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UNI DENTI FI ED MALE: Ladi es and gentl enen,
as you can tell, we're very crowmded. [|f you would,
kind of |like a sold-out arena, if you would -- if you
can nove in towards the mddle, so we can nake sone
seats on the outside. They're bringing in sonme nore
chairs, but we've only got about 20 nore chairs to
bring in. So if you don't mind noving in toward the
m ddle, if you can, have got sonething to say, that
woul d hel p. Thank you very nuch. Fol ks, we have a
coupl e of seats --

KIMBOLIN. Can everybody hear ne? Let's
see which one's better. ay. Hello, everybody. W
can get started here. W've got quite a people here
toni ght, and we want to hear from people, so. Good
evening. My nane is -- I'moff. GOay. M nane is
KimBolin. [|'mthe division director for the
financi al and busi ness division of the Mssouri Public
Service Conmm ssion. W are here tonight to host a
town hall neeting regarding Liberty Utilities.

As you may know, the M ssouri Public
Servi ce Conm ssion has opened an investigatory docket
case nunber -- is that better? Case nunber
0020250233. Staff has been directed to investigate
the billing inconsistencies that Liberty custoners

have experienced over the past year.
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Joi ni ng us tonight, we have additi onal
menbers of the Conm ssion. W have Curt CGatel ey
(phonetic) who is the manager of the water, sewer, and
gas departnent. | have other nenbers in the back,
back here. W'Il| introduce themshortly. W have
representatives fromthe Mssouri Ofice of the Public
Counsel, Geoff Marke, and we -- which is a state agency
that represents the interest of utility custoners, and
we al so have representatives fromutilities. |If you
have specific concerns you'd like to raise privately,
soneone fromstaff, OPC or Liberty will be avail able
after the neeting to speak with you one on one.

If you previously attended a PSC | ocal
public hearing, this town hall wll be alittle
different. We will not be taking testinony tonight.
Toni ght is about you. Your voice. Your experience.
And your concerns. Staff and OPC are here to listen.
We are aware of many billing problens, but we al so
know that we don't know everything. That's why it's
essential. W hear directly fromyou. Your input
w ll help us ensure that our investigation (inaudible)
custoner (i naudible).

As you can see, we have a strong turnout.
To make sure everybody has an opportunity to speak, we

ask that you pl ease keep your remarks brief and
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focused, about five mnutes or so. W are recording
tonight's neeting and a transcript wll be prepared
with all of the coments fromthe neeting tonight. So
we ask that you respectfully do not tal k over one
another. Overl appi ng speech can nmake it hard for the
transcriber to make the transcript clear. Staff is
currently required to file quarterly updates to the
Comm ssion on the progress of this investigation. W
are holding four town hall neetings across Liberty's
service territory, and the feedback we gather at these
events will help staff's future reports and any
recommendations we ultinmately nmake to the Conm ssion.

At this tinme there's no set date for the
final report to be filed. However, in addition to
this investigation, Liberty has a pending electric --
that sone of the issues raised here tonight could al so
be addressed in that proceeding. Depending on what we
uncover, staff or the Ofice of the Public Counsel,
OPC, may choose to file a formal conpl aint agai nst
Li berty.

We have a sign-up sheet in the back room
We'll call the speakers in the order they appear on
the list. |If you did not sign up, don't worry, but if
you'd like to speak, we wll invite additional

comments after we finish our list. |If you prefer not
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to speak tonight or if we run out of tinme, you can
still share your concerns with us. W have coment
forns avail able outside the room You may al so submt
comments online by visiting the PSC s website at

WWW. psc. no. gov. Please be sure to reference this case
nunber, case nunber 0020250233 when submitting your
comrent s.

There's al so a handout on the table. They
will give you step-by-step instructions on how to do
this. Before we begin hearing fromyou, we will now
invite brief remarks fromthe O fice of the Public
Counsel and from Liberty. Thank you for attending.

GEOFF MARKE: (Good evening. M nane is Geoff
Marke. |I'mthe chief econom st wth the M ssour
O fice of Public Counsel, so just (inaudible) for
rat epayers at the end of the day. W represent the --
and the Conm ssion goes -- when the Conm ssion
ultimately hears the rate increase, whether they | ook
In the investigation, understand that our office is
going to be filing comments. W're going to be
arguing. W'll be effectively making the case for
you. That is why it's so inportant that your voice is
heard tonight. And that -- | realize there's a |ot of
peopl e here. W probably won't get everybody to go

ahead and speak. For whatever reason you do not get
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to speak, and you have a uni que issue, please get a
hol d of one of these sheets, the office of public
counsel's table. That's the -- right over here. M
busi ness card is up front. [|f you get up to speak,

pl ease take one. M/ contact information is on there.

| can tell you that we're taping this. W want your
information. W want to put it into the record.

Absent that, it becones a much harder argunment. Thank
you.

UNI DENTI FI ED MALE: A few |l ogi stical things
before we get to Liberty. Nunber one, | have this
wreless mc, so if anybody has nobility issues and
woul d like to speak, | can cone to you instead of
fol ks having to cone up there to the podium Be about
three hours. W are not planning on taking a break.
Some of us will individually step out if we need to
take a break, but we're going to keep going, trying to
get fol ks out of here as fast as we can so everybody's
able to speak who would Iike to speak.

Qobvi ously, the main issue for custoners
that nost of you have experienced is about billing.

We al so want to hear about other issues. Let's see.
Adam or Russ, are you guys in here or are you still
outside? Onh, there's Russ and Adam So if you have

ot her operational issues, for exanple, and you don't
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get a chance to cone up and speak, one of those two
guys would | ove to hear fromyou, get your contact

I nformation, and we can work with you, and the conpany
to resol ve your issues.

Finally, it was nentioned that -- the
electric rate case. There will be separate | ocal
public hearings still about that electric rate case
where sworn testinmony will be taken from custoners.
So this doesn't take the place of that. You still
have that opportunity, but obviously, sonme of you are
goi ng to have sone electric issues that you want to
di scuss.

UNI DENTI FI ED MALE 1: In July.

UNI DENTI FI ED MALE: In July. And while
this is taped, it is not broadcast. Sone of you may
be famliar with how we -- we will broadcast or record
and -- and post sone of the testinony from/l ocal
public hearings and that is not happening in this
setting. And that's all | have.

KIMBOLIN. W al so have Tammy Huber
G ascow -- right there. GCkay. (Inaudible)
departnent, so if you have billing issues, please |et
t hem know. Thank you.

TIMWLSON. Good evening. Thank you to

the staff of the M ssouri Public Service Comm SSion
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and the O fice of Public Counsel for inviting us to
participate in this tow hall today. Thank you to all
those in attendance for taking the tine to be here.
We val ue custoner feedback. W |ook forward to
| i stening and | earning and answering questions from
our customers.

My nane is Tim |'mthe president of the
Enpire District Electric Conpany, doing business as
Li berty Uilities. 1've been with the conpany serving
our custoners for 28 years. |'ve held nearly every
job fromjanitor to president and dedi cated ny career
to maki ng sure our conmunities have reliable
electricity. | know you expect and depend on this
essential service. |'malso here representing the
hundreds of Liberty team nenbers and enpl oyees who
live in the communities that we serve, including |ine
wor kers, operators, engineers, custoner service reps,
and many others who work literally around the clock to
keep the lights on in your hones, schools, hospitals,
seni or centers, businesses. W're proud to work here,
and we want you to be proud to have Liberty as your
service provider.

So how did we get here? As you likely
know, we inplenented a new software system which

I ncl uded changes to our billing system The new
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system was i npl enented across our entire conpany, not
just here locally. Approxinmately 10 percent of our
custoners in Mssouri experienced billing issues
followi ng that inplenentation. W want to acknow edge
that these issues nore heavily inpacted comunities
where we serve both electric and water. Conmunities
| i ke Aurora, Branson, Bolivar.

| want to start by apologizing to those who
have experienced issues. W knowit's frustrating and
certainly inconvenient. And it's taken us |onger than
we planned to honestly conplete the transition. W
have had and continue to have a team of people across
our conpany working to resolve issues and to i nprove
our billing -- we are working steadfast (inaudible)
progress. In fact, nost of our 350,000 custoners that
we serve over a six-state region are being billed as
they should be. W still have work to do, so that all
of our custoners have good billing and custoner
service experience. W're fully commtted to
continuing to make inprovenents to better serve all of
our customers.

Toni ght here with ne, | have Charlotte
Enmery, our director for regulatory and strategy.
Diana Carter is our director of legal. They're here

to answer your general questions. For specific
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guestions on your bill, we have Candice Kelly, our
custoner care director, and you've probably noticed
out there at the tables we have several of our
t op-notch custoner service -- if you have any
questions. Qpportunity -- if you are currently
experiencing billing issues, we have people here to
help you. O if you prefer not to do it in person,
you can always call us or cone into one of our walk-in
centers. W also have Eric Larson with us. He's our
seni or manager of capital adm nistration and pl anni ng
for the water utility. (Inaudible) didn't receive
bills for sone tine. O given at |least twice the
| ength of delay to pay their bill in full. So for
exanple, if you didn't get a bill for two nonths, you
woul d have at least four nonths to pay. W want to
work with our custoners to nmake this right. Thank you
again for having (inaudible) we're here to listen,
| earn and hel p.

GEOFF MARKE: First person | see on this |ist
I's Lisa Renfrow (phonetic).

LI SA RENFROW | have to say | |ost
confi dence because when you don't get sonething on a
regul ar basis, it's very confusing, and when you do
get it and you have questions like, | got billed for

storm damage, and | didn't have any at ny hone. And |
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| ooked on there, and | got billed each nonth for the
meter -- new neter they put in, and | thought that was
at their expense. No?

Well, | did want to nention that the
Bapti st church is serving neals three days a week here
and Convoy of Hope canme down al so. They cone into
di saster areas and --

TIMWLSON: Linda, | can -- | can take a
stab at this. First off, | don't blanme you if you' ve
| ost confidence. |If you didn't get billed for two or
three nonths, | don't blane you. |[|'m being honest
with you; okay? W have to earn your confidence back,
and that's why we're here. Believe ne, it's not fun.
We're not asking for synpathy, by the way. W deserve
everything we get, and we'll owm it. So | will work
nmy best as well as this teamw !l work tirelessly for
the respect and the faith and confidence that you
| ost .

Wth respect to storns, what is on your
bill -- and sonmeone can correct nme if I'"'mwong -- is
fromStormUi. It wasn't froma recent storm |t
wasn't for anything that you guys experienced
unfortunately (inaudible) weeks ago, | canme down
personally to wtness the damage and watch our crews

work tirelessly to get fol ks back on, on the electric
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side. But, so | just want you to know we're going to
do everything we can to answer your questions here
toni ght, but that was Storm Uri.

In ternms of a neter charge, you have a
custonmer charge that is on every custoner's bill. You
do not get charged for new neters. So a lot of tines
for rates, just basic explanation, you have a custoner
charge which is a nonthly m ninum charge, and then
you' re charged for usage. So gas or water, electric,
that's usually a separate charge for the anount you're
actually using. Wnter Storm Ui, it happened quite a
while ago. Utility conpanies are still trying to
recover those costs because | -- this is ny personal
opi nion. Natural gas market seens |like piracy. Any
time there's a shortage, folks, speculators junp in.
Price goes crazy. All the utility conpanies that use
natural gas for generating electricity had huge bills,
and rather than trying to collect that from everybody
all at once, which none of us can afford, that's going
to be spread out for quite a few years. So when we
tal k about Uri or when any of the utilities tal k about
Ui, they're tal ki ng about recovering those natural
gas charges from-- fromquite a while ago, and it
wi |l be how many years? Fifteen years. That's

spreadi ng out that cost for 15 years. It was enornous
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anounts of noney that these utilities had to pay in
order to keep natural gas flowng to keep their --
their power plants running. It was a wnter stormin
2022 -- 2021.

GECFF MARKE: You might renenber this. The
stormreally hit Texas really bad. There was carbon
nonoxi de poi soning, but it w ped out a good chunk of
the SPP and (i naudible) or whol esale markets. The Uri
(it naudi ble) and that's -- that was due to
securitization which was a | aw passed by our general
assenbly a few years back to help pay down those
costs. It's effectively a credit card to pay down
t hose fuel costs.

UNI DENTI FI ED MALE 2: (I naudi bl e).

GECFF MARKE: You're right. And | point out
Texas because that was really, |ike, where the big
heavy damage took place in Texas, but it also -- |
mean, the stormitself --

UNI DENTI FI ED MALE: Natural gas cones from
Texas. A lot of the market, like, it wasn't flow ng.
Uility wasn't noving. So that scarcity, the folks
who did have natural gas were charging very, very high
anounts of noney for it, so.

TIMWLSON. So to clarify this and to put

sone levity to it, appreciate the comments. Storm Ur
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affected us, too. In 2021, the reason Dr. Marke brings
up natural gas and natural gas prices and price
gougi ng i s because we serve our custoners with -- with
sone units that are natural gas. $105 mllion on
natural gas prices during that storm okay? To put
that in perspective, that is -- depending on the price
of gas throughout the course of a year, that's about
i n one week what we would spend in a entire year. But
we have a responsibility to serve our custoners. And,
so that's what we did.

And, so just want you to know, we nake zero
dollars off of fuel. That is -- goes through our fuel
adj ustnment clause. W have fought FERC and --
ourselves. W were one of the fewutilities that
fought them because we felt |ike our custoners were
gouged, too. And | do agree. (lnaudible) that's
going to be on your bill for several years, but | can
tell you, doing it that way saved our custonmers $32
mllion by spreading those costs over -- over
traditional recovery nechani sns, so.

GEOFF MARKE: Keep noving and trying to
get -- the electric conpanies that were inpacted by
it, so. It -- it primarily hit the west side of
M ssouri. So Evergy, for exanple, the utility in
Kansas City has that charge. Most of Kansas got hit
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with it, Olahoma got hit wwth it, and like | said
before, Texas. Linda Degarno. D d | say it right?
Thank you, Linda. Louis Dellis (phonetic). O Louis
Dellis. Leroy and Mol ly Meyer naybe.

KIMBOLIN. Mol ly.

GECFF MARKE: Kat herine Huccus (phonetic) or
starts with an H | have Katherine. Gay. Well --
and sone fol ks, you m ght have had a question or nade
a statenment sonebody else is going to nake it, too,
so. | understand. Jean Smth. Like | said before,

I f anybody would like nme to bring this wireless mc to
them | can do that.

JEAN SMTH: Okay. M nane is Jean Smth,
and | wanted to say ny husband and | are in our 80s.
W have -- we're on a fixed incone, and anyway, these
bills are -- has junped a | ot where we were paying
cust omer charges 293. Now it's $26 where we were

payi ng $10.50 -- no. (Ilnaudible) dollars and 52¢ a

gal l on, and that makes our bill nore than doubl e what
it was on just the water bill. And we -- when we get
governnent on our checks, we've got a whole -- |'ve

got a whole $5, and ny husband got a whole 25, |

think, this last year, and that didn't even pay for

the junp in the insurance fromboth of us. And | just
think that -- and we use very little anount of water.
888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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W use less than 2,000 gallons a nonth because I'm
real careful with electricity and the gas and water.
And -- anyway, that water bill junping like that, |
t hi nk people who -- who is on the [ ower end anount
that they use shouldn't be paying such a big junp.
And | think that's it.
UNI DENTI FI ED FEMALE:  Shirl ey Fortner
Collingsworth. Shirley. (lnaudible) need the mc?
JEAN SMTH. Did you want ne back? OCh,
okay.
UNI DENTI FI ED MALE: (I naudi bl e) information
on there, if you have any questi ons.
JEAN SM TH:  Ckay.
UNI DENTI FI ED MALE: Thank you for speaking.
SHI RLEY COLLI NGSWORTH: Can you hear ne?

Can you hear ne now? Speak to -- can you hear ne now?
Ckay. Ckay. I'm-- one thing, | amhere tonight to
find out where | live. | have -- I'mbeing paid --

|"m paying taxes in three different tax entities. |
live in Lawence County. Liberty refuses to change --
recogni ze that | live in Lawence County. | shouldn't
be paying taxes in all these other three places, and
one -- one thing | wanted to say is, this is the --
now we're getting a -- sone of these are, like, eight

or nine pages on these statenents, and they're very
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hard to understand. Got a lot of other stuff here,

but 1'll take that up with sonebody else. But | would
| i ke to know where -- why they won't change ny tax
base.

TIMWLSON:. Shirley, | just want to be
clear, is your current bill, you believe has errors in
the -- in the taxes?

SHI RLEY COLLI NGSWORTH:  Yes.

