no contact made
wi th an advi ser in January of 2022 when you set up
the Cold Weat her Rul e paynent agreenent. But you had
al ready been on a Cold Wather Rule paynent agreenent
whi ch defaulted due to a m ssed or partial paynent.
That defaulted in February. So --

Q | -- go ahead

A. So when you -- after your services
wer e di sconnected and you were calling in to see
about that the -- you were offered a reinstatenent of
your Col d Weat her Rul e paynent agreenent which is
what we do during Cold Weather Rule. W don't offer
you a brand new one, we offer to reinstate your
exi sting or your previous Cold Wather Rul e paynment

agreenent. So that option was what was avail able to
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you at the tine. But again, there was no -- the

registry at that point would not be sonething that
t he advi ser would think that woul d be beneficial to
you because your services had al ready been
di sconnected. So it just -- it really wouldn't nake
the nost -- it wouldn't be an option that | think the
advi ser woul d seek to provide you information for due
to the timng of that call after disconnection on
March 4th when the Cold Weather Rule is scheduled to
end March 31st.

Q | think that any information,
anything that the advisers have know edge of at all
should be informed to the custoner, whether we know

about it, whether it's pertinent or not, this is

information that, you know, is alnbst a -- basically
what you're saying is don't ask, don't tell. | nean,
if we don't know -- | thought | was just under a
regul ar paynent agreenent for instance, | didn't know

| was under a cold weat her paynent agreenent. Do you
see what |'msaying? So | just don't understand why
the advisers aren't informng us all of the

i nformati on, whether the customer knows about it or

not .
A nmonthly bill -- let's see, it says
Chapter 13, Service and Billing Practices. | believe
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that it was either Nunber -- was it Nunber 7 on that?

It says the nonthly bill, custoners should have at

| east 21 days fromthe condition of -- or excuse ne,
fromreceiving notice via bills to pay the utility
charges. |'mgoing over that statenent just to bring
up the transfer of service or the stop service. Upon
endi ng the prior account and starting the new

account, what happened to that rul e?

"Cause we received again no bill for the
month of July, the first bill we got was a
di sconnection bill. W did not receive any notice of
a di sconnection bill, we did not get notified that we

were in disconnect status. The first thing we
received was not a green copy, was a red copy
di sconnecti on charges. Wiy was that done that way?
A Wll, we did send you -- apparently
you must not have received it. But we did generate a
bill for service on July 26th of 2023, that was your
first bill for services on Waldorf. This was
generated on July 26th with a due date of August

17th. Since paynent was not received by August 17th

t hat di sconnection notice, which you -- in ny opinion
you believe was your first bill, it wasn't an actual
bill. But that disconnection notice was then

generated and mail ed on August 22nd, since the
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August 17th due date for services was -- there wasn't

a paynent received by then. So we did -- so it's --
we did mail a bill prior to the disconnection notice
for service on Wal dorf.

Q Ckay. |I'mgoing to go back to that
bill. There we go, right here. Because this bill
states final notice, does it not?

A That's not a bill, M. Canada. That
Is a disconnection notice. So there's a difference
bet ween a di sconnection notice and an actual bill
statenent, or energy statenent.

Q You guys generated one on the 26th
that we obviously did not receive. But that's
neither here or there. Wat |I'msaying is this --
this one right here that says final notice, the
di sconnection statenent that you're calling it, was
there any notice in between those two, the one you
said you sent out or was generated on the 26th and
this one? And it says the due date on this -- if I'm
| ooking at it correctly, it says August 22nd due date
or is that --

A That's the date that --

Q Ckay. So if you're saying that that
was sent out on the 17th, Septenber 1st was the

di sconnect date, that sounds like |less than 21 days.
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A Well, we're required to provide 10

days notice before disconnection for nonpaynent. And
thisis -- like | said, this is not an actual bill.
The bill that was generated July 26th has a due date
of August 17th. So that was the regular bill. Since
paynent wasn't received by August 17th on August 22nd
a di sconnection notice was rendered. And that all ows
10 days -- and of course Septenber 1st -- subject to
di sconnect after Septenber 1st. So the soonest that
t he account woul d have been subject to di sconnection,
based on what |I'm | ooking at here, would have been
Sept enber 2nd, which is the 10 days.

Q Ckay. It says anpbunt and date of
| ast paynment, $75 received on August 15th. Again, |
don't want to go back and forth about if we received
it or didn't receive the first one. But there was a
paynment received on August 15th itself and then you
said that the next paynent for $80 you all didn't
receive until Septenber the 8th. However that was
done on the 29th and that was the day of the
conversation | believe with Terri to find out -- and
we were already in the formal process, that's why we
were actually talking to Terri at that tine and she
informed ne of what | could do, how nmuch I coul d pay

to stay connected and that's why the paynent of $80
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was submtted. So again, the 21 days |'m not seeing

fromthe date you received the | ast paynent and you
said that was due on the 17th, to Septenber 1st.

A Well again, | don't want to keep
repeating nyself, but...

Q Wll, we'll just leave it at that
t hen.

A Ckay.

Q It's fine. Okay. So the |ast
guestion that we have or the one question that Dranel
wanted nme to nmake sure that | nentioned to you all is
what was the explanation for this one thing. Wy
when we nake our paynents is the bill increasing
I nst ead of decreasing?

A Well, as the account activity
statenent reflects, your paynents are being
appropriately applied, the paynents then w ||
decrease the anpunt that was due.

JUDGE FEWELL: Ms. Krcnar, | just want to
interrupt really quick. This is Exhibit 102C t hat
you're referring to?

THE WTNESS: Yes. [|I'msorry.

JUDGE FEWELL: That's okay.

THE WTNESS: Yes. So you're still billed

for actual usage each nonth of course.
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BY: Ms. CANADA
Q Yeah.
A So there's a colum where you're
receiving credit for your paynents.
Q Uh- huh.
A. And then the colum where you're
receiving a charge, or a debit for the electric
service that's used in the next billing period. So

your bal ance is decreasing by the total of the
paynent that you've made but then of course with the
next nmonthly bill cycle you're then billed for
additional electric service used.

Q So every tinme that we paid our bill
on that activity statenent you're saying that you
receive it after the other bill has been initiated
and that's why it looks like it's increasing?

A Probably not every tine. But
sonetinmes certainly.

Q And the due date on the account when
we were on Spruce | believe was the 15th, correct?

A On Spruce I'mactually -- |I'"mjust
gl ancing at Exhibit 102C, you know, even just the
first page. It looks like -- yes, at the end of the
-- once the account was closed it |ooks |like the 15th

of al nost every nonth. O course it can fluctuate by
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a day or two. But yes, it looks |ike when you cl osed

out the account there the bill due date was on the
15t h.

Q kay. | just wanted to nmake sure
that that was the correct date. So the paynents that
you recei ved before the 15th, if that's the due date,
you' re saying that even though you received it before
that date it's still going to generate and go up
regardl ess on the next colum, it's still going to
i ncrease even if it was received before that date?
Am | understanding it correctly?

A Vell, I"'mnot sure that I'm
under st andi ng your question correctly so | don't want
to m sspeak.