TIMWLSON. | really -- 1 think you shoul d
go out and talk to our custoner service reps so that
they can help you fix that issue. Because you live in
Lawr ence County, | agree you shoul d not be paying
taxes in three counties.

CANDI CE KELLY: | do realize you said
you' ve tal ked to custoner service. |'mgoing to ask
one of these | adies back here to conme and get your
information, and we will make sure that it gets taken
care of.

UNI DENTI FI ED FEMALE 1: Residenti al
custoners should not be taxed. No matter where they
live. There's a Mssouri statute out there 144. 030,
and it says, donestic, residential, electric, gas,
wat er, whatever, should not be taxed. | went back and
| ooked at all of ny bills before the new system was

put in, and | had no tax back to 2019. After the new

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




© 00 N O O A~ W N PP

N DN D DD DNDDNN PP PR R
aa A~ W N P O © 00 N O 0o A W N +— O

Transcript of Proceedings
June 10, 2025 Page 18

billing systemwas put in, | also had tax on sone of
ny bills.

DI ANA CARTER: |'msorry, nma'am for the
confusion. |If you're being taxed for the wong
county, we want to get that cleared up for you, but as
far as us charging sales tax, that's a requirenent for
us to charge tax -- it's required on us to charge
sal es tax the same as franchise fees that we have to
charge for sone areas if you're in a nunicipality, but
we have to charge sales tax. Unless

UNI DENTI FI ED FEMALE 1: Back to 2019, | was

never charged tax. When the new billing system went
in, | started being charged tax.

DI ANA CARTER: | can't say w thout | ooking
at your specific account, if perhaps you had a tax
exenption certificate on file or if you were in a
different category, we do have certain categories
where there are tax exenptions. Certain nursing hones
has specific tax exenptions. Certainly, certain
governnment entities have tax exenptions, but we do
have to conply with the sales tax, |laws and
regul ations of the state and federal governnents.

UNI DENTI FI ED FEMALE: Is it all (inaudible)
before (inaudible) separately |isted.

UNI DENTI FI ED FEMALE 1: They were
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separately listed on the old bills as well. Yes,
ma' am

UNI DENTI FI ED FEMALE: Al right. WIIliam
(inaudible) is WIliamhere? Gay. Charity Tweed
with the Gty of Mller.

CHARITY TWEED: Hi. I1'mthe city clerk for
the City of Mller. M nane is Charity Tweed. And we
have had massive problens with our Liberty bill for
the city. | actually wote up a little thing because
"' mnot good at renenbering it off the top of ny head.

| started placing nultiple calls in
March 2024 to Liberty Uilities custoner service. |
did that through June. All (inaudible) our bills were
wrong after the new systemwas swi tched over. |
ext ended grace because | know new systens cause
problens. | understand that. But the problemwas all
the custonmer service representatives | talked to
I ncl udi ng managenent said they had no direct line to
billing, no e-nmail, no phone nunbers. They didn't
even know who worked in those departnents. Every
single one of them| tal ked to.

So as an exanple, sone of the charges, the
City of Mller's tax exenpt. W were being charged
taxes. You also were charging us sonething called RD

securities exchange, sonething like that. Don't know
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what it was. | asked nultiple tines, what is that?
Got no answer. So still not getting an answer on
ever yt hi ng.

| started witing letters. So | started
witing letters. | put our tax exenpt in there. |
started adding all the details needed to show t hese
charges are not valid. Qur bills are wong. Two
nont hs went by before | finally got the taxes done and
the RD securitization taken off. Still no answer from
billing at all. Until Decenber. And | got an answer
froma gal naned Bet hany Auburn which is no |onger
with the conpany, and she says, well, |I'myour direct
contact. Let ne help you fix that. Took her a while.
But she finally got sone things fixed. So then she
gets ne in touch wth her boss, Jordan Boli nger
(phonetic) who is now our direct contact, and | was
al so asking about franchi se fees because on sone of
the residents bills, they're being charged city sal es
tax and a franchise fee. They're only supposed to pay
the franchise fee of one and a half percent. So | was
trying to get that resolved. Had a neeting with them
Not hi ng canme fromthat.

So let's see. April and May, we didn't
even get a bill. So first thing | did was reach out

to Jordan. |I'mlike, what's going on? |'mgoing to
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custoner service because every tine | do | get
nothing. So Jordan said, | don't know There's a
billing issue. Let nme send you your bill. | said,
fine, because you all have a bad habit of sending us
our bill the day it's due. O the date after it's
due. And I'mlike, we can't have that. W are a
city. And on a 5,000-dollar bill, that's a huge fee.
W ain't going to pay that. And the taxpayers pay for

this, so. | (inaudible) scrutinize everything in that
office. | watch out for all the pennies.

So April, May, didn't get a bill. Finally
get a bill, thanks to Jordan. She taught nme how to

log in on the thing online, which by the way, your
online systemis garbage. It is very hard to find --
it -- to find anything on there. W have nultiple
accounts because we have street |ights, |[agoon, we
have our city well, we have city hall, we have the
bandst and, we have all these different accounts, and
It takes forever to find the one | need to print the
whole bill, so | can then pay you guys on tinme. The
only reason why | know to pay you guys on tine is
because | know your billing ends on the 4th. So then
| knowto go in, print the bill, and | can pay it and
make sure you guys are paid, and there's no fees.

So after talking wth Jordan, | suddenly
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got three randombills that said we owed noney on
street |ighting which had already been paid. And then
that's reversed. Al of this is in one bill. And
then we owed the noney again in one bill. | got that
three days in arow I'mlike, what is this? So |
called (inaudible) you all use for your billing
(i naudi bl e) so (inaudible) happened. Nothing got sent
forward. It was just -- I'ma very calm very
patient, very kind person, but when |I fight for
answers for the city for over nine nonths,
unacceptable. |'mnot the only one that's upset. The
(i naudi bl e) mayor are upset about it, too.

So nmy main conment, you need to have
billing staff easily available, so we call custoner
service. Yes, let ne get you over to billing to see
I f sonebody can hel p you out. (Inaudible) fixed,
done. Sorry. I'malittle -- so because custoner
service had told ne every tine they would submt a
ticket, well, then | call again. They submt another
ticket. Well, now nmy ticket goes to the bottom of the
pile over and over and over. No answers. So |'m done
W th that.

So our main coments are, please fix your
billing. [It's very unprofessional, unacceptable, and
frustrating, and we deserve better.
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DI ANA CARTER. What was the nanme of the
charge on there, the RD or --

CHARI TY TWEED:. Securiti zation (i naudible)

| don't know what it was. | never got an answer.
UNI DENTI FI ED MALE: | guess, from ny
perspective, do you -- are you still having issues?

I"msorry you went through that, and I woul d be
frustrated, too. Believe it or not, Jordan's actually
here, Bolinger. So if you want to say hi to her,
she's back there waving at you. She's been awesone,
so. Thank you for that conplinent. 1It's nice to get
one, but that -- that's not -- it doesn't conpletely
surprise ne that you had to go through that. W -- we
live it every day, and we're -- we're doi ng our best
to get better, and it sounds |ike we've at | east
gotten you fixed up for a couple of nonths. W'l]|
work on the confidence. Right.

UNI DENTI FI ED FEMALE: Next, on the list we
have Judy Gala -- Gold. [|I'msorry. | can't read.
Gold. Sorry.

JUDY GOLD: well, I'd like to ask first who
owns the conpany? Is it U S. owned?

UNI DENTI FI ED MALE: Qur parent conpany at
| east they are Canadi an. 95 percent of their

operations are in the United States. W did just get

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




© 00 N O O A~ W N PP

N DN D DD DNDDNN PP PR R
aa A~ W N P O © 00 N O 0o A W N +— O

Transcript of Proceedings
June 10, 2025 Page 24

a new CEO that's based out of the United States. Hi s
name i s Rod West, but currently, yes, you are correct.
We are Canadi an owned.

JUDY GOLD: Have you thought that could be
a probl enf?

UNI DENTI FIED MALE: |'msorry, if --

JUDY GOLD: Is that a problenf? Can that be
a problemfor everyone?

UNI DENTI FI ED FEMALE 2: As far as
(i naudi bl e).

UNI DENTI FI ED MALE: When you say, is that a
problem | just want to nmake sure --

JUDY GOLD: Wth the billing and with
everything that's goi ng on.

UNI DENTI FI ED MALE: No. That has not hi ng
to do with being Canadi an owned. It has everything to
do with inplenmenting a systemthat could have gone
better.

JUDY GOLD: Ckay. | have two rentals in
Marionville, and |I've got an 85-year-old | ady, and
i ke, one of the |adies said her social security is
not that nuch. Her bill went |ast year 388, 507 --
no, I"'msorry. Last year was 196, 202, 170, 130.
That's the first of the year. This year it was 388,
507,528. She can't do that. She just can't do that
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and pay rent, and then | have another rental that a
22-year-old boy is renting, stays part-tinme with his
grandparents. They're closer to his work, but he paid
his bill in last June of '24. Fromthat nonth on, the
wat er kept clinbing, kept clinbing, and his last bil
was $1, 764. 82.

Now, | say that to say the lady |'ve got a
hol d of, Deena, was absolutely (inaudible) and she
(i naudi bl e) because (inaudible) nonth it had cli nbed.
Do they not take care of their bills when they see
sonething raising? Used to they would contact you and

say, Is there a problen? You know, because, yeah,

Enpire would -- would contact you and say, your water
bill seens to be going up all the tine.
Vell, | ended up -- as the landlord, | paid

900 -- $961.13. Liberty paid 600. They wavered it
604. 46, and he had to pay a bal ance of 200 sonet hi ng.
So you know, |'m upset about that because that went
fromlast June up until April of this year, and then
it was full pledged, and it did break | oose. W had a
terrible leak, but it was gradually, and there he

IS -- you know, he can't afford that either.

And while I'mtal king, maybe | shoul dn't

say this, but I amnow on Ozark Electric in Billings,
M ssouri. | have a 4,400-square foot hone in a area
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where we share water between houses. This nonth,
$61. 03 for two houses on water. M electric bill was
141. 33.

So, and | appreciate being able to speak to
you because it's really heartfelt for the two rentals
that | do have. Thank you.

TIMWLSON. | would -- | would say |'m --
| apol ogi ze that we went through the billing fiasco
Wi th those that you've described there. But when
there is a leak in (inaudible) here that was adjusted
down, identifying leaks in the systens, it depends on
the scenario and where it's | eaking, why -- whether
It's on the custoner side, whether it's on Liberty
side. |It's not always super apparent that there's a
leak. So it -- very often the first trigger we nay
get is, the custoner calls, and says, | have a high
bill, sonmething's wong, and we can go out and
I nvestigate that. |I'mglad that there was an
adjustnent. I'msorry that YOU had to go through
that. We're working to inplenent other ways to
I dentify when those | eaks are occurring through
various bits of data that we're getting into our
system so we're working on getting better at that.

JUDY GOLD: Five-year-old hone, so

everything was -- was good (i naudi bl e).
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TIMWLSON: Was it at the neter or where
was it? Ckay.

JUDY GOLD: Going through the (inaudible)
and they --

TIMWLSON:  Sure.

JUDY GOLD:  (lnaudible) it was going
t hrough (i naudi bl e) you know, nmaybe (inaudible) the
lady | talked to said his shouldn't be over 17 to $22,
and it was running from 28, 30, 45, 60. It kept
rai sing.

TIMWLSON. And -- and --

JUDY GOLD: (I naudi bl e) sonet hing goi ng on,
but nobody was notifi ed.

TIMWLSON:. And -- and | won't -- not to
make an excuse about it (inaudible) right, we've had
I ssues on the billing, and recogni zi ng when that's
happeni ng on a particular account, there's been a | ot
of distractions. |'mnot making the excuse. W own
that. When we have that data, we want to be sure that
we share that with the custoner, but if we didn't
notice it, you have our apologies on that, and we're
working to get better at -- at identifying those
(i naudi bl e) case. W are absolutely willing to
(i naudi bl e) custoner to nmake those adjustnents when

they are identified, and we can work through them
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GEOFF MARKE: Next person on the list is Judy
Hurst. On.

UNI DENTI FI ED FEMALE 3: (I naudi bl e) very
nice, very helpful, but sonetines | don't get the
answer |'mlooking for, and when | ask for a
supervisor, |'mnot bunped up the line. |'mjust kind
of (inaudible) and | understand that a supervisor
can't answer all the calls, but at one point that's
when | becane so frustrated that | called the PSC, so.
There needs to be sone nore training or (inaudible)
that they can answer nore questions and not get the
frustration.

CANDI CE KELLY: | appreciate that. And we
will take a |ook at the account -- your account. |'m
going to pull those phone calls. | know you said you
call ed several tinmes, and that, to nme, is not okay.
You shoul d have been taken care of the first tinme you
cal | ed.

UNI DENTI FI ED FEMALE 3: Well, | know you're
telling nme that.

CANDI CE KELLY: | know.

UNI DENTI FI ED FEMALE 3: The taxes --

CANDI CE KELLY: Un-huh.

UNI DENTI FI ED FEMALE 3: There is a statute

out there, but yes, | understand that if you live
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inside the city limts or if you live in an area where
it is taxed, you're going to be taxed. But | was
never taxed before the new systemwent in, so | didn't
appreci ate that answer saying -- | nean, | knowit. |
don't know if there's other people. | was billed

i ncorrectly for eight nonths. And it was a snal
ampunt. But then it took five nonths to get ny credit
for the tax. M (inaudible) are there other custoners
out there that are being taxed incorrectly, and

it's -- where is it going?

CANDI CE KELLY: Yeah. So inplenenting the
new system there is a new piece of that systemthat
recogni zes the last four digits of your social -- of
your zip code, and that's where it's picking up the
taxes. In sone cases, if you live right on the line
or right outside city limts, it puts you in city
limts, and there have been adjustnents nade, yours
bei ng one of them where we're |ooking at that to see
what needs to be fixed. So if you have that i1issue and
It has not been addressed, please |et us know.

Because we are fixing that. W've been working on
that and trying to get it corrected for you.

UNI DENTI FI ED FEMALE 3: (Okay. Just doesn't
seemlike it should take that |ong.

CANDI CE KELLY: | agree.
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CURT GATELEY: In order to -- as many fol ks
as possible, let ne -- if the conpany has fol ks who
can give sone of those | onger answers, who m ght be
able to -- to separately talk with folks, | think that
woul d be best because it's 6:43 and -- or 6:45 now,
and we still got quite a few fol ks.

DI ANA CARTER: Yeah. | wll real quick,
Curt, just answer for everybody on that one. Anything
| i ke taxes, if there happens to be an error like that,
as she had asked where the noney is going, taxes are
coll ected as a direct passthrough, so. |f sonething
Is collected in error, that is (inaudible) directly to
the taxing authority, so. Directly to a county or a
city or whoever the taxing authority is. That's not
kept by the utility.

GEOFF MARKE: Next person on the list is
Davi d Bl and, and then after that, | have a John -- or
pardon ne, Don Prinziglo (phonetic), perhaps. Cone
on, Davi d.

DAVI D. Yeah. | have specific questions.
First of all, when Enpire was in what was the -- when
Enpire was the electric conpany, what was the anount
of -- sorry, | have a hard tine in front of crowds.
When Enpire was the el ectric conpany, how many -- how

many -- the charges (inaudible) was the extra bills.
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UNI DENTI FI ED FEMALE 4: Surcharge.

DAVI D: Surcharges. Wat were they then
conpared to now?

DI ANA CARTER: |'mgoing to be a | awer and
say, just to make it clear for everyone, Enpire is
still your utility. The Enpire District Electric
Conpany is still your electric utility. W do
busi ness as Liberty. But the Enpire District Electric
Conpany is still your electric utility.

DAVI D. Since they changed to the nane,

t hough, and they -- and you guys are now under
Li berty, what is the difference fromthen to now on
the -- all the surcharges? That's what | have to ask.

CHARLOTTE EMERY: So you did just fine on
asking that question. From-- so | would tell you
there's probably two additional line itens for sure on
the bill. One of them we' ve al ready spoke about which
Is the securitization. So it's going to show up on
the bill as a separate line itemthat says it's
related to storm Uri and Asbury, and then there is
another additional line itemthat's related to energy
efficiency. It's related to what -- the acronymis
MA, soit's related to energy efficiency and that was
added, | believe, 2022, and then the --

DAVID: And another thing | wanted to ask
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s, we don't have a systemfor telling everyone when
there's a boil order because that can be dangerous,
and we've had multiple boil orders in the | ast year
and that can be very dangerous. M and ny wife had
been drinking quite a bit of tap water before we
realized we were under an order during this | ast

ener gency and sane happened on several of the others,
and we got literally no warning except through soci al
medi a.

TIMWLSON: The boil order notification
process is admttedly rather archaic at this point.
We are working, developing -- and | hate to say a new
systemthat wll automatically send out text
messages -- that is in (inaudible) roll that out until
it works right. W're having a few issues with sone
new systens, if you haven't noticed. So we want to
make sure that's working correctly.

DAVI D. One nore question.

TIM WLSON:  Ckay.

DAVID:. Wy is water and electric on one --
on -- why we're paying for water and electric through
the electric conpany? | nean, it's not really |ike
t hat anywhere else as far as | know.

TIMWLSON. If you live in a community

where Liberty is both your water and el ectric conpany,
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we consolidate the bills into a single bill, so you're
not getting two separate bills. That's just a
function of where you live if we serve both utilities.
We al so serve gas in certain areas. All three may
appear on certain bills depending on where you |ive.

DAVID: kay. Unh-huh. Al right. Thank
you. That's what | had to ask.

UNI DENTI FI ED MALE: Don.

DON:  |I'm (inaudible) Florida, and first of
all, I want to thank you for the job you did in our
| ast tornado. | worked a ot of them M only
conplaint is like everybody else, | do not |ike your

billing. To put it mldly, it sucks. (Ilnaudible)
mlitary pension, and you get a bill for $950. |
shopped |i ke cat and dog (inaudible) too nuch. | try
to save ny pennies |like everybody else. But that's

(i naudi bl e) was, they did charge ne $650. They took
it out of ny bank account after the |ady on the phone
said, no, that's wong. They gave it back to nme. The
next nmonth they took $650 out of ny account. Well, it
was bread and water for the rest of the nonth, you
know? But that's the only thing is the billing sucks.
You know, you should be billed for what we use. It's
given projective use. |'mon that -- what do you call

it, the spread out where you pay every nonth a certain
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anount, so.

GEOFF MARKE: \What are you paying a nonth?

DON: Right now|l'mup to $326. | used to
pay 276.

GEOFF MARKE: Is it just electric?

DON: It's just electric, yeah. | have gas
also. And, so I'mcharged with the water bill and the

el ectric, but the water is separated. So | get a -- |
have two places right on the sane property, a
garage -- | have two -- two neters, so they're al
separate, so that part | understand, but when they
give you bill for $950 --

GEOFF MARKE: Right.

DON:  -- | (inaudible) you know.

CANDI CE KELLY: You said you're on the
budget bill plan?

DON:  Yes.
CANDI CE KELLY: GCkay. Thank you.
DON: Thank --

UNI DENTI FI ED MALE: Thank you, Don, first

of all, for your service. And -- and for the
conplinment, we'll pass the word. | appreciate your
coments. | appreciate that. | apologize. | can

read Heat her but N ckam (phonetic), perhaps? There we

go.
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HEATHER: Hello. Like many of our
residents, we've all had billing problens. W've had
no bills show up. W've had bills be late, inaccurate
amounts due. My husband and | live on a farm W
have three accounts. Al electric. That's it. |
wite all three accounts in the neno, pay all three
accounts on one check, put all three statenents in the
envel ope, mail themout in weeks advance so we don't
get |ate fees because we've gotten late fees, and it's
I roni c because we've gotten them on one out of our
three accounts, to get our bills fixed because they're
never right. They're all overcharged. | can tell you
within 10, $15 what each of those three bills
should -- there's been bills that have been tri pl ed,
guadrupled, and |I call to get help on that. | get
passed along. | get told, oh, check your appliances,
check this, check that. No. |It's not our appliances.
We have a shop building. M husband wel ds randomy.
| expect that. | know that bill. But when he's not
working out of it daily, it should never be over 40
bucks. The last fewit's been 90 to 130. | get told,
check your appliances. There's a fridge. That's it.
So sonething's got to change, and it's everybody.

It's everybody.
UNI DENTI FI ED FEMALE 5: They charge you a
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$13 a nonth customer charge just (inaudible) what are
you tal ki ng about, Ozark Electric? Do they charge you
a $13 a nonth custoner fee because we (i naudi bl e)
Li berty, like, we're overcharged -- we're overcharged
$13 a nonth.

UNI DENTI FI ED MALE: Can you talk into the

UNI DENTI FI ED FEMALE 5: W' re al ready

charged $13 a nonth because we chose you to service

us. $13 customer charge. ay. Thank you. | think
"Il be good. (Ilnaudible) was a nightmare. | went
from-- and | live alone. | went from $190 to 268 and

$544 without a bill really like that | can | ook at,
and they said, no, it was broken up over two nonths,
and I'mlike, that doesn't even nake sense. Anyway,
they said they would turn off ny electricity, which |
pay every nonth, so that's an issue | have. | have an
i ssue about the $13 a nonth credit charge, and |

(i naudi ble) even to -- until 2023, and |I'm paying for
a 2021 storm changeover. | shouldn't be penalized for
that. You folks have just got crazy. Everybody's
spitting out -- it's -- you're scremwing us. And we're
not going to take it anynore. W're not going to take
it anynore fromany of our politicians fromany of you

peopl e that hold office because you work for us.
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What was the other thing | was going to
say? Literally. | take notes. Yeah. No. | still
can't get on ny app. | used to be able to track ny
usage on the Liberty app. Ever since this changeover,
cannot get on the app. So you've got an issue with
that, too. And | will be talking to your billing
departnent. | want sone noney back. W all deserve

some noney back. A |lot of noney.

UNI DENTI FI ED MALE: | have, it |ooks |ike,
Baker nmaybe.

BAKER | can't really say any nore that's
been said, but I know for a fact that peoples -- they
have a choice. Either they pay their electric bill or

they don't eat. You know what |'msaying? It's too
high. Especially for the elderly. They're the ones
that they're suffering the nost. ay. That's all |
want to say.

On the billing, I've gotten -- |I've had to
pay as much as $700. You know, they say | didn't pay
it, you know, but | got the proof that | did. Now
t hat just happened one tinme. But it's $220 every tine
| get it, and | know -- | ain't -- so (inaudible)

right there, but it's mainly the elderly people has

to -- they either want to eat or pay that electric
bill, and it's -- it's (inaudible) I can go out there
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and get 500,000 nanmes if | wanted to. | nean, that's
the problem | talked to a Iot of people where |I'm
from I|I'mfromMarionville, and tal king about that
wat er, where you pay just one bill you said, | have to
pay one water bill to (inaudible) then I have to pay
one nore bill to the city of Marionville, so I'm
paying two, and | never did understand that. Wy are
they doing that? Do what? Anyway, ny nmain concern is
the elderly. They worked all their lives. And now
they either eat, like | said, or they pay their
electric bill and don't eat. That's -- you know what
|"'msaying? It's sad. That's all |'ve got to say.
But thanks for letting nme cone over here and talk to
you.

UNI DENTI FI ED MALE: For everyone's benefit,
I f you want to have further discussions with soneone
ot her than the conpany, obviously, the conpany's going
to have their explanation. Sonetinmes it's hard to get
through to them | have a stack of business cards.
M. Marke has a stack of business cards. W have sone
I nsight into what we believe and the expl anations
we' ve received on sone of the billing errors, why it
happened. | expect nost of you all don't really care
why it happened. You want it fixed. (Inaudible) Iike

| said, Geoff Marke and | both have contact infornation
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up here. W can (inaudible) nore insight (inaudible)
| have Carolyn Hurley (phonetic).
CAROLYN HURLEY: (I naudi bl e) okay. So |

have a stupid question. | drive all the way to Joplin
to pay ny electric bill so it don't be late. | do not
| i ke paying online because | can't get on. | don't

| i ke debit card thing because there's a fee. So |
wite a check and go to Joplin. Pay it off. You got
a place over here in Aurora, can | drop it off --
of fice (inaudible) go ahead.

CANDI CE KELLY: There is not an office or
| ocation to walk in and pay your bill here in Aurora.
But there are paynent |ocations that we have
avai | abl e.

CAROLYN HURLEY: (I naudi bl ) how about --

CANDI CE KELLY: A drop box? W can
definitely look into it, but there's not one avail able
at this tine.

CAROLYN HURLEY: So the nearest place to go
because | live (inaudible) MIler is Joplin.

CANDI CE KELLY: Yeah. So those -- those
| ocations | was referring to, Walmart is a place that
you can nake a paynent for your utility bill.

CAROLYN HURLEY: So | can go to M. Vernon
and go to Wal mart.
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CANDI CE KELLY: Yes.

CAROLYN HURLEY: They charge a fee. |
woul d rather go all the way to Joplin and have ne
sonething different to eat once a nonth and spend ny
noney on ne than give you a fee.

CANDI CE KELLY: W©Make a paynent to -- you
have to pay with cash or debit card.

CAROLYN HURLEY: | want the record that |
paid it. That's why | wite a check.

| did have a conpl ai nt about your conputer
thingy, the -- that, that got sol ved because sinple
reason -- what happened was, | was trying to get a
separate box on ny shop, and they said just give us
time to get that conputer going. | waited two nonths,
call ed up, and they said, oh, you' ve got your neter
box. | said, do you want nme to send you the picture?
And then (inaudible) into the office (inaudible)
wi ndow, and she wal ked around there about three tines.
She goes, oh, no. Oh, no. | got it the next day.

CANDI CE KELLY: And when was this?

CAROLYN HURLEY: When did the conputer
(i naudi bl e).

CANDI CE KELLY: Last April, 2024.

CAROLYN HURLEY: Yes. It's in. | got ny
conputer -- | nean, ny neter box in, in August.
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CANDI CE KELLY: In August. GCkay. Thank
you.

CAROLYN HURLEY: Thank you. Gkay. Thank
you.

UNI DENTI FI ED MALE: This |looks like it says
Davi d McCann, Seni or.

DAVID MCCANN:  I'm kind of |like a young man
over here saying this systemsucks. 1'd like to start
out with going over a situation where (inaudible)
trouble with Liberty until April, but the situation
was that, that | received a bill for (inaudible)
dollars or not (inaudible) | get it right here.

OF $163.46 (inaudible). Okay. | paid the bill. Then
all of a sudden two days later | got another bill for
the sanme anmount. Later, | got another bill for the
same bill. Okay. | called in to advise Liberty that
they -- nust be sonething going wong, please check it
out. Well, they were famliar with it. And they
explained to ne at that tine (inaudible) dollars in
arrears. | had to pay it today or I'll have late
charges. So, okay. How do | do that? They said,
well, you can go to Walmart or you (inaudible) credit
card here over the phone. Ckay. So | gave thema
credit card nunber and -- and the whol e seven yards.

They took it out of the phone, and this was on April
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t he 30t h.
May - -

And they didn't d
until May the 5th.
t he next nonth, not show ng

still do not have a bill for

where it went to, but.
account. And |

could be in Egypt sonepl ace.

| ast April ?

DAVI D MCCANN:

CANDI CE KELLY:

DAVI D MCCANN:

CANDI CE KELLY:
paynent over the phone wth

DAVI D MCCANN:

CANDI CE KELLY:
bal ance due?

DAVI D MCCANN:  (
the bill. | sent the check
(i naudi bl e) account or what?

CANDI CE KELLY:
on the phone and they told vy

bal ance and told you, you ne

My next bill

It went to a --

have no i dea where that one's at.

eposit the check until

(i naudi bl e)
the $183 that was due. |
$183. | have no idea
an EZ- Pay

It

M ght be [srael.

CANDI CE KELLY: M. MCann --
DAVI D MCCANN:  Yes.
CANDI CE KELLY: -- when -- this was this

Yes.

A few nont hs ago?

Yes.

And did you nake that

an i ndi vi dual ?

Yes.

After they told you the

| naudi ble) 180 -- | paid

in -- |1 nmean, for the

When they -- when you were
ou, you had the past due

eded to nmake the paynent
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right then, did you pay that while on the phone?

DAVI D MCCANN:  Yes.

CANDI CE KELLY: Ckay. W are not set up to
take paynents. |'m concerned that you may have been
tal king to sonebody other than Liberty.

DAVID MCCANN: | called -- | called your
conpany with your phone nunber that's on your bill.

CANDI CE KELLY: Uh-huh.

DAVID MCCANN:  And | talked to a service
person there. So apparently you do have --

CANDI CE KELLY: After you nade the paynent?

DAVI D MCCANN:  -- or you don't know your
busi ness.

CANDI CE KELLY: W do take paynents over
t he phone, but not the custonmer service agents that
you tal ked to about your bill. It's a separate
conpany, KUBRA that you're transferred to, so that's
why | was asking if you nade the paynent with the sane
person (inaudible) due. | would like to | ook at that
W th you.

DAVI D MCCANN:  Ckay. Please do. But
again, at this tine (inaudible) if it's been paid.

Now in May -- this is June. Supposed to

have May bill. So far, | -- this is June the 10th. |
have not received a bill for May. Plus | have no
888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS

www.lexitaslegal.com Nevada Registration #116F - California Firm Registration #179




© 00 N O O A~ W N PP

N DN D DD DNDDNN PP PR R
aa A~ W N P O © 00 N O 0o A W N +— O

Transcript of Proceedings
June 10, 2025 Page 44

receipt for the (inaudible) plus what | paid in for
April. And at this point intinme it's very confusing,
but going along with a situation with talking to the
| ady on the phone where | gave the credit card nunber
and the whol e seven yards, and she's applied it to the
account, but it didn't show up on the account. And,
so what anmount to -- they charged ne | ate charges, and
then | called in about the |late charges. They renoved
the rate -- late charges, but yet, they didn't change
any information about -- or the bill was going in,
because the lady told ne, I'll have a bill cone to ne.
It was nmailed out that day. And -- but -- there's a
| ot of confusing things on it, but.

Again, nmy main concern is that we can't pay
a bill until we get a bill. W do not take your --
Li berty does not take into consideration that, that
the post office service also sucks. So the bill's
due. Then we have so nuch tine to get it paid, and if
we mail it the sanme day we received the bill, it takes
several days to -- up to seven nore days to get to the
conpany, and they don't post it for another five, six
days. So sonething's wong with the systemthere, and
they credit us for the tinme period that it takes the
mail systemto work. So we got the -- to ask you guys

fromLiberty to understand our problemwth the mail
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service and nmake an adjustnent with your due dates and
your -- your -- your |ate charges. Because they don't
gi ve us enough tine to get the transition done to get
it paid. W want to pay the bill, but we can't get it
in the mail fast enough to get it paid before it's due
because we don't get it due until it's past due.

UNI DENTI FI ED MALE: M. MCann, have you
spoken tonight wth our custoner service reps that are
ri ght here?

DAVI D MCCANN:  |' m goi ng to.

UNI DENTI FI ED MALE: Ckay. | would --
pl ease refer you to do that. Please do that.

DAVI D MCCANN:  That's anot her whol e ordeal .
The lady told ne to pay the $183 at VWl mart. Well, |

expected to go to Walmart and pay the bill; right?

(I naudi bl e) young lady there. A while ago. | paid by
check because | keep a paper trail. |If | don't keep a
paper trail, | |ose account where | am at.

(I naudi bl e) call the bank every week to check on ny

bank account. They're getting tired of ne there, too.

SO -- but the situation is, when | walk in, | say, |
like to pay ny utility bill, they say, well, sure,
we'll take your noney. And | -- | hand themthe

credit card because | paid it on the phone with the

credit card before. (lnaudible) credit card. They
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said, we don't take credit cards. W only take debit
cards or cash. Well, | don't carry $179 in ny pocket
every day. And | pay everything by cash -- by a check
and very unlikely pay it by cash. So even Wal mart, |
pay everything at Wal mart by check. | don't use a
credit card at Valmart. | don't have a debit card.
And | cannot use a conputer. The last conputer |
(inaudible) did in ny office was a guy called nme up
and said, hey, would you turn your conputer back on?
| said, why? | can't control it. (Inaudible) who are
you? So | chugged the conputer out the door. Okay.
So | don't have a conputer system So you can't tel
me to e-mail it to you or (inaudible) and say, the
bill is paid. | do not |like an automatic w t hdrawal
because the reason like the situation with the man
talk a while ago. | have no control of when that bil
s going to cone in. |'ve got nore automatic
withdrawal s that | got to keep track of that | don't
want to refuse -- confuse it wwth a dag gumelectric
bill.

kay. So what |I'masking for you all to
do, if you would, cone up with sone reasonabl e way
with working with Wal mart to accept checks, debit
cards or cash. But yet, | want the situation to be

understood that we should be able to pay by check. |
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do everything at Wal mart by check anyway, so. It
shouldn't be that big of a problem If we use a
credit card, there should be a way we can pay with a
credit card. W can pay it over the phone with a
credit card, into a service conpany, then we can pay

t he service card, check, credit card wth the Wal mart.