Q Ckay. GCkay. Okay. Let ne see how

can | say it? Let's go back. So that was -- what
was that one you guys had it at, I'msorry, 1-07?
A 102C.

Q 102C. So | can pull it up so | can
clarify nyself better. | don't want to confuse
everyone. And if I'mmsreading it, please correct
me. But -- so what |'m seeing on 102C, right here --
okay. So when | look at it, I"'mjust going to -- |I'm
going to pull randomy one of them if that's okay

Wth you as it is really, really small. So I'm
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| ooking at these dates. So transaction dates, right,

what exactly does that transaction date nean, is that
the date that you all initiated it or sent it out or
Is that --

A That woul d be the date that the
transacti on occurr ed.

Q Ckay. So the dates on those -- |I'm
| ooking at the 14th, the 11th, 13th, 12th, 9th. |
see sone that are like the 20th and the 22nd, those
were early in '22 and '21. So |I'mjust | ooking over
this. But I'mnot seeing -- right here where it says
billing period -- glance at the very first one, from
Septenber 1st, '21 to Septenber 11th of '21. And
then Septenber 11th of '21 to the 12th of '21. Now
that would be a full nonth. But then when you scroll
down sone of the dates, they don't just stay at the
one nonth, they're -- the transaction date is the --
for instance, in May of '22 it's the 19th and it says
that the paynent was for the 14th of April through
the 14th of May, you received the paynent.

And then what |"'msaying is -- so you're
telling nme that that -- when you receive that paynment
it would be added to the next | guess nonth if you
didn't receive it in what anmount of tinme? I|'mtrying

to understand how they're -- on ny end, even though I
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know | ' mpaying this bill, howit's reflecting as an

i ncrease rather than a decrease. |I'mtrying to
follow you on that but it's just not maki ng sense to
me. |I'mnot going tolie toyou, I'm-- I'"mreally,
really confused.

A. And | understand. And | understand
that -- you know, | certainly can see where these
statenents can be, you know, confusing. |, of

course, have been review ng these for over 20 years

SO --
Q Ri ght, right.
A. -- it's easier for ne so | definitely
understand that. So your paynent credit -- |I'm
trying to decide how easy -- how woul d be the best

way to explain this to you. So the paynent credit in
that colum, that is the anobunt of a paynent or ot her
sort of credit that cane in. And if you -- then you
woul d scroll over to the transaction date and that's
the date that it posted to the account. So -- and
was therefore subtracted fromthe bal ance due. And
that would then reflect on -- if you go down to the
i ne underneath it then that woul d show your next

bill amount for regular service, electric service.
You can -- if you take that, whatever that bal ance

was -- you al nost have to start at the top and here
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was the first bill anpbunt and then you go down to the

next row and add in any charges, that's going to get
you to the total bill amount. And then if you go
down to the next row, if there was a paynent you'll
subtract that paynent and then add in any charges
like the | ate paynent charge, deposit, electric
service and then that's going to equal what the total
bill was for the next nonth. And you kind of have to
go down and subtract your paynents that way.

Q Uh-huh. So at the very -- so let's
start right here at the very top where the Septenber
of '21, when we first started at, okay. |'m seeing
charges and debits 47.85. That was our credited

anmount 'cause | remenber we paid $100 to start this

account .

A. No.

Q s that correct?

A. No, it's not. So Septenber 14, '21
there -- that was the first date that the bill was --
the first bill that was generated here on Spruce. So

you were billed a deposit and it was broken into
nonthly installments of $17.67. So on Septenber 14th
when the systemwas performng the -- was generating
the bill you were charged $17.67 for a deposit

install ment and $47.85 for the electric service from
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9-1 through 9-11 of '21. So those two added toget her

equal s the total bill, bill anmount, regular bill of
$65. 52.

Q Ckay.

A Whi ch has a due date of Cctober 6th.

Q Ckay.

A So there wasn't a paynment received on
that bill before the next row says on Cctober 11th of

21, since there hadn't been a paynent received by
the Cctober 6th due date there was a | ate paynent
charge added and then on Cctober 13th of '21 a bill
was generated. So you were billed the second deposit
install ment of 17 and sone change and then your
el ectric service from Septenber 11th through
Cctober 12th of 119.22. So you add the 65.52, which
was the prior balance, plus that |l ate charge to the
new charges for October 13th and that's where you get
the total bill anpbunt of 203.16 which was due
Novenber 4th.

Q kay. So then with that being said,
fromthe very beginning it sounds |Iike what you're
saying is that you were receiving these paynents

after the date that they were supposed to be in and

that's just -- that's what |'mgetting fromthat,
right?
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A Yes, ma'am Because then if you go
down one -- one nore row down on October 18th of '21

we received a paynent for 65.52.

Q Ckay.

A. But you can see that was for the
total bill of 65.52 which was due on Cctober 6th.
And we didn't receive it on October 6th, we did not
recei ve that paynent posted until October 18th. So

It was after your QOctober 13th bill had already

gener at ed.

Q Ckay.

A. But we still gave you credit for it
of course.

Q Ri ght, right, right, right.

A So then that was subtracted fromthe
203. 16 and then kind of noving -- so yes, we were

recei ving paynents initially for sure when the Spruce
account was opened. You can see there were not
consistent on tine, in full paynents each nonth which
Is why there's a bal ance that kept carrying over from
nmonth to nont h.

Q Right. Oay. So then we did the
I nformal conplaint the first tine and received the
pl edge to get that balance down. So now |I' m | ooking

at 2023 and this is when the insurance conpany has
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now joined the third-party paynents at that point.

So |'"'m | ooking at the previous bal ance colum and I'm
going to February 15th is the due date, am | reading
it right, 1s that what you're seeing?

A Yes. Yes, yes, yes, yes. On Page 3
of this Exhibit 102C, right?

Q Right, right. And usually ny eyes
wi || double the nunber so I'mjust making sure I'm
| ooking at the right nunbers. So after that, the due
date is the 15th every nonth, right?

A For the rest of that tine, yes,
absol utely. Yeah.

Q kay. And then we get down here to
where we're having the issue and this is where we
st opped doing the overpaynents in June. So | see the
108.82 right there and that was due on July 15th.
You're saying that there was a final bill generated.
The online account stated that the 108.82 was the
final bill and then you nentioned earlier sonething
about a transfer over for the $71 remai ni ng bal ance,
right? But | don't see -- | don't see that. And so

| ook at the very bottomhere and it's under the new

account.
But if the account was -- if this was a
final bill or whatever you're saying that this was
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and than | see the $18.33 that you guys have under

the additional charges area at that tine as a
deposit, which took it down to 71.71, why is it that
when we paid that initial 75 we were told that that
was on the Wal dorf account instead of the Spruce
account? It wasn't until later when |I called and was
told that that was applied to a Spruce final paynent.
But on the line it says, fromyou all, June 22nd to
July 6th, 108.82, last paynent. |I'mjust trying to
understand why that is. And we did request anything
| eft over by check we were told it wasn't done but
then we get this 71.71 after that.

A Ckay. Well, let nme try to explain
this to you. So that third columm on the bottom --
or third fromthe bottom colum on Page 3 of 4. So
as you nentioned, you knew that 108.82 was your
anount due July 15th.