You shoul d boost up your system plus work
on your -- your due dates and your -- your |ate charge
dates. G ve us enough tine to get (inaudible) you
W t hout causing you a lot of confusion, and it can be
done very sinply. The only thing you have to do is
mar k (i naudi ble) and go for it. So thank you very
much. | appreciate you.

CGEOFF MARKE: Just real quick, I'd like to
encour age everybody -- | know we're about an hour into
this -- if you feel |ike you're not going to get the
opportunity to be heard tonight, please, please,
pl ease be sure to go to either our table out there or
the PSC table. That -- by all neans go to Liberty,
but be sure to go ahead and -- and have your advocate
hear fromyou as well on your unique story; okay?
Thank you.

UNI DENTI FI ED MALE: Got Jody and Davi d
Jam s (phonetic), perhaps. After them | have bil
(i naudi bl e).
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JODY JIMENEZ: |'mJody Jinenez. First of
all, when we had the tornado -- no one's brought this
up yet -- | get online, I check my account, and | have
t he hi ghest usage |'ve ever had since |I've lived
(inaudi ble). No one had power. So I get it, you
know, whatever, but why is there even readi ngs? |
know one -- one person told ne, well, the power still
carried through the lines. Well, it didn't come to ny
house or ny neter, so. (lnaudible) pay for it, but
that also pronpted ne to take a | ook at past bills
because | never paid attention to that stuff before.
And we had -- in Novenber of |ast year, we were in --
we were out of state, and | pulled up that week we
were gone. No one was at our house. The only thing
running was the refrigerator. Like, no heat. No air,
no not hing, and we had hi gh usage, not -- not |ike the
tornado usage. But we had high usage |i ke other days
where | know | was hone, and | was doing | aundry, and
| was, you know, doing extra stuff around, so. That
makes ne wonder why, you know, there's -- sonething's
going on. Are the neters actually -- do you do neter
readi ngs every nonth or are you prorating -- are
you -- what is going on with how you read the neters?

UNI DENTI FI ED MALE: Thanks for bringi ng
this up.
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JODY JI MENEZ: Yeabh.

UNI DENTI FI ED MALE: Because | was hopi ng
to -- | was going to actually address this (inaudible)
brought up, Ms. Jinenez, so | appreciate that. Qur
system whenever it sees zero consunption, it
automatically thinks there's an error. And, so for
the my account online experience, it will estimate
what it thinks you should have used, not realizing --
| know. |[If | can just finish. It is not correct.
You do not get charged for anything when you' re out.
So we take -- no. You take a beginning read and an
end read for the nonth. That is your consunption.
When your neter isn't spinning, you will not be
charged for it. However, | recognize and understand
it did estimate usage for you, and we're working to
try to make sure that it doesn't do that noving
forward. If -- if you -- if -- if you -- you don't
want to trust us, that (inaudible) we've got people
here we can -- you are not charged for stuff that
you're not using. | can prom se you that. But | do
under stand we had custoners experience that down here
I n Aurora.

JODY JI MENEZ: Yeabh.

CANDI CE KELLY: And that usage on you're ny

account that you were seeing was just the ny account
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systemand the -- the neter -- the conmmunication

estimating in the ny account platform show ng that

usage.
JUDY GOLD: So on ny --
CANDI CE KELLY: Not hing actually being
charged on your bill for those days because there was
no usage.

UNI DENTI FI ED MALE: W got a | ot of
conpl ai nts about that appearing on the ny account and
the -- it was m sleading, but we did get a | ot of
custoner conpl aints.

JODY JIMENEZ: So if sonebody actual ly got
a paper bill or so if they actually got a paper bill,
that woul d show a zero reading or close to zero for
t hose days? It shoul d?

CANDI CE KELLY: The graph is going to | ook
the sane (inaudible) the start (inaudible) read
(i naudi bl e) billing.

JODY JIMENEZ: Daily -- when you | ook at
the daily usage, those days |I show a power usage. And
one of the days, the day of the tornado, | have a
hi gher usage than |I've ever had in that house the
whole time I've lived in it. Wich has been three
years, so.

CHARLOTTE EMERY: So I'mgoing to junp in
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here, Leanne. |'mgoing to have Joey Sparks raise his
hand. Ckay. So Joey is the manager over RAM neters.

JODY JI MENEZ: Ckay.

CHARLOTTE EMERY: He has a very good system
to be able to go into your actual neter, read data,
and he can show you that during those hours, during
the stormevent, if you literally had no power because
the Iines were down, he can literally show you from
your neter usage that there was no usage. The -- it
Is confusing, and | can certainly appreciate --

JODY JI MENEZ: (I naudi bl e) graph, you're
saying it's not in the (inaudible) billing.

CHARLOTTE EMERY: The graph that you're
seeing on the ny account is a different type of system
than our billing systemis using.

JODY JI MENEZ: Ckay. That -- but that is
not --

UNI DENTI FI ED MALE: The short answer is,
the graph is wong.

JODY JIMENEZ: It's not actually show ng
meter -- that the true neter reading. Gkay.

(I naudi bl e conversation.)

JODY JIMENEZ: |If you look at -- if you
| ook at the --

(I naudi bl e conversation.)
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DAVID JI MENEZ: Can | ask a question? You
know - -

(I naudi bl e conversation.)

DAVI D JI MENEZ: Hey, cone over here. This
IS I nportant.

(1 naudi bl e conversation.)

UNI DENTI FI ED MALE 3: Yes. | did not get a
meter until May (inaudible) we had the bil
(i naudi ble) for 10 nonths. The bill we got was billed
from429 to 508 for a 1,091 (inaudible). W didn't
get the neter until the 5th, and we only had it three
days, and the bill was a $1,091 for the 10 nonths. W
have 34,000 and sone change is what we owed on the
electric bill to Liberty. M field rep which is
Joshua which just lives right down the road fromne, |
called himevery nonth when we first started in the
poultry business, for four nonths, and he -- every
nonth, he told ne, he says, you have to (inaudible) so
| paid $3,400 -- security deposit right up front. But
at that tine $34, 000, and what they did, they never

read the neter for alnost five nonths. Well, this
nont h, we have -- we went back and conpared it to
the -- year ago, and our electric bill was over $1, 200

cheaper this nonth than it was a year ago plus in

August, July -- July, August, and Septenber, we had
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three bills on a 72,000-square foot poultry operation
that the total -- the usage, the kilowatt usage, was

exactly the sane for three nonths. That is virtually
| npossible. There's no possible way that we can use

the sane anmount of electricity for three nonths in a

row. So how -- how is that possible?

So, and al so, we had franchi se taxes and
city taxes. You can build a poultry house in the city
(inaudible) in the country, we -- we had that over
$2,600. |If we hadn't caught that, we would have been
payi ng that on top of that, on top of the 34, 000.

They gave us 22 nonths to pay the bill, but the bil
cannot be that nuch noney because we are using |ess
electricity now (inaudi ble) year ago. Sane anount of
chickens. Sane electricity. | don't -- you're going
to fluctuate nonth to nonth, but why did we get a bil
for a $1,091 for three days of electricity? And al so,
every tinme that | -- | finally did get a hel per
representative, a lady that -- and every tine | get a
hol d of sonebody, they start off with, I"'msorry. So
that ought to tell you that there's sonething going on
that's really bad because you guys are constantly
apol ogi zi ng.

And al so, we should not -- the Canadi ans or

t he Chi nese or anybody el se cannot own our electric
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entity. There's no possible way that we shouldn't be
US owned -- we should be U S. owned. W should not
be owned by the Canadi ans because we see what the
situation was going to be with -- with the Canadi ans
and the tariffs and stuff, and they were going to shut
off the electricity to the northeast which is probably
t he sanme conpany that owns Liberty right now. They --
that's -- that was their -- that was their deal. They
were going to shut the electricity off to the

nort heast because Trunp was going to put a tariff on.

So we've got (inaudible) problens with
Li berty UWilities, and I'mtired of hearing, we're
working on it. Because if you had a systemthat
wor ked before when it was Enpire, I'm (inaudible)
people to go back to that system Because this all
(i naudi bl e). Yeah.

DAVI D JI MENEZ: That goes to ny biggest
guestion here; okay? Because a |ot of people out here
that (inaudible) small service anpbngst these people,
and if you all (inaudible) taking the (inaudible)
90210, you know, so. | want to know what your all's
m ssion statenent? Yeah. The (inaudible) the
president. Were is the mssion statenent of your
conpany?

UNI DENTI FI ED MALE: Provi de custoners
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safely and reliably every single day.

DAVI D JI VENEZ: Does this | ook |like

reliable and safe? |'m asking a question.
UNI DENTI FI ED MALE: | can't speak for the
safe. Everyone seens to be safe here. | think

reliability, we're doing a pretty good job. W're

having a problemw th billing. And we're working on
it.

DAVID JI MENEZ: | appreciate the -- when
the stormcane, every -- you know, | saw all the --

all the trucks and stuff, and you all did a terrific
job. That is hands down thanks to --

TIMWLSON: | appreciate that. |
appreci ate that.

DAVI D JI MENEZ: And stuff. And |
appreciate that. On behalf of these people, you know,
there's problens here. Gay? That we wouldn't be
here standing here or sitting here present if there
wasn't. Thank you.

TIMWLSON:. Yep. Thank you.

JODY JIMENEZ: | do have one thing | wanted
to bring up. M daughter wasn't able to be here.
Mont hs and nonths -- |ast year, she had -- it -- she
got (inaudible) of dollars for her water. She called

me and -- what's going on? | said, go out to the road
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and look. It was a |leak on your all's side. kay?
She got soneone out there finally. It took a while.

Finally got sonebody there. You guys fixed your

equi pnent. She gets her bill. Nothing was adj ust ed.
She still has the bill. She called. It took a couple
of nonths to get that credit back that -- because it
wasn't her issue. Every nonth her bill is still over
a thousand dol |l ars because -- and | know exactly
what's happening, and she tries to explain this when
she calls in, she. Ws given the credit, but the
actual usage was not adjusted; okay? So if her bill

I s being prorated, however it's been, every single
nonth she's having to deal with this. And she keeps
saying, wll you please just go back and adjust ny
usage? And they gave her noney back. Fine. You
know, |ike, gave her credit on her bill, but that's --
that's just sonething el se that happens. Like, |
don't know. Maybe sone changes in the software could
take care of that probably, but that's a big issue.
And she finally got sonmeone -- soneone on the phone in
support that just told her, don't pay your bil

anynore until they fix it. She has not -- she hasn't
paid her bill in nonths. Every nonth she wonders if
this is going to be the nonth that gets cut off, but

she refuses to pay thousands of dollars when this is
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not her bill, and the same with her electric, she
conpares -- she's -- she keeps track of everything.
And if it's not doubled, it is tripled every single
nont h conpared to | ast year, so. | don't know what
the rates used to be, how they were, if we had a
big -- did we have a big rate increase this |ast year?
s that why?

CANDI CE KELLY: On the water, there was an
I ncrease.

JODY JIMENEZ: No. I'mtalking electric
also. No. See, so -- you know, why does ny
700- square foot house have a 400-dollar electric bil
when | rarely run anything, you know, and |like | said,
I n Novenber of |ast year, | was not even in state. No
one was hone, and the only thing running was ny
refrigerator, and | have power usage show ng, and I
guarantee you | paid for power then, and I just -- |
just don't understand why. | don't know if your
software is just prorating everything, if that's
what's going on. But please fix it. Because --
pl ease fix it.

CANDI CE KELLY: If you don't mnd, |I'd Iike
to have sonebody | ook at your daughter's account.
They won't be able to talk to you about it

specifically.
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JODY JI MENEZ:
CANDI CE KELLY:

over age.

for everything that we --
JODY JI MENEZ:
CANDI CE KELLY:
JODY JI MENEZ:
CANDI CE KELLY:
JODY JI MENEZ:
was adj usted the one tine.

her .

You can't go back and

t he 1 nvoi ce because the neter's

Right. | understand that.

But if (inaudible) her a

call.
JODY JI MENEZ: | woul d please nention this.
CANDI CE KELLY: Absol utely.
JODY JI MENEZ: Because she couldn't be
her e.
CANDI CE KELLY: And 1'd Iike to address the
wat er and the usage, if she was given a credit for the

adj ust the usage on

still spinning. So if

change the nunbers of

-- when we got the next

she were -- if we were to go to

her neter reads on the bill --
JODY JI MENEZ: Uh- huh.
CANDI CE KELLY:

read,

It would do this [arge adjustnent and charge her

Money wi se, it was adjusted.

Yes. So noney w se --
Money wi se, it wasn't.
We added the credit.
Ri ght .

She was given -- it

The credit was given to

But nobody adjusted anything to keep it from

prorating off of that crazy amount that was not
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charged to her. You know, it was --

CANDI CE KELLY: There wouldn't -- I'm--
JODY JI MENEZ: That's how it happened.
CANDI CE KELLY: -- a little confused on the

proratings, so |l would love to look at it if --

JODY JI MENEZ: Ckay.

CANDI CE KELLY: Yeah.

JODY JI MENEZ: Because her bill, this
anount that was taken away, and Liberty says, oh,
yeah, that was our bad, you don't have to pay that.
Every nonth it's back on her bill. Every nonth she's
getting charged that plus what she's actual ly using.

CANDI CE KELLY: Do you mnd getting --
giving that information --

JODY JIMENEZ: No, | don't mind at all. |
will.

CANDI CE KELLY: Thank you.

JODY JI MENEZ: To not --

CANDI CE KELLY: -- using her hand.

JODY JI MENEZ: Yeah.

GEOFF MARKE: Just a quick rem nder for the
audi ence here, we're hearing a | ot of different
stories. Al valid. They're all going to be used for
the investigation. However, if we don't know your

name, we don't know your address, we don't know the

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




© 00 N O O A~ W N PP

N DN D DD DNDDNN PP PR R
aa A~ W N P O © 00 N O 0o A W N +— O

Transcript of Proceedings
June 10, 2025 Page 60

particulars, and I can't follow back up on it.

JODY JI MENEZ: Yeah. She --

GEOFF MARKE: Be sure that you're getting
that information back to our tables back there. And
that you're introducing your nanmes up front; okay?

DAVID JI MENEZ: |If we do give up our
addresses and stuff, | nean, are we going to see
backl ash or --

CEOFF MARKE:  No.

DAVID JI MENEZ: -- will there --

CGEOFF MARKE:  Yeah.

DAVI D JI MENEZ: You never know. | nean,
| ook - -

CEOFF MARKE: No. Just --

JODY JI MENEZ: Quickly, | heard you nention
about -- you nention about the -- the bad wnter they
had in Texas, that was actually where we noved from
That was the last winter we were in Texas. W got to
experience that. And you said because of gas charges.
Is -- are you saying that's what caused electric --
our electric -- | couldn't -- we couldn't hear.

TIMWLSON:. Yeah, sorry. So we have
mul tiple power generation facilities --

JODY JI MENEZ: Right.

TIMWLSON. -- that run on natural gas
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that create electricity.

JODY JI MENEZ: Ckay. So --

TIMWLSON. And, so we buy natural gas to
generate electricity.

JODY JI MENEZ: -- being down in Texas, it
caused --

TIMWLSON. That was -- that was really
confusing. He was just giving an exanpl e.

JODY JI MENEZ: Ckay.

TIMWLSON:. W had a stormhere as well.

JODY JI MENEZ: Yeah.

TIMWLSON. And we saw extrene price
gouging in the natural gas market to the tune -- we
spent $205 mllion in a week.

JODY JI MENEZ: Ckay.

TIMWLSON. And, so that's how you saw
natural gas charges flow ng through the Storm Uri was
because we purchased natural gas --

JODY JI MENEZ: (kay.

TIMWLSON. -- to run our power generation
facility.

JODY JI MENEZ: -- everything back there,
but I would |ike to say, though, a | ot of people don't
know, and | don't know how this would ever cone about

in Mssouri, but in Texas, where you are allowed to
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pi ck who you want for your power conpany, you get to
pi ck who you want. That keeps rates very conpetitive.
And | don't -- | nean, | just -- | don't know what it
takes to do sonething like that, but | do know that it
keeps rates nore reasonable for people, so. You know,
t hank you.

UNI DENTI FI ED MALE: M. Shi pl ey.

BILL SHI PLEY: Yes, sir. Everyone el se has
been beating the billing -- Bill Shipley. You can ask
Brad Breach (phonetic) or Brian about ne. You'l
know. My question on the billing, it's been crazy.
Everyone's hit it, but when we get our bills now,
they're far bigger which instead (inaudible) keep it
sinple or short and sweet. |It's the -- the new SAP
system It's far nore conplex than -- it's a waste of
our ratepayer's noney as far as conpany busi ness.

But ny -- ny question on that, you know,
SAP originally, before | retired, was |ooking at to be
2 or 300 mllion. | heard it's now over about 770
mllion. Who's responsible for that? | nean, that's
the nunbers |I've heard on the cost. It's probably
triple of what it should have been.

TIMWLSON:. So what we found in the State
of Mssouri, M. Shipley, was 160 mllion --

Bl LL SHI PLEY: Ckay.
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TIMWLSON. -- for -- approximtely for
our customers.

Bl LL SHI PLEY: Ckay. So you're just
cutting down to the 180,000 custoners for Enpire for
t he whol e business. W're not paying for the whole
conpany.

TIMWLSON: Correct.

Bl LL SHI PLEY: Ckay.

TIMWLSON:. That's the prorated share.

BILL SHI PLEY: That's why -- that's the
mai n reason | cane.

TIMWLSON: Yeah.

BILL SHI PLEY: And then, you know -- and
then like right now, it's no |onger Enpire. It's
Li berty because it uses Liberty |etterhead, and you
have to wite Liberty on your check.

TIMWLSON. No. And to clarify what
Ms. Garborough was trying to say, our |egal entity
name is.

BILL SHI PLEY: Enpire.

TIMWLSON:. The Enpire Electric District
Conpany, d/b/a, doing business as --

BILL SHI PLEY: Doing --

TIMWLSON:. -- Liberty Uilities. So
that's why.
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BILL SH PLEY: Well, ny question on that
Is, as | said, Canadians are maki ng the choice. W
didn't have the choice to put 600 negawatts to w nd
because the proxy voting at Al gonquin always overrul e
us, but. You know, we shut down Asbury. You're
tal ki ng about our last rate case that we're paying for
on this Texas ice stormthat caused us, you know. You
had a 550- negawatt plant because we coul dn't get
nat ural gas, barely nmake 140 megawatts. Prior to
t hat, Al gonquin shut down Asbury, which we still are
paying a rate case for, and then now we're paying for
the denolition.

| nmean, it's one of those things that it's
not good busi ness because we're not diversified.
Everything's on renewabl es or natural gas with very
little being running fuel oil and what you have in
Plum Point in |I-10 and 1-102 is the only coal we have
for now, so.

| nmean, it's just -- prior to the Trunp
tariffs, you' re asking for about 17 percent rate
increase. Nowit's up to like 28 percent. And when
I"'mtrying to ook at this on the Liberty's website
and the PSC, this is the question | have, | try to
| ook to where | can just |look online, and I can't see

prior rate cases, | can't see pending, at |east where
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|'ve | ooked, and the nobile apps are a lot of tines
different than the home PC. But you know, we want --
I f you want transparency and peopl e being inforned,
and not repeat the thing, you want to know this.

And like | said, we're having a rate case
that's not quite double, but quickly doubled nearly,
and | can't find any information as to why. And |
understand we' re payi ng because everything had went to
renewabl es. W didn't have the coal. And price
gouging, |I've seen it for 20 years, in the power
pl ants, but. You know, where does the buck stop?

Enpire trying to be purchased by Liberty

was the cheapest power in the -- in this area and in
M ssouri. W're now the highest. |If you |ook at the
rates and all that, you're at 11 percent -- 11¢

kilowatt off peak. And you're at 15¢ on. For all --
anot her fuel (inaudible) which | don't understand why,

but that's -- that's far nore (inaudible) but I can't
| ook.

And | like to ask the bad question. |
mean, you can go back and ask Brad during the -- the

| ast ice stormin 2007. You know, we lost mllions of
dollars. They -- they stopped dividend paynents, but.
What a |l ot of people didn't |like, the CEGs and the
board still got raises, but yet, they stopped
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di vi dends and peopl e see that m smanagenent. It

doesn't | ook good for the conpany and granted, if you

| ook at Canada, | nean, it's the best job | ever had,

m dwest val ues,
mrrors California,
| i beral areas,
conservative here,
norals, | nean, you know,
| can | ook at prior
for,
DI ANA CARTER:
Bl LL SHI PLEY:
DI ANA CARTER:
make sure, so we're al
I'msorry, |
Bl LL SHI PLEY:
DI ANA CARTER:
Bl LL SHI PLEY:

DI ANA CARTER:

I's publicly avail abl e.

Bl LL SHI PLEY:

but when you | ook at their
It's not there.
New Yor k,
and it's --
and it's costing us.

it's just -- |

getting the facts here,

we don't go too far down the road there.

managenent style versus the
You see Canada

and -- and the other
it's not being ran that
For their

j ust want

sone transparency either through the PSC or you where
rate cases and what you're asking

and you don't nmake it easy.

And M. Shipley --
Uh- huh.
-- 1 just want to nmake --

and

don't nean to interrupt you.

That's fine.
| just -- | want to --
This is a discussion.

Yeah. | want to nake sure

Ever yt hi ng

Every rate case is al

avai |l abl e on the Public Comm ssi on website.

But it's not always easy to
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fine, if you don't know where to |ook. | nean
(i naudible) fromny iPad to ny i Phone, apps change,
and it's not -- it doesn't always cone up the sane.

DI ANA CARTER  Ckay.

Bl LL SHI PLEY: Yeah.

DI ANA CARTER: | just want to nake sure
nobody's trying to hide that.

Bl LL SH PLEY: | know that.

DI ANA CARTER: (Il naudi ble) one, and if you
do want sonething specifically, Dr. Marke, | know, wll
help you with that. Anyone from Comm ssion staff w |
as -- as wll we individually (inaudible) to do that.
We can talk through the rate cases. |'ve been with
Enpire a little over 20 years. Candice and Charlotte,
both not showing all of our ages, but we are all
pretty long tinmers, 19 years. Tinls close to 30.

TIMWLSON: Yeah. 28.

Bl LL SHI PLEY: 28.

DI ANA CARTER: We're all pretty long-tine
Enpire fol ks here. So (inaudible) nmenory for al nost
the 30 years here. Qher than that -- and we're happy
to help you, if you want to | ook through the PSC
sites, but (inaudible) is available fromthose prior
cases.

Al so, this hearing here is not for the rate
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case. But again, | just want to nmake sure there isn't
m si nformati on out there. The anmount of the rate

I ncrease for electric fromthe conpany has not changed
i n any way. There was not an increase.

Any reference to Trunp tariffs or any
tariffs being in place, there's no inpact on the
conpany fromthat. Al of our generation is here
| ocally, so that there's no inpact in any way and the
anount of the rate increase has not changed, but we
can tal k nore about that at the (inaudible).

Bl LL SHI PLEY: The SAP affect, you know
(i naudi bl e) extrenme as many of them And, so | just
kind of -- | paid the little extra, and yeah, with the
weat her changes and where it's been hot, cold, but you
know, |I'mjust kind of asking because |I've tried to
| ook on Liberty's website and ours, and then with
the -- it's just not very transparent is what |I'm
saying. It may be there. It's just not user
friendly. But --

TIMWLSON:. Thank you, M. Shipley.

BILL SHIPLEY: [|'Il let you go. You can
say what you want. But that's the whole reason | kind
of cane to ask that question because | want to be
I nformed the next neeting we have.

CHARLOTTE EMERY: | appreciate your
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concerns and your feedback. | would say that our
website does have |ike frequently asked questions
related to the Enpire electric case that we have
pending in front of the Commssion. | wll check with
our communi cations departnent to see if there is a way
that we can make it naybe nore assessabl e because it
Is our intention to give the information --

Bl LL SHI PLEY: Then you've got to go
through nultiple frequent -- instead of saying, you
know, prior rate cases, pending rate cases --

CHARLOTTE EMERY: -- our particul ar
website, on Enpire's website.

BILL SHI PLEY: But (inaudible) cases what
was asked for, what was received. So | can conpare,
| i ke, okay, howis this going? | understand, and |'ve
seen the price gouging. | was there during the ice
stornms. | know how it's happened in the last tw big
ones. But it's one of those things they're -- we need
to be nore diversified because we have 750 negawatts
of wnd which is not always avail able. And then the
anmount of solar's changed, but. You know, your -- you
| ost nearly 200 negawatts from Asbury that can't be
repl aced with renewabl es because it's not 24/7. And
you know, conbined cycle, you | ose natural gas just

like we seen it go from550 down to | ess than 150.
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That's not reliability.

TIMWLSON. [|'mjust going to answer just
a couple quick things. | know you're wanting to get

along wwth this. W do have a bal ance m x of energy
resources. | don't know if you know. We do have fuel
oil on the ground at energy center.

Bl LL SHI PLEY: State |ine.

TIMWLSON. And state line. You know al
that, so. You know all that.

BILL SHI PLEY: (Ilnaudible) for both of

t hem

TIMWLSON. | know you did. | want to
make it very clear. | know fol ks are upset that we're
owned by Canadians. | (inaudible) |I live in R verton,

Kansas. She lives in Joplin. Candice lives in
Quapaw, Ckl ahoma. We have hundreds of enpl oyees;
right? W have -- all of our enployees are here
(i naudi bl e) our value (inaudible). W nay have owners
that think differently, but |I can assure you I'm-- we
have m dwest values. Like |I said, I"'mfromRiverton
Kansas, so.
Bl LL SHI PLEY: Local (i naudible) yes.
TIMWLSON. The | ocal nanagenent, | can
assure you.

Bl LL SHI PLEY: Thank you.
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GEOFF MARKE: The next person | have on the
list --

DI ANA CARTER | just want to ask --

GEOFF MARKE: -- is Patrick, but | cannot
read the first nane.

UNI DENTI FI ED FEMALE 6: That actually
happened nore than five years ago.

DI ANA CARTER: This -- this is a billing
syst em change.

GEOFF MARKE: Last nane of Patrick. It |ooks
|ike the first nanme starts wwth a J maybe, Jude.
Can't read it, I"'msorry. Patrick. | don't know. W
can circle back. Allen Sparks.

ALLEN SPARKS: Hello. M nane is Allen

Sparks. 1'll give ny address. It's NN
I That' s how to reach me.

Sorry, | junped in a little bit earlier. As | said,
with the billing issue, one of the things just to
poi nt out because | think other people are probably
dealing with it, too, is | don't think that either the
(inaudi ble) say this, thereis aterm-- there is a
state -- quote that | want to quote here. It says,
never attribute to malice what you can attribute to

| nconpetence. |'mjust going to say that. So | would

assune that the reason that the (inaudible) not




© 00 N O O A~ W N PP

N DN D DD DNDDNN PP PR R
aa A~ W N P O © 00 N O 0o A W N +— O

Transcript of Proceedings
June 10, 2025 Page 72

working is, you don't know about it or it's outside
your wheel house.

| want to be up front. |'ma software
engineer. So |'ve worked with software devel opnent.
|'"ve worked with billing. | know the conpany | work
for, if | messed up in ny design, how the billing was
working, and it was a year later, and it was still not
working, | would be fired. | would be gone, and ny
conpany would be witing mllions of dollars of
(inaudi ble) to the (inaudible) their conpanies --
their custoners. It is unacceptable, and it is not
fixed.

My grandma -- actually, ny wife's grandm,
she just got the bill in the mail yesterday, two
bills, only for water, no electric, but she is an
Aurora custoner that gets water and electric both. |
have got -- had that happen multiple tinmes. | get
billed for water only. No electric. 1've had to call
in, let you guys know, you -- tell nme sonebody in the
billing departnment will look at it. It goes a couple
of nonths before | finally get a bill, and then
it's -- you do the grace where you've been giving us a
coupl e of nonths or whatever, however the |ength of
time is to pay it. Sonetines, you know, nyself, not

this, because | just go ahead and pay it because |I'm
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on average pay, so | know exactly what it should be
every nonth, after | get ny recal cul ation.

That's anot her point of contention is, for
sone reason you guys seemto be re-adjusting ny
aver age paynent plan anount every, |ike, four nonths,
and | don't know why that is. Used to be once a year.
Now it seens like it's every four, maybe six nonths.

Again, billing issues, system problens, |
under stand, but again, | don't because this shouldn't
have been happening. Wen you started having
probl ens, you should have rolled back to the previous
systemand fixed it first. That's what we would do
where | work. And that is the acceptable thing. |
know we're too far down the track for that to be done
now. But sonething's got to be done. You need to
make this nore of a top priority and not worrying
about ne to nmake a dollar. Because that's the
problem You're trying to nake -- and | understand
you are a publicly-traded conpany. You have fiduciary
responsibility, all that good stuff. They'll -- in
M ssouri, a utility -- a service provider is not
entitled to a return on their investnent. That is
sonething they are happy to get. So if your
sharehol der is (inaudible) because you guys have

(i naudi bl e) resources to fixing this, that's within
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the I egal structure of the PSC, so.

That's pretty nuch all | have to say on the
matter. Like | said, | just know that your situation
Is not fixed yet. And it's unacceptable as we go on
this long. Again, like | said, there are still
ram fications.

Gh. | guess, one other thing, too, because
this is -- | forgot. Regarding the -- the charging or
show ng online that we don't have it and you guys
havi ng to make corrections. Al so, you probably need
to do sone education wth your custoner service
because | have a phone call that | had with one of
them Because | -- | called about this multiple
times, still showing this online. The first tinme |
got told, well, we're just going to have our online
teamlook at it. A second tine, we're aware of it,
we'll -- we're going to adjust it. Third tine | got
told, we're aware of it, we're going to adjust it,
that agent said, well, it's actually because the snart
neter, it doesn't know when there's no power. And I'm
| i ke, that makes no sense at all if it doesn't -- it
doesn't -- it shouldn't matter if it knows if there's
power or not. No power going through the neter. It
shoul dn't register anything, so. You know, anyway.

TIMWLSON: The interface is the issue.
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The smart neter knows when it's -- when you' re out of
power .

ALLEN SPARKS: Yeah. And you know, again,
the other issues onlineis --

TIMWLSON:. One quick thing, M. Sparks, |
can tell you |I whol eheartedly agree that a year end to
this is too long. W knew there would be issues;
okay? So we knew there would be issues. It wasn't
just our billing system Every single systemthat we

own, operate, touch, OM5, EMS, you nane it, S,

everyt hi ng was changed at once. And -- and -- and
| -- | concur with your assessnent that if -- if
soneone -- that sonme of those things have happened.

ALLEN SPARKS:. Thank you.

TIMWLSON: Thank you.

GEOFF MARKE: Julie McGee. After her, | have
Heat her Murray.

JULIE MCGEE: Ckay. | don't really have a
lot to say. | think everybody's pretty nuch said it,
and they did a really good job of it. | have nore

problems with Liberty than just billing. And | don't
guess |'m supposed to go into that. | would like to
say --

TIMWLSON. You can go into that.

JULIE MCGEE: -- when we did have the
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storm the tornado, | was (inaudible) and they did
what they needed to do, and they got out. And they
did a great job other than (inaudible) wres, bundles
of wires. |I'd like for themto cone and get those.
Are you guys the investigating Comm ssion? |s that
what you are?

DI ANA CARTER W are --

JULIE MCGEE: You're the ones
I nvesti gati ng.

DI ANA CARTER. Yes. W've been ordered

JULI E MCGEE: Taking care of the billing?

DI ANA CARTER:  Yes.

JULIE MCGEE: Well, at |east they sent a
handful of people that's a little know edgeabl e about
it.

DI ANA CARTER We have nore than a handfu
wor ki ng at our office.

JULIE MCGEE: | agree with -- well, she's
gone now. But nost (inaudible) up here and spoke and
tried to get their piece out. | agree because when
|"ve tried to call custonmer service, they're idiots.
You -- they don't know what they're tal king about.
And you have to keep calling, you have to keep

calling, and that's stupid. You should not have to do
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that. They should call you back. O send you a

| etter and say, you know, what is it that we can help
you with? But they don't do that. And |I've noticed
you guys have been saying that, and you're trying to
explain it, but | really don't see anything getting
expl ai ned here.

So ny question is, is you're going to take
anot her year for us to get any result fromLiberty?
Thank you. | appreciate it.

DI ANA CARTER: Right now we are still
I nvestigating it. | don't know how long it'l| take.
Based on what we're hearing, it may take a while
because we are finding new stuff out, so.

JULIE MCGEE: Still (inaudible) how nuch
noney (i naudi bl e) custoner service (inaudible).

DI ANA CARTER:  And ma'am-- ma'am if we
can -- if we can get your nane, because you shoul dn't
be getting --

JULIE MCGEE: And al so (inaudible) this.

GEOFF MARKE: Ms. McCee --

JULIE MCGEE: The gentl eman that got up
here, he said --

GEOFF MARKE: Ms. McCee --

JULIE MCGEE: -- he had a problemw th
the -- talking with themon the bill. You can't get
888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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anywhere with them M husband was on the phone
because of the water |eak, and he was trying to get
sonebody out there. And he's comng. He said, what's
your social security nunber, what's your birth -- you
know, and gives himny birth date, and I'm i ke, why
do you want ny social security nunber, who are you

tal king to, and he said, Liberty, because they got to
cone and fix the water |eak, and |I said, hang up.