Q Uh- huh.

A Then if you scroll to the left, the
billing period, that only took you through June 14th.
So service through June 14th on Spruce there was an
anount due of 108.82. WlIl, you can see it wasn't
due until July 15th. However when you cl osed out
that account we had to render a final bill, which you

see on July 6th it says bill final instead of regul ar
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bill. W had to generate that final bill for the
service fromJune 14th to June 30th. That bill
wasn't due till July 28th. But you see, the 108. 82

wasn't even due yet. It wasn't even due yet.

Q That's what |'msaying. That's where

-- that's where | feel |like the issue i s because
you're saying a final bill was generated and we
weren't there for the entire nonth, the bill wasn't

due until the 15th of July. Wiy was there a date
past the 30th, why did it go through July 6th period?
Li ke that's not even nmaking sense for ne for it to go
to July 6th.

A And | have -- and that's why | -- you
know, once | see what you're referring to. Because |
aminterested to see what you saw online that told
you that we billed you through July 6th because we
didn"t, we only billed you through June 30th. And if
|'"mable to | ook at what you're |ooking at I m ght be
able to better explain it. But right now !l -- |
can't see --

Q | think that -- | think that's one of
the ones that it just keeps saying qued on, it's not
letting me send that one through. So okay. Well,
then at this tinme |'mdone as far as ny questioni ng.

| know M. C ark has sone ot her ones but that was the
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only one that | could renenber.

JUDGE FEWELL: Ckay. Are there any
guestions fromthe Comm ssion? Hearing none, | have
a few questions.

EXAM NATI ON CONDUCTED

BY: JUDGE FEWELL

Q | guess to kind of stay on the topic,
had M. Cark and Ms. Canada remai ned at the address
-- the Spruce address into -- further into the nonth
of July, would that bill have generated and been due
for the 15th of August rather than the 28th of July,
is that why it was due on the 28th is because they
|l eft on the 30th --

Yes, Judge.

-- of June?

> O »

Yes.

Q kay. And |'mgoing to kind of
change topics now. |If we can | ook back at 100C, the
billing statenent, really any of them |'mgoing to
refer to the blue area in the electric service
details. Wwen it has the phrase for the reading
type, you had said the actual it nmeans real. Wat

ot her things could conme up in that area than actual ?

A. Actual or estinmated?
Q kay.
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A. Those are two different things.

Q Al right. And for the usage type is
that -- that's the type of -- it says on peak. |Is
that available to custonmers on their bill
consi stently?

A. The usage anount, yes, that displays
on every nonthly bill statenment. And so since this
account was on Eveni ng/ Morning Savers it splits it
into -- it provides the difference -- the
differences. And | do want to nmake a point that, you
know, |ike the beginning bill statenments that we
presented as part of this exhibit, you know, in 2021,
there are differences. You know, we are continually
| ooki ng for ways to i nprove our communi cation and our
bill statenents to nake things easier on custoners.
So you may see differences in this Septenber '21 bill
format as opposed to |like the nost -- the last bill
in that exhibit. So I just wanted to kind of point
t hat out too.

Q Ckay.

M5. CANADA: Wiy don't we have nore bills
-- oh, I"'msorry, your Honor. I|'msorry.

JUDGE FEWELL: You're okay. W'IlIl have
anot her re-cross after ny questions.

M5. CANADA: Ckay.

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
www.lexitaslegal.com California Firm Registration #179




© 00 N oo o b~ w N Pk

N N NN NN R R R R R R R R R
g A W N P O © W N O O M W N B O

Evidentiary Hearing Vol IlI May 21, 2024

Page 205

JUDGE FEWELL: Referring to what M.
Pringle sent us earlier, | had a question about that,
if I can pull it up.

MR. PRINGLE: And Judge, | just had
another email from M. Canada wth nore recordi ngs of
PDFs that | can also forward to the parti es.

JUDGE FEWELL: Yeah. If you can. |
may - -

M5. CANADA: Thank you.

JUDGE FEWELL: -- recall Ms. Canada to
of fer her exhibits.

M5. CANADA: Ckay. Thank you.

BY: JUDGE FEWELL

Q So on the data request, 13, | don't
know i f you have that available to you, Ms. Krcnar.

A Jennifer's going to pull it up for
nme, yes.

Q Ckay. | just have a question in it
because it states at one point that the accounts
woul d not be billed for reconnection fee regarding
that m ssed 96-hour call attenpt. Referring to that
and the billing statenents, | didn't see in that bill
that there was a reconnection fee but it |ooks |ike
in Staff's appendi x they have a reconnection fee

[isted in March. WAs there a reconnection fee, are
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you aware of one, for Ms. Canada and M. dark --

A Yes.

Q -- in March of 2022?

A Yes. The account was billed a

reconnection fee. The information that we provided
to Staff in March of 2022 which were the ways that we
were rectifying the issue, we actually reached out to
custoners that hadn't received the notification whose
service was still off and reconnections were issued
to those custoners as of | think it was March 8th
that were still off. And those accounts were not
billed a reconnection fee. So this account was
billed a reconnection fee. So --

Q Thank you for that clarification.
What's Aneren's policy for notifying custonmers about
the different rate types? |Is that sonething that --
sorry, to clarify.

A. No, please clarify.

Q | s that sonmething the custoner has to
request or is that sonething that they -- the conpany
provides to the custoners wthout requiring a
request ?

A So there is different comuni cati on.
And | guess there are different scenarios since we

still have our AM, or our smart neter inflammation
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ongoi ng -- or inplenentation ongoing. So we do send
communi cation to custoners once they received -- once

they've had a smart neter or AM neter installed we
send communi cations to custonmers in advance of the --
SO our agreenent we -- once an AM neter is installed
they are defaulted to the Eveni ng/ Morni ng Savers TOU
rate six nonths after installation.

So in that six nonths fromthe tinme the
meter was installed until they've had it for six
nont hs we send several pieces of communi cati on which
explain the Eveni ng/ Morning Savers rate is comng to
you, this is going to be defaulted to you in six
nont hs but you do have the choice to stay on the
Anytinme Savers or Anytine Users rate if you'd |ike
to. They have an opportunity to nmail in a postage
pai d postcard or they can call or they can go online.
They can actually even do it through our voice
response unit through our -- you know, the phone
system So the witten conmuni cations goes out.

We al so -- when custoners -- |like wth the
-- for this specific -- for this specific custoner
when you nove into an address where they have an AM
neter already and you are just going to start out at
the Eveni ng/ Morning Savers rate there is scripting

that is suggested that our advisers are trained to
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make note of it. You are going to be -- you know,
your service wll be starting on Septenber 1lst and
you w Il be on our Evening/Mrning Savers rate, we do

have other rate options available to you and you can
go to our website to find out nore.

And then they -- that gives the custoner
an opportunity to do the research on their own
I nstead of being shared detailed informati on about
every rate that we offer to a custoner. \Wich sone
custoners nmay not want to, you know, take the extra
five, six, seven mnutes on a phone call when they're
trying to set up service, you know, for us to go
through in detail all of the rate options. So we
make nmention of it and generally explain to the
custoners that we can send you a brochure if they ask
for nore, you can go to the website to find out nore.
But we are always trying to balance the length of a
call, how nuch tinme a custoner is on the phone with
us to do a transaction with the information that we
have available to them So if a custonmer asks we are
going to take as nuch tine as we can to share all of
the information. But if there's not really an
inquiry fromthe custoner we may just kind of tell
them where they can find it on their own after the

call, i f that nakes sense.