He's an idiot. Just give themyour nane and address,
and they should be able to look it up and know who we
are, where the leak is. They already know there's a

| eak. Like he said, that -- he had a -- she said that
she got a bill for like $1,700 for a |leak. Well, |
had the sane problem | kept calling and calling and
calling, and nobody woul d cone, and that's when ny
husband got on the line, and he said, well, | got it
off this nunber. | said, | don't know who you're

tal king to, but hang up because they're an idiot.

That man cal | ed back two or three tines, and we told
the custoner service that also. And asking for social
security nunber, asking for birth date, and then he
asked if we wanted to pay our bill and get a credit.
And | heard her, oh, no, we don't do that. Customner
service doesn't do that. They do not. They offer you

a deal for you to pay the bill right then, credit
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card, debit card, whatever it is that you have
avail able to pay your bill and get a credit on it, so.

TIMWLSON. M. MCee, thank you for that
information. |'mgoing to just interject real quick
here. You shoul d never be giving out your soci al
security nunber.

JULIE MCGEE: Well, | know that.

(1 naudi bl e conversation.)

TIMWLSON:. But the nmere fact that that's
comng upis -- is really a cause for concern. That's
going to be inspected. W've got nore discussions
about that. Because that's very serious. The other
thing that I'd like to just nmention here because we're
hearing a |lot of re-occurring thenes, four-digit, you
know, dollar anobunts of overdue bills or incorrect
billing, mss -- wwth a different surcharge. And, so
be it, we're taking this information. W can get it.
You -- to seek recovery here. You can reach out to
our office. You can reach out to the PSC. You can
file a formal conplaint, informal conplaint. |I'm
telling you. Like, the amount of noney that we're
tal ki ng about here, it's unfortunate. The fact that
you're out here tonight is a testanent to them All
right? Keep pushing. And again, we -- there are

opportunities here. Cet your problens sol ved.
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JULIE MCGEE: Well, as you can see, | nean,
| don't think you guys was expecting a turnout for a
little small town |ike Aurora. W' ve all cone
together here. W all -- | nean, |'ve had several
people tell nme, you got to go, even if you don't talk,
just go so they can see that -- that we nean it. You
know we' re serious.

But | don't -- | -- everything that |'ve
heard tonight, |I don't see any of you naki ng
assurances that you're really going to do sonething.
| nmean, seriously. So four nonths -- four nonths |
did not get a bill. | kept calling and calling and
calling, and they said, oh, we're working on it, we've
got a problem there's a glitch in our system That's
acceptable if it's a nonth. But you're tal king four
nont hs, and | know people -- other people waited
| onger. And | know that they can't pay their bill.
Exactly. W -- we don't have your information. Do
you know -- yeah. | got a pretty good bill, and |
paid it. And | noticed a lot of extra stuff on there
just |ike everybody else. But the thing is, is what
you guys are all mssing, and we're not going to get
that credit back. | know people that got seven,
ei ght-thousand-dollar bills. They can't pay it. They
cannot pay it. They had to borrow and beg to pay
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their bills, and why should they have to do that?
You, you, you, whoever is handling all of this, should
have took care of it. It shouldn't be an -- and |I'm
not prejudice, but an Arab or anybody that can't even
(i naudi bl e) not be a custoner service representative
because they don't know what they're doing. They
don't know what they're tal king about. They're
probably reading it off of a paper that they've been
told to say or tell us or they're in training, but we
need sone results. And this is serious.

DI ANA CARTER: And Ms. --

JULIE MCGEE: W really need sone results.

DI ANA CARTER: This is for Ms. McGee and

for -- for everyone. W -- we really just want to
make sure they're -- people aren't falling prey to
scans. Qur -- our offices, our call centers, are
local. So if you think you are getting soneone in a

different country, it is not soneone with Liberty.
It's not soneone that you're --

JULIE MCGEE: Oh, ny God. Don't be
ridicul ous.

DI ANA CARTER But nma'am [|'mnot.

JULIE MCGEE: The man that we was tal king
to --

DI ANA CARTER: | didn't say a different
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state. Sone -- sonetines with overspill, it does go

to another state that -- well, it's -- we -- it's

still Liberty. W have -- we have conpanies, for
exanple, in -- in other regions within the United

States. But if you think -- you used a different
word - -

JULIE MCGEE: It wasn't a scam The man we
talked to -- yeah. And -- and --

UNI DENTI FI ED FEMALE 7: That's a scam
(1 naudi bl e) problem (inaudi ble) calling (inaudible) so
If you think that there's a scam you have a probl em
I n your server (inaudible) Liberty office are calling
or a call center, a outsource conpany that you're
usi ng.

CANDI CE KELLY: There is a contact center
in Joplin, Mssouri, and there is one in Ozark. It is
Li berty. They're ny enpl oyees.

JULIE MCGEE: They're not Liberty
enpl oyees?

CANDI CE KELLY: They are Liberty enpl oyees,

yes.
JULIE MCGEE: Well, she just said that they
weren't.
CANDI CE KELLY: No. They are Liberty
enpl oyees.
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JULI E MCGEE: (kay.

CANDI CE KELLY: They're the sanme enpl oyees
that are out here hel pi ng today.

UNI DENTI FI ED MALE 4: Talk to her.

JULIE MCGEE: Where is she at? Wy isn't
she here? That's why | just threw ny hand -- | feel
like we're not getting anywhere. | really do. And --
and we need to get sonewhere here.

TIMWLSON:. M. MCee.

JULIE MCGEE: (Il naudi ble) folks --

TIMWLSON. |If you can please get a card.

JULI E MCGEE: Take everything in
consi deration that everybody has said. |It's nore than
just billing. It really is. And |I'mvery proud of
everybody tonight, too, to support all of us.

GEOFF MARKE: Ma' anf?

CANDI CE KELLY: Ms. McGee --

JULIE MCGEE: Thank you.

CANDI CE KELLY: -- | wll also be |ooking
at that because |I'mconcerned with -- you said the
custoner service rep called you back two different
tinmes as well?

JULI E MCGEE: Yeah. Two tines.

CANDI CE KELLY: Ckay.

JULIE MCGEE: Trying to get us to pay a
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bill.

CANDI CE KELLY: Yeah.

JULIE MCGEE: And the only reason why -- |
told ny husband to hang up, hang up. He's an idiot.
And | thought it was -- well, within, oh, | don't
know, about 45 minutes, pulled up. So he did let them
know about the |eak, and they cane. So he wasn't a
scam And that's not the only tine that's happened.
And ot her people have actually paid their bill and got
It cheaper by doing that, so.

CANDI CE KELLY: I --

JULIE MCGEE: You mght want to |look into
t hat .

CANDI CE KELLY: But I'mvery interested in
t hat .

GEOFF MARKE: Let's --

JULI E MCGEE: Thank you, everybody.

GEOFF MARKE: -- nove on. Heather Mirray.

HEATHER MURRAY: My nane i s Heat her Muirray.
"' m here tonight as a resident who's had enough of
bei ng squeezed and scammed by Liberty Utilities.

Let ne start by saying, if there were an
A ynpic sport for creating billing, Liberty Uilities
woul d be bringing hone the gold. M bills have

doubl ed (i naudi ble) fees show up |Ii ke bad magic
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tricks. So-called smart neters, | think m ne skipped
mat h cl ass because it sure isn't reading correctly.
And |I'm not al one, as you can see. Many, nmany
residents in our comunity are experiencing the exact
thing. W're not all imagining this. W're not all
suddenly cranking up the heat and power for fun. \What
we have is a conpany that's nore interested in nmaking
profits than -- and when you try to talk to them about
it (inaudible) conplaint (inaudible) ears, and
they're -- if you can even get a real person, is nore
I nterested in reading scripts than solving real
probl ens.

So what really pushed ne to speak was
sonet hi ng that shoul d have never have happened in any
decent community. There's an elderly wonan that |ived
In Aurora, living on social security. Liberty
Utilities charged her over $1,000 for a single nonth
i n a two-bedroom hone. Wen she couldn't pay it, they
shut her off. Well, guess what? Then her |andlord
evicted her for not being able to keep the utilities
on. That woman, soneone's nother, soneone's
grandnot her, ended up honeless, living in a car. |
don't know where she is to this day. That's not just
an error, you guys. That's cruelty. Dressed up as a
corporate policy.
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So I'mhere tonight --

DI ANA CARTER: Ms. -- Ms. Murray --

HEATHER MURRAY: -- not to just conplain --

DI ANA CARTER: -- do you mnd --

HEATHER MURRAY: -- action -- no, |'m not
done. Please let nme finish.

DI ANA CARTER: Well, can you share the
nane, please, of --

HEATHER: Absolutely not.

DI ANA CARTER: W --

HEATHER: |'m not here just to conpl ain but
to demand action because if we need -- if Liberty
Uilities won't hold thensel ves accountable which is
obvious, then it's time we do it for you guys.

Here's what | want to see. Nunber one, an
| ndependent investigation into Liberty's billing
practices. No nore snokes and mrrors. Nunber two,
public forumwhere Liberty has to explain the billing
t hensel ves to our faces, not just through canned phone
responses. And nunber three, stronger protections for
residents especially our (inaudible) citizens and
| ow-i ncone famlies. So they don't get steanrolled by
a puppy with no conscience. W pay for these
services. W deserve transparency. And we will not
stay quiet while Liberty Uilities keeps getting away

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS

www.lexitaslegal.com Nevada Registration #116F - California Firm Registration #179




© 00 N O O A~ W N PP

N DN D DD DNDDNN PP PR R
aa A~ W N P O © 00 N O 0o A W N +— O

Transcript of Proceedings
June 10, 2025 Page 87

with this. Thank you for your tine. And to Liberty,
If you're listening, we see you. And we're not going
awnay.

CHARLOTTE EMERY: Ms. Murray, | would like
to address the disconnect for nonpaynent that you
mentioned. Liberty is not actively disconnecting
custoners for nonpaynent. W have not actively
di sconnected service for over a year.

HEATHER MJURRAY: That's a lie.

CHARLOITE EMERY: No. W are -- we're --
we have sent shut-off notices to custoners in order
for the custoners to seek assi stance, because
assi stance agencies require shut-off notices before
custoners can receive help. So shut-off notices have
gone out in the mail, but no active disconnects have
t aken pl ace.

SHANNON BOOKQUT: (I naudi bl e) Liberty
expenses in the last 12 nonths have gone up 12 to
$1,500. This is a hospice nurse right here. He's
taken tinme fromwork to come here to tal k about
(i naudi ble) small comunity that have their water bill
jacked up with no warning, and | had your
representative hang up on ne (i naudible).

CGEOFF MARKE: Excuse nme, ma'am Wuld you

mnd just getting up there so we can get this
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recor ded?
SHANNON BOOKQUT: So we live in a small

community in Kliever, Mssouri, and | think your

billing is a denographic billing system because we
have a Billings address, but we |ive on the east side
of Kliever. So we're |
of Kliever. W -- we -- for sone reason, we get

twisted up in a lot of stuff. Qur utility was M dl and

Wat er when we first bought -- noved into our
community. It was a comunity well. W're not city.
We're not county. W were a conmmunity well. Sonehow

Li berty canme in and swept us out into their system

M dl and had been bought out. They're still in

exi stence. No gave us warning that we were being sold
out to a corporate conpany. So we had to eat that.

And our utility bills, our water bills went

up. And we had no tine to even prepare. | called the
wonman the day our power bill went up. W had one bil
for May -- or March 31st, and our second bill was for

April when the charges changed for us this year. The
problemis, the woman on there argued wth ne about a
warning that the bill was going -- well, if you went
online, well, | have a bill comng to ne in the mail.
| don't do the online because half the tine | can't

even (inaudible) interruptions because of (inaudible)
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and | was trying to explain this to her. WlIl, on the
bill -- 1 went to all ny bills all the way back to
January of this year. Not one bill had a -- alert
telling us that there was going to be an increase in
our water bill. However, April's bill on the back
page, a paragraph about this big, told us that our
water bill was being increased.

The first lady that was up here tal king
about the increase, we went from $12 and sonething to
26. On our service, we went from$4.20 to $10 and
sonething. That is uncalled for it to have it go up
that nuch without a -- a proper warning. |f you can
pay the expense to put two adversenents {sic} in your
bill every nonth, talking about going bill Iess, which
we don't have the option because your -- your app on
t he phone doesn't work, and you go online and you
can't navigate it because | have to use a phone
because the Internet service in our neighborhood is
rare. You have to pay a |lot of noney to have Internet
inour little -- in our little subdivision there. So
we have |[imted resources as it is. So a bill com ng
to our house is the only option we have where we know
what we're getting -- actually getting in our bills.
We didn't even get a warning that our neters were

goi ng to be changed out.
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Now, like |I said, we are maybe 40 fam i es,
If even that, on this well. W don't have city water
systens to -- to fund. W don't have -- we have a guy
cone out, treat us, treat our little well (inaudible).
That's it. W don't (inaudible) that nost people have
to cover with their bill. But sonehow we (i naudi bl e)
up in this on a regular basis, and I'mtelling you in
our little neighborhood nore than 75 (i naudi bl e)
peopl e, and on top of that, we have Ozark Electric.
Because we're not in the -- so we have Ozark Electric.
April of 2024, we got a denmand char ge.
April of this year, we got a second increase. And the
excuse was their main supplier of power has to cover
the cost of all the hurricanes and fires and fl oods
t hat happened this past year. Okay. | understand
that to a point. But you did -- they did two
I ncreases, so we had to deal -- we got no warning
about Liberty raising our water bill. At all. Except
for the nonth that it went up.
On top of that, the Gty of Kliever or
the -- actually, Christian County thenselves were
behi nd on property tax eval uation, and everybody's
property taxes doubled. So this is what Christian
County residents have dealt with in the [ast 12
nont hs, and then this to cone in and hit us again with
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you guys giving us nore than double our water bill,
and then telling us, oh, well, it's -- well, that's
not an excuse.

DI ANA CARTER: And if we can have your
name, if you don't want to say it in front of
ever ybody.

SHANNON BOOKQUT: No. That's fine. [I'm
Shannon Bookout (phonetic).

DI ANA CARTER. Ckay. And Shannon, |'m
sorry, | didn't hear your |ast nane.

SHANNON BOOKOUT:  Bookout. Yeah.

DI ANA CARTER: Because we want to listen
for the call because, obviously, Candice will want to
talk wth the custoner service representative because
no one shoul d be hanging up on you or mstreating you
in any way on a call. So she'll need to listen to
that. She'll be able to find your call, though,
because all the calls are recorded. So she'll -- and
take it (inaudible).

SHANNON BOOKQUT: | -- you probably got a
| oad of calls from people in our community because the
first thing | did was go on social nedia on our -- our
Kl i ever page and told themto call your office and
file a grievance against the -- the Liberty because we

did not get a proper warning and given a warni ng on
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the nonth the bill -- on the nonth that the increase
is hitting us is not a warning. It --

DI ANA CARTER. And then just very briefly
on that, because, again, that -- that was the result
of a rate case that -- that occurred previously, and
how t hat works, we give notice before public hearings.
So you woul d have had notice before the public
hearings in the context of the rate case --

UNI DENTI FI ED FEMALE 8: W don't have
Internet service readily available in our area.

SHANNON BOOKQUT: | have a hotspot on ny
phone.

DI ANA CARTER It was mailed. It should be
mailed. It's on your bill.

SHANNON BOOKQUT: No. We get two
adversenents in our bill every nonth, one talking
about energy saving and the one -- the other one
tal ki ng about going paperless. | have all ny bills
going all the way back to 2024 because | keep a year
back when | -- every year, | keep a whol e year of
bills and not one of those adversenents in there or on
the bill does it speak about a hearing of a price
I ncrease except for on the -- the April bill of this
year. On the back, there's a little paragraph talking

about it. That is the only thing that we've ever --
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and | went through all ny bills and did not find an
adversenent page in there or anything on the bil
itself, and | tried to explain that to her. | had all
nmy bills sitting on the table when I was on the phone
with her talking to her about this. And she called ne
aliar, and I'msitting here with themin front of ne.
I"'mlike, where is it? Wwereis -- where is it you're
tal ki ng about? Because April of 2025, the nonth we
got the increase was the nonth that the -- then we got
three bills in a row

DI ANA CARTER: |'m (i naudi bl e).

SHANNON BOOKQUT:  Un- huh.

DI ANA CARTER: Billing issues (inaudible)
of the local public hearings and the water case.

SHANNON BOOKQUT: She told nme it was
online. They put it out online.