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
www.lexitaslegal.com California Firm Registration #179



© 00 N oo o b~ w N Pk

N N NN NN R R R R R R R R R
g A W N P O © W N O O M W N B O

Evidentiary Hearing Vol IlI May 21, 2024

) Page 209
Q Sure. Thank you. And it seened |ike

for the Cold Weat her Rul e and the Medi cal Equi pnent
Regi stry, those do need to be pronpted. |[|s that the
case or is that sonething that's al so even nenti oned
sonmewhat in passing on a phone call or is that
sonething that |ike a buzzword or sonethi ng woul d
| ead to?

A Sure. So generally speaking, we do
hope that all of our advisers, and | think they do a
good job of being, you know, intuitive to a certain
degree. So, you know, if certain things are
mentioned, if a custoner, you know, has nentioned
that they have nedical equipnent that they really
need service for, that would be a good opportunity
for us to explain the Medical Equi pnent Registry and
offer to share paperwork so that the custoner coul d,
you know, potentially enroll in that. And it's the
sane thing with any of our other options, whether it
be the Caring Contact programor the nmany energy
assi stance options that we have available to share
information with for custoners. W do -- it is our
intention that advisers are intuitive and wll --
dependi ng on how the call goes and what's nenti oned
by the custoner, wll offer the appropriate program

information to them so.
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Q And | think the |ast question | have.

Wuld it be possible for Aneren to send out a notice
on a bill or a separate |leaflet or, you know, email,
what have you, to a custoner prior to Novenber
regardi ng the Cold Wat her Rul e?

A. Honestly Judge, | think we
actually -- | think we do that right now. But |'m
going off of menory without |ooking it up. But |
actually think that we do send out a specific once a
year energy assistance options prior to Cold Wat her
Rule. But |I'mnot 100 percent certain, |I'mjust --
|"mgoing off of ny nenory right now. But yes, it
woul d be possible and | think that is sonething that
we currently do but I"'mdefinitely going to check
into it after today.

Q Ckay. That was all of ny questions.

JUDGE FEWELL: |Is there any re-cross by
Staff?

MR. PRINGLE: No re-cross fromStaff,
Judge. Thank you.

JUDGE FEWELL: Okay. And re-cross from
Ms. Canada or M. Cark?

M5. CANADA:  Yes.

EXAM NATI ON CONDUCTED

BY: Ms. CANADA
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Q | just want to know why do we have

nore bills than we do nonths of the year for each of
the years that we've had this account opened?
Whet her -- because you're saying that these are
di sconnection statenents not necessarily bills. So |
was just sitting here kind of going through them
during our recess and they're adding up to be nore
than 12. That's the only utility, electricity, that
|"m finding that happening in. |Is there a reason for
t hat ?

A Based on the information that |'m
| ooking at we have only sent you -- for the nost
part, unless there was a partial bill where you
transferred, but we do only send one billing
statenent per 30 day bill cycle. So it -- like |
said, depending on if there was a prorated bill, if
you transferred service. So that may -- that
probably -- that |ikely occurred.

Q Ckay.

A At | east, you know, when you
transferred from Spruce to Wal dorf.

Q Yeah. Okay. It was before then too.
But all right. There was sonething that the Judge
just nentioned that kind of buzzed in ny ear. So --

that's what it was. He was asking about sending the
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custoners the informati on about the Cold Weat her Rul e

and you went into nentioning the assistance program

What does Anmeren due upon this situation
that, you know, these assistance prograns that you're
referring people to are out of funds? That has
happened to ne several tines. | nean, |ike right now
t he LI HEAP program you know, |'ve signed up for it
and |'mtold the process is 60 days but you can't
start it wthout a disconnection notice, you know,
but now the funds are being exhausted. The Ur ban
League is out, Community Action is out, this is
sonet hi ng that happens a ot to people in ny
situation. So what does Aneren do to hel p?

"Cause | did not know about any of the
ot her progranms again until | started really
researching the conpany. So if | wouldn't have done
that, I wouldn't have known about a Clean Sl ate
program | woul dn't have known about the 50 percent
during the cooling nonths. There's just so nuch
I nformati on that you nade nention that you guys do
have avail able to your custoners but again, it al nost
seens like don't ask, don't tell. | nean, not to
assune that you're offending anyone, there's nothing
wong with sinply saying, you know, does this apply

to you, especially if it can help or if you're
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noticing over the tinme of the account that there's a

reoccurring issue with that custoner. | nean, what
do you all do in those situations, we just have to be

cut off and that's it, oh, well?

A. From nmy experience, and the many
calls that I've listened to, | do think that it is a
priority of our -- our enployees to provide all of
the information. | know that sonetines that agencies

are out of funds. But we have |istings of energy
assi stance agencies that we provide. And as a matter
of fact, thereis -- it's on every one of our -- your
di sconnection notices which is unique to you as well.
So I'm | ooking at just your notice from Exhibit 105C,
on the backside there's not just sone of the agencies
that have |li ke the governnent funds but, you know, we
gi ve you nunbers to your |ocal Salvation Arny, we
tell you about the United Way 2-1-1 where you can
either call or go online and they may have -- you
know, United Way may be able to put you in touch with
| ocal community agencies as well that may have funds
or even local churches. So there are --

Q Actually that's exactly actually what

| am-- what |'m speaking on, Aubrey. | nean, this

is not -- I'"'mnot going to pretend that I'min a

financial situation that I'mnot -- | utilize any
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assi stance, United Way and 2-1-1, yes, they will give

me a nunber. But when | call that nunber if that
particular church or community outreach programis
out of funding and then | call back the utility
conpany and say, hey, | took the nunbers that this
person gave ne, this person gave ne -- | nean, | just
went through this not too |ong.

| "' m saying that what do you all do in that
situation where the funds just aren't there or, you
know, you call these nunbers fromUnited Wy or 2-1-1
or even your programand they say, well, did you try
this person, they give you another nunber to call and
anot her nunber and then you end up circling right
back around in a lot nore situations than not. And
you have to say they're not there, the funds aren't
there. Now you're sitting there crying your eyes out
trying to figure out how you're going to explain to
your famly that we don't have electricity for
exanple. So |I'mjust saying what is Areren doing in
those situations, are you all actually calling United
Way and saying to them hey, are there any funds out
there? 'Cause we're referring these peopl e but
they're saying that they called the nunbers that you
gave them and there's no funds avail able. Wat are

you all doing to help us?
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A. Well, and | definitely -- | nean, |

certainly understand that those are hard situations
to be in. But we -- you know, if a custoner's not
able to obtain energy assistance, | nean, we al so
have paynent options which we outline on the

di sconnecti on notices and shoul d be advi sed by our
enpl oyees as well. You know, there are oftentines
opportunities for paynent agreenents or even a
paynment date extension. W don't offer -- which is
-- which will give you a little extra tine.

So maybe, you know, you're going to have a
paynent comng in later in the week but your
di sconnection is schedul ed for Mnday, we can, you
know, oftentines offer you just a couple of extra
days, an extension to pay that bill if you' re not
able to, you know, obtain energy assistance funding
and you need sone extra tinme until you actually get
paid. So we do have other options avail abl e ot her
than just directing custonmers to try to apply for
ener gy assi stance.

Q Ckay. |'mjust asking 'cause | know
for a fact that happens nore than it doesn't and then
when we nmake these arrangenents that you're speaking
of or take the extension as the activity sheet just

showit's rolling right over and now we get a bill
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saying that it's gone up rather than gone down and we

set up an extension. | nean, shouldn't the activity
sheet have a spot on there to say extension given and
that way when the next bill conmes out you' re not
sitting there |like, oh, they want 300 and sonet hi ng
dollars fromne but | thought that | had until this
date to get it into thenf

| mean, these are just things that |
observed as a custoner that are very frustrating and
concerning and | just -- | feel like sonetines these
are things that people overl ook when they're not in
that situation thenselves. So that's why |'m asking
the questions that |I'm asking because this is the
type of stuff, since this account has been open, that
has happened. | nean, we took a pledge via Terri's
advice in '22 and turned around the very next nonth
the bill is $167 and that was January of 2023.

So it's just -- it's seenmng like, you
know, the assistance is set up but the assistance
that is given you get hit with another one before
t hat even goes through or then when you call in and
say, you know, what's ny bal ance there's nothing
there and then you get a bill the very next week
saying this or that. So that's why |'m asking the

questions that |I'masking. | know you have the

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
www.lexitaslegal.com California Firm Registration #179



© 00 N oo o b~ w N Pk

N N NN NN R R R R R R R R R
g A W N P O © W N O O M W N B O

Evidentiary Hearing Vol IlI May 21, 2024

. . Page 217
prograns set up but if they're not working what are

you guys going to do if the prograns aren't -- if
it's not working. And I know |I'mnot the only one
because |'ve discussed it wth other people. That's
why |' m aski ng the questions that |I'm asking.

Movi ng forward though | don't think that |
again had any further questions. | do know that
Dranel had a list of his owmn. So | apol ogi ze that
he's not with us.

JUDGE FEWELL: OCkay. Re-direct from
Amer en?

M5. HERNANDEZ: No questions. Thank you.

JUDGE FEWELL: COkay. Ms. Krcmar, you are
relieved and now we can nove to Staff. You can call
your first w tness.

MR. PRINGLE: Thank you, Judge. Staff
calls Ms. Sarah Fontaine to the stand.

JUDGE FEWELL: Ckay. Ms. Fontaine, can
you rai se your right hand?

* * * * *
SARAH FONTAI NE,

The wi tness, having been first duly sworn

upon her oath, testified as foll ows:

* * * * *

JUDGE FEWELL: You may proceed, Counsel.
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MR. PRINGLE: Thank you, Judge.
EXAM NATI ON CONDUCTED
BY: MR PRI NGLE
Q Good afternoon, M. Fontaine.
A Good afternoon.
Q Coul d you spell -- state and spell
your nane for the record?
A. It's Sarah Fontaine, S-A-R-A-H Last

nane is F-ONT-A-1-NE

Q Thank you, Ms. Fontaine. And by whom
are you enployed and in what capacity?

A. | "' m enpl oyed by the M ssouri Public
Service Comm ssion and |'ma senior research data
anal yst .

Q And are you the sane Sarah Fontai ne
who contributed to Staff's report in this matter
whi ch has been pre-marked Exhibit 200?

A. Yes.

Q And at this tinme, do you have any
corrections or additions to nake to that report?

A | do. On Page 1 of ny report | had
mentioned that Staff had di scovered no viol ations of
statutes, rules, regulations, or Comm ssion approved
tariffs. And as M. Pringle nentioned in his opening

statenent we did receive a data request late
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yesterday evening from Aneren in which they did
detail that there was actually a violation based on
notifications prior to the di sconnection on

March 4th. So needing to anend nmy report to refl ect
that on Page 1 as well as on Page 4 and Page 6.

Q Thank you, Ms. Fontaine. And also
when it conmes to that DR, do you have a copy of what
is DRL3 in front of you?

A. | do.

Q And have you had chance to review
t hat response?

A. Yes.

Q And based on that response, was Staff
aware of the situation that Ms. Krcrmar al so descri bed
further during her tinme on the stand that happened in
20227

A It does | ook |ike our consuner
servi ces departnent was nmade aware back in March of
'22 of that occurrence.

Q And t hen based on the information in
that data request, does Staff believe that concern
was resol ved?

A From ny under st andi ng, yes.

Q But regardless, at the tinme of the

di sconnection in March 2022 Staff has determ ned,
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based on that DR, that a violation occurred?

A That's correct.

Q Thank you, Ms. Fontaine. And with
those additions and corrections, is everything el se
I n your report true and accurate to the best of your
bel i ef and know edge?

A. Yes.

Q Thank you, Ms. Fontai ne.

MR. PRINGLE: Judge, at this tine, Staff
nmoves to enter on the record Staff Exhibit 200C and
200P. Also, when it conmes to the corrections, if you
would like for us to file an anended report or an
errata sheet we would do however you would |ike for
us to proceed.

JUDGE FEWELL: If you can just file the
latter.

MR PRINGLE: Al right. WII do.

JUDGE FEWELL: Thank you. Are there any
objections to admtting Exhibit 200, Staff's report?

MS. CANADA:  No.

JUDGE FEWELL: It is admtted.

MR, PRINGLE: Thank you, Judge. At this
time, Staff now tenders Ms. Fontaine for
Cross-exam nati on.

JUDGE FEWELL: Cross by Aneren.
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M5. CANADA: |s anyone there? | think I

m ght have | ost you all.

JUDGE FEWELL: Ms. Hernandez, can you hear

us?

THE REPORTER |'m not hearing Ms.
Her nandez.

M5. CANADA: Nor am | .

MR PRI NGLE: M'am - -

M5. KRCMAR  Sorry. W are having a
little technical. | nuted the wong one, sorry. [|'m

going to nmute ne.

M5. HERNANDEZ: Ckay. kay.

M5. CANADA: That's bad feedback.

M5. HERNANDEZ: Apol ogize for that. W
were trying to swtch fromw tness caneras to m ne.
So good afternoon again.

THE W TNESS: Good afternoon.

EXAM NATI ON CONDUCTED

BY: MS. HERNANDEZ

Q | do have a coupl e questions for you
Let nme just pull up the DR Al right. Wuld you
agree with ne on February 18th, '22 a disconnection
notice was nmailed to the Conplainants advising them
that 241.26 was needed to be paid by March 2nd, '22

to avoid interruption of service?
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A G ve ne just one second. |'Ill pull
up the disconnection notices. |'msorry, can you
tell nme the dates again?
M5. CANADA: | object. The (inaudible) --

JUDCGE FEWELL: What was that objection?

M5. CANADA: The violation has al ready
been fil ed.

JUDGE FEWELL: |'mgoing to overrule your
objection. |If you can answer the question, M.
Font ai ne, whenever you're ready.