DI ANA CARTER. It was al so online, and
again, | amso sorry for how you were treated by that
custoner service representative.

SHANNON BOCOKQUT:  Unh- huh.

DI ANA CARTER: Candice will listen to the
call. She'll get the ID and (inaudible).

SHANNON BOOKOQUT: Well, like | said, we're
not Billings. So if you go dem-- if you go by a zip
code, we're going to be wapped into -- into a town

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS

www.lexitaslegal.com Nevada Registration #116F - California Firm Registration #179




© 00 N O O A~ W N PP

N DN D DD DNDDNN PP PR R
aa A~ W N P O © 00 N O 0o A W N +— O

Transcript of Proceedings

June 10, 2025 Page 94

that we don't live in. Because we're actually in
Kliever. Since we don't -- we're doubl ew des and
single wwdes. And, so we're not considered in the
city limts because of the -- the zoning Conm ssion
won't include us into the city. So when you guys use
a zip code for your whatever you' re doing, when it
cones to billing or anything that you do, if you
include us in Billings, but we're actually in Kliever,
it'"ll be by -- by your account, it'll be your -- the
mai | i ngs went to everyone who is a Liberty Utilities,
M ssouri Water, LLC, custoner in this case, and | was
talking with their (inaudible) it would have been
maybe three or four years ago that the ownership would
have changed, | believe, on -- no. Mdland Water was
nore than three or four years ago.

TIMWLSON. If it's all right -- |
apol ogi ze. W got to -- quite a few people we want to
get through, but what |I'masking for you to do, if you
woul d, pl ease, again, just go back to the PSC or the
OPC table --

SHANNON BOOKQUT:  Un- huh.

TIMWLSON. -- and articulate that. At
| east have a contact so we can follow up.

GEOFF MARKE: And while we would like to

explain nore things to you, we want you all to be able
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to speak, so. Try to nove things along, so we can get

nore things on here. | have a Jessica, it |ooks |ike,
that | -- | amstruggling with the |last nanes, with a
C.

JESSI CA CARSTEN:.  When you guys had your
systemswitched, | was actually on a budget billing
wWith you guys. Wiile May didn't see a bill, hadn't
seen a bill for like nonths, so | called (inaudible)
they're like, oh, well, this is your bill, and that

was |i ke, alnost $2,000.

| live in a whole little small farnmhouse.
It's me. | have all ny stuff on power strips.
Literally. [|'ve shut everything off except ny stove
and ny refrigerator. Everything sits on power strips.
So how can ny bill for four nonths be for -- al nost
$2,000. So when | got that, they said, okay, we'll
fix it. They put nme -- you nmake so many paynents of
$321, then you will get back on your budget bill pay.

| have made si x paynents of $321, and | amstill --

because | get a bill that's a thousand (i naudible) I
haven't seen a bill in alnost four nonths still.
It's, like, frustrating. For what it's worth, if |I'm

getting it for four nonths, and how can they be al nost
300-sone-odd dollars when it's nme? |'mnever hone.

There's no (inaudible) that nmuch noney. And | had a
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kid living wwth nme at the tinme. That is just
ridiculous (inaudible) small farnmhouse. | have a TV,
| have a refrigerator, a m crowave, but they
(i naudi ble) stuff. | don't have anything extrene that
shoul d be using power, and again, it's just
ridiculous. | can't understand why |I'm getting
charged that nuch.

And with the water, there was -- the
wat er's outrageous, but | have no water |leaks. | do
not -- | even just had a plunber under ny house, and
there was no water leaks. It was all dry under there.
So | want to know what is going on because, to ne,
that's just ridiculous. If I -- 1 can't get a bill.
| ook through the e-nmails. There's no bill from
Li berty UWilities. And |like everybody el se, they call
custoner service, you get rerouted fromone place to
anot her to another, and then you get another bigger
bill, and how are you supposed to pay that bill when
your bill was supposed to be on budget pay, after so
| ong?

CANDI CE KELLY: And Jessica, you said this
happened | ast year?

JESSI CA CARSTEN: Last year. It started
| ast year.

CANDI CE KELLY: Is it still occurring?
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JESSI CA CARSTEN:  Yep.

CANDI CE KELLY: Ckay. Have you talked with
one of the custoner service representatives out in the
hal | ?

JESSI CA CARSTEN. |'ve talked -- no. |
tal ked to custoner service through your call center.

CANDI CE KELLY: Uh-huh.

JESSI CA CARSTEN: It's the sane thing,
wel |, you need to pay this (inaudible) back on budget
billing. Then why is it -- you know, to ne, first,
they're like well, you pay (inaudible) why wasn't |
put on budget billing after the six nonths of ne
payi ng that or three nonths of ne paying that?

CANDI CE KELLY: So we definitely want to
| ook into that for you. | -- | got a few girls back
here, one of them if you don't mnd --

JESSI CA CARSTEN:  Uh- huh.

CANDI CE KELLY: -- getting with themto get
your information. | do have your first nane, but |
didn't get catch your |ast nane.

JESSI CA CARSTEN: Carsten, GA-RS-T-E-N --
E-N. It's just getting frustrated when you're trying
to get your bills straightened out, and then, |ike I
said, it's just nme, and | have an ol d farnhouse.

Everything literally is on power strips except ny
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refrigerator and ny stove, so there -- and ny washer

and dryer. Should be no reason -- and all of them get
clipped off. | even have notion lights, so | don't

turn anything on at night if | get up. And ny bill
shoul d never be that high.
CANDI CE KELLY: So they will help you

(inaudible) and | will also have sonebody else from
the operations side of things. W'I|l take a | ook at
it and give you a call, naybe even neet you out there

to check our side of the service to nake sure
everyt hing' s okay.

JESSI CA CARSTEN: Yeah. And actually, he's
here. | sold ny box to this gentleman over here. But
| don't (inaudible) there wasn't (inaudible) first
noved t here, sonebody was stealing the electricity
fromthe backside. And that still has never been
resol ved.

CANDI CE KELLY: Sonebody el se was stealing
your electricity?

JESSI CA CARSTEN: There was a pole, and
then there was a neter, and they had a -- their stuff
on the meter fromthe house behind m ne.

CANDI CE KELLY: And you reported that to --

JESSI CA CARSTEN:  Uh- huh.

CHARLOTTE EMERY: Because that's the proper
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channel is to report that to --

CANDI CE KELLY: Yeah. And still nothing.

TIMWLSON: Jessica, please be sure to get
a card and al so touch base wth PSC and OPC.

CANDI CE KELLY: Okay. Because there should
be no reason that |'m paying for sonething that
sonebody's taken froma neter that | wasn't
(i naudi bl e) .

CHARLOITE EMERY: That will need to be with
| ocal | aw enforcenent on --

JESSI CA CARSTEN: | did.

CHARLOTTE EMERY: (kay.

JESSI CA CARSTEN: They finally took it out.
But the bill is still there.

CANDI CE KELLY: As far as the usage, I'm

not sure that -- we can definitely |l ook at that and
talk to you about that in the -- in the back, if
t hat' s okay.

JESSI CA CARSTEN:  Yeabh.

CANDI CE KELLY: Okay. Thank you.

JESSI CA CARSTEN: But are we still having
to keep the smart neters whether we want them or not?

TIMWLSON:. Cone August, you have the
opportunity to switch out.

JESSI CA CARSTEN: We do? So can we cal
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and say we want an anal og neter?

GEOFF MARKE: | don't know how that's going
to work honestly. The recent |egislation just passed
to go ahead and open that up.

JESSI CA CARSTEN: Because it's just --
as -- | nean, | should have got -- | should have got a
bill before four nonths, and | shouldn't have got a
bill for every three nonth here or when they want to
(i naudi ble) and that's the biggest frustrating part is
when -- even like a single parent, how does a single
parent, maybe if one kid, even one kid, supposed to
pay a thousand and sone odd dollars when they're on a
budget trying to take care of their kid, and that's
their only resource, so.

TIMWLSON: Thank you.

GEOFF MARKE: Thank you.

UNI DENTI FI ED MALE 5: |'mon your list. |
gotta get outta here to go take care of kids. What
you guys do with Liberty, your -- these people that
can't afford their bills, they can't afford to support
t he busi nesses that are in the towns, it's a
trickle-down effect. | have reported water |eaks for
a year because | drive all over this town, and | see
them and I'Il call. 1t's not nmy job to call Liberty.

And there's still a | eak where | serviced, seeping out
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of the road, on their property. And | assunme the city
wat er systemis (inaudible) after another. It's
honestly -- seeing increase, increase, corporate
(i naudi bl e) sell off, buy nore, put in a new building,
all this crap for you to get nore and nore noney. The
co-op that have -- you've got your (inaudible) in
t here, you've got welders (inaudible) daily wth
cheaper electric bills than me in a 1,500-square foot
hone. | nean, we have a normal life. But if they're
payi ng 180 bucks a nonth, they've got plasnma tables.
They' ve got everything. They're paying 180 bucks a
month. |'m 250 to 350, and it's not as high
(i naudi bl e) out there. But you're killing these
communities. And it's crap.

GEOFF MARKE: Dee Siefried (phonetic). Sorry
for --

DEE S| EFRIED: W noved here from M chi gan
30 -- 39 years ago, and we were so excited because we
can buy a house we could afford. W could get energy
that we could pay for, cheaply. And guess what? |
think I have the answer for all of this problem They
built a beautiful new building, and I got so excited.
Because | can just run down there, open the door, and
pay nmy bill. | walked up toit, and it was | ocked. |
t hought, well, what are they doing with that
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(i naudi bl e) why don't we hire -- you all hire sone

| ocal people to be there to pay -- take these people's
nmoney. You know, certainly, the goodness -- yeah.
Even one person. Thank you. And -- and it's a shane.
You' ve got this beautiful big building, and it's just
wonderful, but. Wat do they do there? They don't
take noney. They don't have conpetent people to speak
to us personally. 1'mone of the old fol ks here
because we used to run down, bunp our tires on little
thing that -- and run in and pay our bill, and we knew
the people. And we get a bill -- a receipt back, and

we never had a problem The water bills are

di sgusting. |'ve encountered -- |'ve got one water
bill. 1'"mnot going to go through a |ot of things,
but the fun thing I have is show and tell. This is

what | got in the mail where | had received the
original bill, I got four of these in the mail in one
day in ny post office box. Maybe the post office
(inaudible) and | didn't realize they were copies.
And I'mvery diligent (inaudible) different than the
fronts, so | couldn't seemto get them organi zed.
Maybe it's ny age. But | really feel |like we are --

we were spoiled. W were treated with respect. The

people knew us. |If we went in there and we had a
problem-- | had rental properties. |f there was a
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problem | could go in there and talk to soneone, and
they said, okay, Dee, we're going to get this taken
care of. And that is over. And it's over all over
the world. | know. So we're spoiled, but | think
that's the answer. Get us sonebody locally that we
can pay our bills to. And | don't think it would cost
much nore than that, that doesn't know the answer and
can't take your noney. People are old fashion stuff.
So you're dealing with a bunch of old people that are
spoiled. O people that (inaudible) used to good
cust omer service.

So obviously, |'ve been in business for
many years, and | don't see custoner service nuch
anynore. Even the people we talk to on the phone, and
they try. Those girls |I called about these bills, |
did -- and I"'mnot going to go into all of them but
(i naudi bl e) one water bill, one day, | let it sit on
ny desk, and | like to pay (inaudible) paid it, got
anot her water bill (inaudible) briefcase, and the
usage on it, but the water bill | got first was
cheaper than the second one with the sane usage bill.
And it was like five (inaudible) so -- and it was a
double price. So there -- yeah. W (inaudible) we're
all saying the sane thing. W just want sone hel p and

respect and | et us pay what we owe. But don't charge
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us nore, and | thank you all for (inaudible) doing
this for us. W need -- we need for people to know
each other, and a |l ot of us know each other in this
room but we need to know you all, too. And naybe
that will help, so. Please do what you can. W
appreciate it, and whatever you're doing to do

(i naudi bl e).

GEOFF MARKE: Thanks, Dee. Virginia Swain.

VIRANIA SWAIN.  Well, gosh. | hope |
woul dn't have to conme up here and ny conpl ai nt
woul dn't be reached. ['mgoing to second Dee. | was
goi ng to say drop box, but having a person to pay with
t he anount of elderly that our comrunity has, that
woul d be respectful to our elders. Those ones that
pay checks, they deserve to be -- pay checks. They've
lived that Iong. They deserve to live that right
because that website, it sucks.

UNI DENTI FI ED MALE 6: It does.

VIRGNNA SWAIN:  So first, | want to
comrend the guys that did the work other than Julie's
(i naudible). She has really big ruts in her yard.
She's ny neighbor. They did a great job. Got her
power back on in 30 days, and | know they worked hard,
and | know everybody works hard. But we -- |

(inaudible) I can't because |'ve (inaudible) I've
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changed that website (inaudible) because the bill
cones in (inaudible) they won't change it. So while
he's at work, | get onto log on to pay, | have to

call himand say, what's the code, because you all

won't give it to ne. That needs to be fixed. | pay
the bills. He makes the noney. | pay the bills. |
want to be able to log on to pay the bill. Change ny

e-mai | address. Good God. Like, it's so hard. I

nean, | had done it. |'ve went in and physically did
it, and it still went back to reverted back to his
e-mail. So | don't look at the bills. I'mnot really
super good | ooking at the bills. | log on, and | pay
every single nonth. | -- | go on, | log on, the
amount, they vary, but they were smaller from like --

like | said, June of |ast year on up. They were --

they were right. They get snmall, and | get a bigger

one, and | get a small. | amsolar. So | do have
nonths that | don't have a very big bill. | have a
meter bill. That's about it. So | pay it, and | nove
on. January, February (inaudible) bill. She said,
well, let nme back up. Before that, | tried | ogging
on, and one tine | called and -- and (i naudi bl e)
account nunbers. | got one house. Wy |I got so nany
account nunbers? And the |ady said, oh, well, just

i gnore the rest of them only pay the one that has
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like a 6,000, | think it is. So that's what |'ve been
doing. So | was paying the right spot, looking in the
right spot, paying that bill every nonth, then | get
that big bill and a call (inaudible) she said, well,
It was either a neter reader issue or an accounting
| ssue. But you have not been billed correctly since
June. So it took you all six nonths to figure out you
haven't been billing ne correctly. Yeah. But we'l]l
set up a paynent plan and you (inaudi ble) no, nma'am
If it took you six nonths to figure out you owe ne,
that | owe you, it's going to take ne six nonths to
pay you back for starters. M question is, since |
have sol ar, how the (inaudible) noney if ny neter
wasn't working all the way back to June, al nost a
year, how do you know that ny solar wasn't producing,
and | should have only had a neter fee? How do you
know | have a $900 bill?

TIMWLSON: Qur neter runs forward and
backwar d.

VIRANIA SWAIN. | don't go out there and
| ook at it.

TIMWLSON:. (Il naudi ble) you guys
(i naudi bl e).

VIRG NIA SWAIN:.  But ny question is,

nobody's been able to answer it is, how do you know
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that | owe you those six nonths? Because | --

UNI DENTI FI ED MALE 7: And what and how
much?

VIRG NIA SWAIN:.  How do you know? \Were
did you cone up with that nunber? Were did that
$900 -- well, one tine it was 900, and then it was
900 -- | have a stack of bills like that. But |
started keeping them when they started comng |ike
every three days, and | think everybody el se had, too,
| see everybody wal k --

UNI DENTI FI ED MALE 7: W got six bills in
four days.

VIRANIA SWAIN. A four-day period.

CANDI CE KELLY: And | would have to | ook at
the account to be able to answer those questions. |
can't answer those questions sitting here on the fly,
and | do apologize. |'d be nore than happy to | ook at
that for you, but --

VIRANIA SWAIN:.  How are you all handling
solar? | nean, how are you -- with all of this crap
that's going on?

CANDI CE KELLY: You're getting feeds off of

that neter. So what -- what is happening with those
reads 1s what we need to |l ook at. And how -- how it

I s displayed on your -- your bill.
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UNI DENTI FI ED MALE 7: Do you guys have a
forensic IT teamto go in and investigate -- |I'm
serious. Because (inaudible) that was up here, fire
his ass. | nean, yeah.

GEOFF MARKE:  You're nmaki ng sone good points.

VIRA NI A SVWAI N

TIMWLSON:. Sorry. As far as the solar,
that is -- that is a particular issue we're | ooking
into, but like he said, we're going to need to | ook at
bills, and then follow back on it, be nore than happy
to work with you.

VIRGNIA SWAIN:.  How do they get a bill? |
mean, if I'"mnot getting billed correctly and ny neter
I's not getting ready correctly, how do they know if a
nmeter wasn't read correctly, how they even know that |
owe thenf? They just pull that nunmber out their butt?