THE WTNESS: Yeah. | was just | ooking
for sonme clarification, or a repeat of the dates
again, if you don't m nd.

BY: MS. HERNANDEZ

Q Sure. M question was woul d you
agree wwth ne that on February 18th of 2022 a
di sconnection notice was nmailed to the Conpl ai nants
advi sing themthat $241.26 was needed to be paid by
March 2nd, 2022 to avoid interruption of service?

A. Yes, | do have that in front of ne.

Q And you agree with that statenent?

A It does appear that -- | do have that
di sconnection notice in front of ne and it does
reflect those sane dates and anounts.

Q Ckay. And then you woul d agree that
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on March 2nd, 2022 Ameren nade an out bound col |l ecti on

call to the Conpl ai nants and our records note that
there was a status of an answering nmachi ne nessage
left?

A Yes. That's the information |'ve
been provi ded.

Q Do you have any reason to doubt that
I nformati on?

A. No. On the account notes that |
originally received in ny first initial set of DRs it
showed -- actually did show two out bound calls on
March 2nd. However, in the DR that | received
yesterday evening in the response from Aneren it
shows -- explained the situation and said that there
was only one outbound call on March 2nd.

Q Ckay. |Is there a possibility you
coul d have m sunderstood the account -- the account
record in ternms of whether the two calls were nade?

A It's a possibility. | don't know.
You know, each utility has different terns and such
that they use. But based on what | -- you know, what
| was provided it did appear when | initially, you

know, had those data requests submtted to nme and in

that that it was -- it did appear that two calls were
made.
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Q And you woul d agree with ne that on

March 3rd, 2022 Aneren nmade a 24 hour di sconnection
call to the Conpl ai nants?

A Yes.

Q That was recorded -- okay. |
apol ogi ze. And that was recorded in Anmeren's records
as a live answer by the Conpl ai nant ?

A "Il get there real quick. Yes.

Q Ckay. And would you agree with ne
t hat when Aneren realized the March 2022 system i ssue
that Anmeren was proactive and notified the Comm ssion
of the issue versus on -- not the Conmi ssion --
notified Staff of the issue versus Staff realizing
sonet hing occurred and then tal king to Aneren
M ssouri about it?

A From nmy under st andi ng, the
conversations were had between our consuner services
departnment and Aneren. So | can't say exactly what
communi cati ons occurred and when however it does
appear that communi cations were had between those two
parties.

Q Wul d you agree with ne that Aneren
was transparent to the Staff about what had occurred?

A. It appears that way based on the

information that | have.
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Q And then | guess just for

clarification, | want to make sure | understand your
response. You would agree with ne that Aneren
reached out to Staff to notify themof the issue, of
the March 20 -- 2022 issue?

A. Based on the information that
Ameren's provided to ne they did reach out to Staff.
However | was not the Staff person that they reached
out tosol can't -- | can't say 100 percent that
that was how it occurred.

Q But you have no reason to doubt that
I nformati on?

A No, | don't have any reason to doubt
t hat .

Q kay. Just one nonent. [|'Ill check
and see if | have any other questions. No further
questions, thank you.

JUDGE FEWELL: Thank you. Cross by the
Conpl ai nant s.

M5. CANADA: kay. Thank you.

EXAM NATI ON CONDUCTED

BY: Ms. CANADA

Q Sarah, if you could -- or M.
Fontaine, if you wouldn't m nd, would you pl ease

state what your position is one nore tine? | just
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want to nake sure that we're all aware of your

pr of essi onal i sm

A Sure. |I'ma senior research and data
anal yst.

Q Thank you. Thank you. So would you
agree wwth ne that you are quite capabl e of
under st andi ng any of the docunentation that you are
set to investigate?

A | woul d agr ee.

Q Ckay. Al right. Wth that being
said, could you | ook over those records one nore tine
in reference to the March '22 shut off and see if
there was a paynent, even if it was 10 cents made
before the shut off and again a paynent nade the day
of the shut off and after?

A (kay. Let's see here. So | ooks
l'i ke, fromwhat | have in front of ne, there was a
paynent made on March 7th, 2022 for 194.77, there was
al so a paynent agreenment that was reinstated for $13
per nonth for ten nonths.

Q kay. And that was -- that was done
the day of the disconnect, correct?

A March 4th, yes. That was the date
that the paynent agreenent was reinstated. It | ooks

i ke the paynent actually went through on March 7th.

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
www.lexitaslegal.com California Firm Registration #179



© 00 N oo o b~ w N Pk

N N NN NN R R R R R R R R R
g A W N P O © W N O O M W N B O

Evidentiary Hearing Vol IlI May 21, 2024

Page 227
Q Ckay. Thank you. | wanted to nake

sure that that was clarified, the day that we
actually did do that. And then after that paynent,
the followi ng paynent for | believe the nonth of
April, was that paid as well?

A. It looks |like there was a paynent of
$93.94 that went through on April 20th of 2022.

Q Ckay. And was there a renmaining
bal ance rolling over fromthat besides the $13
paynment agreenent anount?

A Fromwhat |'m Il ooking at it |ooks
like there was a zero bal ance after that paynent on
April 20th of 93.94.

Q Ckay.

M5. CANADA: That's all the questions |
have, your Honor.

JUDGE FEWELL: Ckay.

M5. CANADA: Thank you.

JUDGE FEWELL: Are there any questions
fromthe Conmm ssion?

COMM SSI ONER KOLKMEYER:  Not at this tine,
Judge. This is Conmm ssioner Kol kneyer.

JUDGE FEWELL: Conm ssi oner Kol kneyer
joined us as well. | have no questions either. |If

Staff would like to re-direct?
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MR. PRINGE: No, no re-direct, Judge.

Just ask that Ms. Fontai ne be excused.

JUDGE FEWELL: You may be excused, Ms.
Font ai ne.

M5. CANADA:  Your Honor, | did have one
re-direct question, if that was okay?

JUDGE FEWELL: It would be considered
cross. But sure.

M5. CANADA: Ckay. | apologize.

EXAM NATI ON CONDUCTED

BY: Ms. CANADA

Q Ms. Fontai ne, one |ast question for
you. \What you're seeing, were we included when those
calls that cane in on March 8th when it canme down to
the error that was nmade, did we receive any outreach
fromAnmeren in reference to that or were we not
i ncluded in that due to the paynent bei ng made?

A. | don't see any tel ephone calls based
on nmy records. And ny understandi ng was that you
woul dn't have been contacted since you had been
reconnected at that point in tine.

M5. CANADA: Ckay. Thank you. That's it.

JUDGE FEWELL: Ckay. M. Fontaine, you

may be excused. | -- | think I'"'mgoing to briefly
recall Ms. Canada because we did get a lot of -- nore
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than 50 exhibits that you could offer. I'mlikely

not going to have those, especially the MP3s. |

don't think we're going to play those now. | think
they're still going to be considered late filed to

gi ve counsel the opportunity to object since we did
recei ve those during the pendency of the hearing and
not prior toit. |If you could describe themfor us
so that we can kind of have an idea of what they are?

M5. CANADA: Ckay.

JUDGE FEWELL: | know there's a | ot of
MP3s, sone PDFs, sonme of them are | abel ed which are
hel pful, so that we know -- if -- | assune that
you' re wanting to offer each of these, which maybe is
the first question. | saw sone zip files and stuff
too so | know there's a lot of things there too. And
that's fine, it would still probably be consi dered
one exhibit as a zip file, it's just easier to do it
that way. Can you explain what the rel evance is of
sone of these MP3s? |'mnot sure how many there are.
| see 30 | abel ed that way.

M5. CANADA: Yeah.

JUDGE FEWELL: And then sone PDFs in there
as well. So |I'mnot sure the exact nunber of MP3s.

M5. CANADA: Right. | can summarize nost

of it if you want to just review it because of the
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tardiness of the information. And |I'mglad that sone

of it at l|east cane through because | was freaking
out alittle bit about that. But to summarize the
evi dence that you're seeing in front of you. These
are bills from-- or excuse ne, either email

comruni cations fromUnited Health Care of the day of
the conpletion of pay, the initiation of paynent.

There are sone that are actually the web link from

United Health Care where it shows what bill is being
paid as far as -- let's say there's one that says $75
for Ameren. | believe that was for August. |'m not
sure if that's in -- 'cause | don't have themin

front of ne. Wth Dranel gone | can't pull them up,
| can't see to doit. But I'mtrying to sunmari ze
what you have there.

Several of the submtted information is
sinply comruni cations from Aneren that they sent us
via email, via text nessage saying that they did
recei ve these paynents, showi ng the credited anount
that was left over fromthese paynents, so on and so
forth. And then the recordings that you are
di scussing are |'mpretty sure sone of the sane
recordings that Ms. Aubrey spoke on when she said the
40 recordings. So I'msorry, with ny limted vision,

| can't even try to pretend that | can pull up this
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information to view it with you. But that is what it

boi |l s down to.

| wanted to nake sure that you had
conpl ete docunentation. There were, | believe, three
activity statenents that we were sent during the
course of this whole process and if you notice sone
of themreflect differently between the three. |It's
just a lot of information that either kind of proves
t hat what we were stating throughout this hearing is
true to the best of our know edge or is communication
from Anmeren thenselves to us confirmng that the
statenents that we have nmade have been true during
this hearing. So | just put together everything that
| could find in reference to this -- this hearing and
that is how nmany it cane out to be.

So | hope that kind of gives you a better
I dea of what you're |l ooking at there. |If there's

anything in particular that you mght want to ask ne

about, | can try ny best to answer the question based
just off of nmenory as well. But |I can't pull it up,
| " m sorry.

JUDGE FEWELL: No. That's okay. | think

generally that's fine. And just to clarify, the
conmuni cation was either -- you or M. Cark were

i nvol ved i n these conmmuni cati ons?
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MS5. CANADA: Yes, yes.
JUDGE FEWELL: Recipient or, you know, a
party if it was a phone call?
MS. CANADA: Yes.
JUDCGE FEWELL: Ckay. And then there are

al so sone docunents that were sent separately before

the larger portion that was still probably around 30
docunents that we'll get into that.

Actually, | want to rel ease the
Comm ssioners. | don't think you guys need to stay

on for this portion. W'IlIl just be kind of
clarifying exhibit nunbers and things and what's
being offered and entered. So | apol ogi ze for not
letting you go at this stage. But so --
COMM SSI ONER KOLKMEYER:  You excused the
comm ssioners, did | understand that, Judge?
JUDGE FEWELL: Yes, M. Kol kneyer.
COW SSI ONER KOLKMEYER:  Thank you, Judge.
M5. CANADA: And | thank you for your
tinme, sir.
COW SSI ONER KOLKMEYER:  Yes, absol utely.
JUDGE FEWELL: And so | think generally
with these | would probably stick wth the nunbers
t hat we have --

M5. CANADA: Ckay.
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JUDGE FEWELL: -- for the larger email to

be got. There's like 34 that are already | abel ed as
those nunbers. | think that's fine to | eave those.

| think there's 49 total exhibits in that email and
that is including sone zip files.

M5. CANADA: Ckay.

JUDGE FEWELL: VWich | think we can count
collectively as an exhibit.

M5. CANADA: Ckay.

JUDGE FEWELL: Then there were several
others in that other email that Travis -- sorry, that
M. Pringle sent to us. And if we want to | abel
those. W can probably keep themas they are, just
those four, making it 53. |Is there any objection to
just calling those 53 exhibits --

M5. CANADA: That's fine with ne.

JUDGE FEWELL: For | abeling purposes.

M5. CANADA:  Yes.

JUDGE FEWELL: M. Pringle or M.

Her nandez, do you guys -- are you guys okay wth
t hat ?

MR, PRINGLE: No objection from Staff,
Judge. Thank you.

JUDGE FEWELL: Ckay.

M5. HERNANDEZ: Judge, |I'msorry. | was
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| ooking at the exhibits. I'mtrying to understand,

how are we nunbering then?

JUDGE FEWELL: So | figured we woul d | eave
-- there's one that was sent at 2:40 -- 2:39 that has
34 that are actually | abeled as that nunber. |
figured we'd just count those as 49, 1 through 49.
And then there's another four that were sent at 2:04
fromM. Pringle and I figure we'd just say 50, 51,
52, 53.

M5. HERNANDEZ: Ckay. | understand now.

JUDGE FEWELL: Does that make sense?

MS. HERNANDEZ:  Yes.

M5. CANADA: And Judge, we just wanted to
make sure that you knew that the ones that you're
speaking of right now, the 1 through 43 you were just
mentioning, those are the ones that are com ng from
the flash drive, they're included in that as well.

JUDGE FEWELL: Ckay. | appreciate that.
And I'll consider those late filed so that M.

Her nandez and M. Pringle have tine to review them

and file objections if they'd like. | don't -- |
don't expect any nore exhibits. |If there are any,
let me know. | don't really want to keep that open,

|'d rather just have objections avail able by Friday

is what | would prefer to hopefully get this all
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squared away this week. |s that okay with the

parties?

M5. HERNANDEZ: You're referring to this
Friday, Judge?

JUDGE FEWELL: Yes.

M5. HERNANDEZ: Ckay.

M5. CANADA: Could you repeat that one
more tinme, Judge? | want to nmake sure | understand
what you' re sayi ng.

JUDGE FEWELL: So rather than having --

are there any nore exhibits that anyone intends to

file?

M5. CANADA: The only ones that | have
that need to be filed includes the bill that | nade
mention of -- or not the bill but the website view

from Aneren when | nentioned the June 22nd t hrough
July 26th, | have that in this information that |'m
having a hard tinme getting over to you.

JUDGE FEWELL: So that has not been -- |
don't nmean to cut you off. That has not been sent
yet ?

M5. CANADA: No. No, sir, it hasn't. And
that's what |'"'mreally trying to get so that Aubrey
can see exactly what |I'mtal king about as well. But

that is one of the nost inportant ones that's

888-893-3767 Lexitas operates in all 50 states and is licensed where required Nevada Registration #116F. LEXITAS
www.lexitaslegal.com California Firm Registration #179



© 00 N oo o b~ w N Pk

N N NN NN R R R R R R R R R
g A W N P O © W N O O M W N B O

Evidentiary Hearing Vol IlI May 21, 2024

) ) ) Page 236
included in the one I"'mtrying to get to you. And |

want to say that we counted those out to be 32 just
ei ther screenshots or picture filings of sone kind.

JUDGE FEWELL: Ckay. So why don't | --
how about | |eave it open until Friday and then give
the parties -- so the 24th is when I would have the
remai ni ng exhibits due and then I'd |ike to have
obj ections in by the 30th.

M5. CANADA: Ckay. And then when would we
be reconveni ng?

JUDGE FEWELL: It would depend on if Staff
or Aneren requires that to cross-exam ne or
otherwise. | don't know that there was anyt hing
needing to be cross-examned. It seened like it was
all just exhibits and recordings. So | don't know
that we would need to but |I didn't | ook super deeply

into that. So we'll just play that by ear | think

for now.
M5. CANADA: Sounds good. Sounds good.
JUDGE FEWELL: And then the Conm ssion
will ultimtely nake a ruling. Ms. Bleskey, when are

the transcripts due for today?
THE REPORTER: | don't believe they had a
date they requested them Usually turnaround is

eight to ten business days. So that would put -- and
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yeah, we're off on Monday. That would put us at |ike

the 31st or the 3rd.

JUDGE FEWELL: Okay. So we coul d expect
t hem probably by the 3rd?

THE REPORTER At the | atest, yes.

JUDCGE FEWELL: | appreciate that. And I
think briefs are optional. So if the parties would
like to file one then we have the deadline of the
10th to file those, June 10th. M. Canada, all that
that would be is you kind of going back through your
petition and -- or your conplaint and things in
witten form Mst pro se parties don't do them --

M5. CANADA: Ckay.

JUDGE FEWELL: -- to nmy know edge. But it
Is an option for you. It just -- usually a deadline

is kind of when parties do tend to file them So |

-- | don't -- I"'mnot going to guide you one way or
the other. You can do it if you' d like. | don't
know that you'll have necessarily nmuch gui dance in

our case 'cause | would expect themto be filed
closer to that deadline if you do intend to file.
M5. CANADA: That was June 10th, you sai d?
JUDGE FEWELL: June 10th, yes. And |
think that was in our --

M5. CANADA: Yeah, the original.
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JUDGE FEWELL: -- schedul e. rage s

Ms. CANADA: Yes, sir.

JUDGE FEWELL: Okay. Are there any other
matters that need to be addressed before we adjourn?

M5. HERNANDEZ: Judge, --

MR, PRINGLE: Just quickly, Judge. Sorry,

Jenni fer, you can go.

M5. HERNANDEZ: Ch, thank you. | didn't
nmean to cut you off. | just wanted to doubl e check,
Judge, while we're still on the record to nmake sure

all the exhibits | wanted to be admtted were
admtted. So that would be 100C, 101C, 102C, 103C,
105C, and 106 Public?

JUDGE FEWELL: Yes. Each of those were
adm tted.

M5. HERNANDEZ: Ckay. Thank you.

M5. CANADA: And that was -- one nore
time, that was 100 through 100 and what, what was the
| ast nunber ?

JUDGE FEWELL: So it was 10 -- | can go
through it. 100C.

M5. HERNANDEZ: Ckay.

JUDGE FEWELL: 101C

M5. CANADA: Right.

JUDGE FEWELL: 102C, 103C, 105C, and 106
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Publ i c.

MS. CANADA: 105C.

JUDGE FEWELL: Any that's not got
confidential information. So 104 was not, --

M5. CANADA: Right.

JUDGE FEWELL: -- it was not offered or

adm tted.

M5. CANADA: Ckay.

JUDGE FEWELL: And was that your question
too, M. Pringle, to confirnf

MR. PRINGLE: My big thing was about the
exhibits that have been sent in by the Conpl ai nants.
| guess wll the data center be handling --

JUDGE FEWELL: 1'Il get themto them

MR. PRINGLE: Okay. And then if -- | know
Ms. Canada brought the idea of 32 other ones. |If
they cone to ne should | just send themon to the
data center and include yourself and Ms. Hernandez on
the email ?

JUDCGE FEWELL: Yes, | would appreciate
t hat .

MR, PRINGLE: All right.

M5. CANADA: | woul d appreciate that too
‘cause it seens |like sending it to Travis is the only

way that it's been going through. So if that's okay
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Wi th you guys that's wonderful. Wnderful news.

JUDGE FEWELL: | do want to clarify too.
It could be that the size is so big. As | nentioned,
there were sone zip files and with audi o recordi ngs
and video recordi ngs and things of that nature
they're oftentines larger, the data in them Even --
sonething that | learned in practice is whenever we
had to do reactions and things at |east nore commonly
that also if there's anything you add to a PDF t hat
can also nmake -- it adds data. So that could be part
of the issue is the data size.

M5. CANADA: Yeah. That nakes a
di ff erence.

JUDGE FEWELL: And | think soneone
mentioned too that it could be fromthe nunber of
reci pients even. But | knowthat | -- | think
Qutl ook has a [imt on how nmuch it can receive. So
t hat nay have been part of the issue.

M5. CANADA: Ckay. 1'll make sure to
mention that. |1'mglad you said that. Thank you.
Thank you. Just try to break it up alittle bit
better, is that what you guys are saying? Just try
to separate thema little bit and see if that works?

JUDGE FEWELL: Yeah. Yes.

M5. CANADA: Ckay.
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MR PRINGE: [|'Il echo that, Judge. The

| ast email that | forwarded to the parties that one
did take about five mnutes to get out of ny inbox.

M5. CANADA: Oh, wow.

JUDGE FEWELL: Yeah. But we appreciate it
regardl ess. W appreciate that you were able to send
it over to us and | think today went really well. |
want to thank everyone for their patience, and, you
know, working with each other and bei ng respectful
and things. It was a good tine.

So ultimately, as | nentioned -- or as M.
Bl eskey nentioned, the transcript should be hopefully
avai |l abl e early June and then we wi |l have our order
shortly thereafter. And with that | think we can
adjourn. W can go off the record.

M5. CANADA: Al right. Thank you all for
your time. | appreciate it.

(Hearing was adjourned at 3:25 p.m)
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CERTI FI CATE OF REPORTER
STATE OF M SSOURI

)
) Ss.
CI TY OF KANSAS CI TY )

I, JILL A BLESKEY, a Registered
Pr of essi onal Reporter, Certified Shorthand Reporter
(IL), and Certified Court Reporter (M), do hereby
certify that the witness whose testinony appears in
t he foregoi ng deposition was duly sworn by ne; that
the testinony of said witness was taken by ne to the
best of ny ability and thereafter reduced to
typewiting under ny direction; that | am neither
counsel for, related to, nor enployed by any of the
parties to the action in which this deposition was
taken, and further that | amnot a relative or
enpl oyee of any attorney or counsel enployed by the
parties thereto, nor financially or otherw se

interested in the outcone of this action.

Qﬁl &%fm;_ (SR Rpe

JiF{ A. Bl eskey, RPR CSR, CCR
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