UNI DENTI FI ED MALE 7: Really?

VIRGANIA SWAIN. |I'mnot trying to be rude.
| sell real estate, and I sound like a hick right now
because |' mnervous, and | get nervous when | -- but |
sol d a house Sunday, and you know what ny buyer said?
Is it in Liberty? Because | won't buy a house in
Liberty. You all lost nme a buyer. Because they
woul dn't buy the house because it was covered with
Li berty Electric. That's sad. [It's just really,

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS

www.lexitaslegal.com Nevada Registration #116F - California Firm Registration #179




© 00 N O O A~ W N PP

N DN D DD DNDDNN PP PR R
aa A~ W N P O © 00 N O 0o A W N +— O

Transcript of Proceedings

June 10, 2025 Page 109

really sad, and | don't know what el se to say.

UNI DENTI FI ED MALE 7: So what is your

plan --
VIRG NIA SWAIN:.  Yeah.
UNI DENTI FI ED MALE 7: -- to fix this?
VIRANIA SWAIN. Do you have a pl an?
UNI DENTI FI ED MALE 7: You got --
TIMWLSON. Froma billing perspective --
UNI DENTI FI ED MALE 7: Yes. Serious IT
problem Serious. Absolutely serious. Billing and

the website. So what is your plan to -- get this
fixed?

TIMWLSON. Froma billing perspective,
we've net nonthly with staff and OPC and have gi ven
them our plan. W have followed that plan, and we
continue to show progress with that plan. W know
about the multiple bill issue. W think we have that
fixed. So it does not surprise ne you received four
bills.

UNI DENTI FI ED MALE 7: Si x.

TIMWLSON:. Sone people received nore.
kay? Just the postage al one, believe ne, there's no
one nore upset about that than ne. And -- and we've
tal ked, and we've kept themup to date with our plan.

We have a plan noving forward as well, where we're
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actually getting really close on the majority of our
custoners. W're like 95 percent accurate. As |
alluded to in ny opening, the areas that we're having,
that we need to continue to delve into and work on, up
to and including that netering, and | woul d say
collective billing, and then those that have dual
commodity which are a lot of folks here in this town.

UNI DENTI FI ED MALE 7: Well, | hope you do.

VIRGNNA SWAIN:. | do, too. | do -- we
sold ny nonis house, and she has solar. And the gir
calls nme, and she's had it for two years now, and
she -- she called ne, she said, you realize Liberty
never turned on ny solar. She said, |'ve been paying
these bills, paying these bills, paying these bills,
and they never even turned on her solar, on her neter.
So | just -- you all -- yeah. Inconpetence. You've
| ost our --

UNI DENTI FI ED MALE 7: Trust.

VIRGNTA SWAIN.  Qur trust. Badly. It's
going to take sone tine to earn it back. | don't know
If we can vote and get sonebody el se either, but.

CANDI CE KELLY: Do you have -- do you m nd
giving ne that address?

VIR NIA SWAIN.  Wat ?

CANDI CE KELLY: The one that you said you
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sold. Thank you.

GEOFF MARKE: Frank Johnson.

UNI DENTI FI ED MALE 8: (I naudi ble) a m nor
(i naudi ble) neters are read by (inaudi ble) nonths
(i naudi bl e) by a matched network, they talk to each
ot her, and then they go to a collector on a pole, and
It goes out cellular.

TIMWLSON. So a |local network, not -- not
satellite conmunication.

UNI DENTI FI ED MALE 8: (I naudi bl e) al
confused. Bad matters.

TIMWLSON. Frank Johnson. G eg Jenkins.
Ken Hurley. Dustin. |s there a Dustin who signed up?
Dee, next.

DEE SIEFRIED. Qur sewer bills (inaudible)
sorry. Qur sewer bills in Aurora are tied to our
water bill, and we ruined sone big sewer bills -- I'm
amazed how nuch sewer goes through ny house, but the
thing is, I need to know who are our city sewer people
I s because, is it the net or the gross? You know, do
you i nclude the taxes? Wat is the nunber that's
given to our sewer -- sewer conpany? Because when ny
water bill -- nmy electric -- is it electric or water?

TIMWLSON:. Dee, | apologize, | didn't get

your last nane. So I'mcalling you by your first
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nane.

DEE SI EFRIED: Siefried (inaudible).

TIMWLSON: Your sewer provider is who?

DEE SI EFRIED: Qur city.

TIMWLSON:. The city of what?

DEE SIEFRIED: Aurora city.

TIMWLSON. Oh, Aurora. Ckay.

DEE SIEFRIED: So it's tied to the usage.
And if it's tied to the usage, and our neter's not
read correctly or the -- anyway, |'mjust wondering
what nunber they're reading. Gving to them

TIMWLSON. That's a really valid
gquestion. | -- | --

DEE SI EFRI ED: That's what --

GEOFF MARKE: So Aurora's Minici pal Sewer
System charges you by value netric charge, it's not a
supply fee?

UNI DENTI FI ED MALE 9: (I naudi bl e) by how
much water we use.

DEE SI EFRI ED: Yeah. They take our water
bill.

GEOFF MARKE: Ch, boy.

CANDI CE KELLY: So they get consunption
fromthe utility, consunption usage for certain

nont hs, and each city is different. So |I'm not going
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to -- | won't say which nonths it is here wthout
verifying because | don't want to get the -- the --
February -- or the nonths that the City of Aurora uses

for your consunption to figure sewer bill.

DEE SI EFRI ED:  Ckay.

CANDI CE KELLY: Thank you, Kelly.

DEE SI EFRI ED: But |'m asking. W've got
that read out that said, here's part of the bill.

CANDI CE KELLY: Only the consunption. The
usage itself.

DEE SIEFRIED: Not the taxes.

CANDI CE KELLY: No.

DEE S| EFRIED: All the fees.

CANDI CE KELLY: Right. Yes.

DEE SI EFRIED. That's what | wanted to
know.

CANDI CE KELLY: It's just the consunption
itself. The actual usage for those three nonths.

DEE SI EFRIED: Well, I'msure (inaudible).

GEOFF MARKE: That's definitely sonething

we'll be follow ng up on, as a conpany to -- to -- to
see how the reports have -- have gone through. Thank
you.

DEE S| EFRI ED: Thank you.
CANDI CE KELLY: Yeah.
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GEOFF MARKE: M chael Towns (phonetic).

MCHAEL TOMNS: |'mtired. | didn't want
to conme here, but |ike soneone said earlier, we've
been living here for nine years. | have nothing bad
to say. Sone of these people think they're fully
telling the truth, and sone of them I'mlike, you
guys probably aren't going to cone out on the good end
of this. I'mgoing to give you ny account nunber, so
it's on record. Been trying to get you guys to cone
out and check, and they finally, today, | cone in, and
they're like, yeah, we'll be out there. 1'mlike,
okay. That's pretty cool.

So | had a house fire in 2020, and you guys
treated ne |i ke garbage because | was poor. | al nost
died. It's all on record. As a matter of fact, it's
all on -- you said you can | ook at those phone calls.
You shoul d | ook up m ne between February -- let's see
21st of 2020 and June 5th. Look those up when | was
poor. Went and shut ny electric off, and | was
sitting on the porch and your guy cane out, and |
called you, and | was too sick to make decisions for
nmy famly. You shut it off, so | borrowed the noney.
And, so | went to go get all the docunentation and go
figure, I can't ook up anything from5/24 of | ast

year. So they couldn't even do it out there.
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So anyway, what | decided to do was, not
j ust because of you, | have nothi ng agai nst you
people. O your conpany. | got better. And I

grinded year after year, and | nmade nore noney. SO

now | just pay your bills when they cone in. | -- the
nonths that we didn't get the bill, well, that's true.
A | ot happened. But you know, | just kept paying.

So since Decenber until now, I'mgoing to

pay this next one off. Took nme a long tinme, but it's
alnpbst -- it's over $5,000. So |let ne give you ny
account nunber. You don't have to believe anything
|"'msaying. | don't really care. Most people would
probably -- whether they admt it or not, kind of tuck
away in a corner and cry. Sone of themare. They
don't nmake the noney | do. | had to nearly Kil
nyself to get where | am But what caught ne was, |
understand the thing where you're | ooking at your
billing -- bill and you say, you -- it says that
you're charged like -- |'ve been (inaudible) | -- so
it's a big deal because | sawit, and |like, oh, nman,
they're charging us. | call.

Ckay. So | -- | get what you' re saying.
Those glitches happen. But then | started | ooking at
everything, and I'mlike, oh, ny God. Look how nuch |

paid. Like, that's a |lot of noney. You know, so when
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we stopped using ours, brand new wiring, brand new
York system brand new everything, even your snart
neter is brand new, we -- and ny bills just keep going
higher. So |I tested that in February. W burnt wood.
And | came out with alnost a 900-dollar bill. So
anyway, | got $484.88 left. The account nunber is
B | mnot just asking you to look like --
["'mtired. | -- 1 don't want to be here. MW wfe
said, probably need to go. And a lot of it's because
sone of these people don't nmake what | nmake. | had to
kill nyself to get here. (Inaudible) other stuff, you
know. Like, when |I'm behind, |Iike, you know, maybe
it's a past due bill, you're right. So | just kept
payi ng, and | just kept paying. And, so for the first
time inalong tine, it's not your fault. | got sick
for two years. So this Friday, |I'll be paid to zero.
But you (inaudible) and | conplied, and then all of a

sudden after all this tinme, take a | ook. Everything,

just poof. I'mlike, well, that's strange. Quys,
|'ve been calling you. They're like -- well, you're
telling nme now all of a sudden ny bill just shoots

down to the bottom
So this one's like with the water and
sewer, | think it's like 280 sonething. |'mlike, how

in the hell -- pardon ny |anguage. How did | get a
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bill under 500 bucks? Take a |look. | get -- | get
the past due. But |ook at ny paynents. And you
should send ne an e-mail telling ne thank you. Ckay?
For all those paynents. All the threats (inaudible)
you can | ook up that phone call. Wen | was dying on
nmy front porch, your guy yelled at my wife. [l

never forget that. So | forgive you. And |I'm going
to keep paying ny bill. And I'msorry, | just don't
bel i eve you guys are going to cone out on the good end
of this, so. But that's ny account nunber. You guys
|l ook it up for yourself. Okay.

GEOFF MARKE: Matisha Orelio (phonetic).
Orelio. D d he (inaudible).

MATI SHA OVELIO So | have a very | oud
voi ce. W have sol ar.

UNI DENTI FI ED MALE 9: No, no, no.

MATI SHA OVELIO  So ny question is, on our
bill, it shows that we produced nore than we used.
Wher e does our power go?

UNI DENTI FI ED MALE 10: \Where does the
excess go?.

MATI SHA OVELIO We were told that we woul d
get like a --

UNI DENTI FI ED MALE 10: \Wen we first --

whenever we first got it, we were told originally by
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one of the people that were going to sell it to us,
that it resets every nonth. But then by Liberty, we
were told, no, it resets every year. But with the
smart neter, there's |like everybody says, you know, it
goes forward and backwards. GCkay. Well, obviously,
there's going to be excess. Were does it go?

MATI SHA OVELI O There's no --

UNI DENTI FI ED MALE 10: Because we'll pay
$13 one nonth, and the next one it will be $13 so
that's telling nme that it -- that we're producing --

MATI SHA OVELIO W' re produci ng nore than
we' re using.

CANDI CE KELLY: So | can't (inaudible)

I nformati on custoner service. Wat | can tell you, as
far as the credit, if you're overproducing --

MATI SHA OVELI O  Unh- huh.

CANDI CE KELLY: -- you're still going to
have a custoner charge. Your solar production does
not cover the custoner charge or the taxes on the
bill.

UNI DENTI FI ED MALE 10: | understand --

CANDI CE KELLY: If you overproduce, then
that credit builds up into a -- | don't even know --
| i ke, a bank for your solar production.

UNI DENTI FI ED MALE 10: Does that --
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CANDI CE KELLY: And that's where that year
cones fromthat you were tal king about.

UNI DENTI FI ED MALE 10: Does it recede --
does it reset every year or is it every nonth?

CANDI CE KELLY: It rolls over, and it
builds up to a year. After a year's tine, it drops
off. So --

MATI SHA OVELI O So you steal our power.

CANDI CE KELLY: If it's not been credited
after a year, it does drop off.

UNI DENTI FI ED MALE 10: They take it.

MATI SHA OVELI O You steal our power and
get paid for it by other people.

UNI DENTI FI ED MALE 10: | nean, that's
technically what's going on here.

MATI SHA OVELIQO That's what you need to
| ook into. Everybody's power is getting stealing from
you if they have solar.

(1 naudi bl e conversation.)

CANDI CE KELLY: That credit builds up into
a bank. After so long of it not being used, you woul d
have to not produce any overage for a long period of
time not to use it, but after so long of it not being
used, it does drop off, but after that year's tine and

that's --
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MATI SHA QVELI O Then why don't you guys
pay us for our power then? You're getting paid for
it. Wiy are we not getting paid for the power we are
payi ng to produce?

UNI DENTI FI ED MALE 10: There's electrical
conpani es out there that pay for the excess. It
shoul d be at |east paid back at the end of the year,

I f there's an excess.

MATI SHA OVELIO. O take off the 13-dollar
a nonth char ge.

UNI DENTI FI ED MALE 10: Well, it's not even
t hat .

MATI SHA OVELIO O let it go to that, to
where we don't have to pay that.

UNI DENTI FI ED MALE 10: Just pay us at the
end of the year. |If there's an excess, it wll --

TIMWLSON:. Al right. W're having a
si debar here trying to figure out --

UNI DENTI FI ED MALE 10: -- getting solar,
too. That's what | think. 1t'll push people to get
sol ar.

MATI SHA OVELI O We have extra panels to
make sure because the panels only produce 100 percent
for 30 years. And then after that, by 20 percent. W

got extra panels to make up for that in the 30 years.
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DI ANA CARTER: W understand your
frustration. W, of course, have to charge by our --
our tariff sheets. And -- and the net netering.

MATI SHA OVELI O  Wiere should | send ny
bill to then? Because | should be witing a bill.

For you. Am1| right?

TIMWLSON. M'am |'mgoing to encourage
you, again, just to reach out to the PSC, the OPC
t abl es, because the solar is a thing that we're going
to need to look into further.

MATI SHA OVELI O Cool. Thank you.

UNI DENTI FI ED FEMALE 9: W're supposed to
contact (inaudible).

TIMWLSON. You can. Yeah. That's ny
card.

DAWN HERBERT: Dawn Herber. Herbert.
Sorry.

UNI DENTI FI ED MALE 11: (I naudi bl e) awesone
(i naudi bl e) shoul d have never happened.

DAWN HERBERT: | have a little cheat sheet
her e.

UNI DENTI FI ED MALE 11: (Il naudi bl e) agai nst
t he | aw.

DAWN HERBERT: (I naudi bl e) but when | noved

here, ny bills were remarkably small comng froma big
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city. But as soon as they got rid of the anal og
neters and went to the smart neters, sonehow ny usage
doubl ed, alnost tripled. So then ny bills were |iKke,
oh, I'"m back in Houston again, you know? But -- and
then | believe you said sonething about, you can get
anot her anal og neter put in because | just -- between
the billing rates going up, it's hard to believe your
nmeters are correct. And shocking. It's very

shocki ng.

| got a divorce last year. | amonly one
person in ny honme. M rates are al nost hi gher than
now that | have a kid that noved out, an ex that noved
out, and it's just little old ne. | won't even turn
on ny freaking AC

UNI DENTI FI ED FEMALE 10: Me either.

DAWN HERBERT: | won't. | can't. | am one
i ncone. And it -- it's hard. | nean, | -- | ama
young person. Yeah. You know, | nmake a better living
than these retired people, but this is horrible.

UNI DENTI FI ED MALE 12: Si ck.

DAWN HERBERT: And |'m accustoned to
keeping it a balny 68. | have to go through the
change. | need a cool house, you know, but it's --
it's -- it's awful. | have to go sleep upstairs.

Qpen up ny wi ndows, turn on ny attic fan. And then
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put another fan on. | did not use ny electricity
during the winter, and | had a $400 bill.

UNI DENTI FI ED MALE 12: Keep ranti ng.

DAWN HERBERT: | was using gas, and | was
sleeping in ny living roomnext to ny (inaudible) it's
awful, and then when | was trying to do the transition
of the divorce, and you all were doing the new account
nunbers, you all forced himto do the new account
nunber before you could give ne ny account nunber,
then | don't get a bill for three or four nonths.

Ri ght? (I naudible) noney right now So |I'm smart
enough to put noney aside. |'ma financial analyst,
and | go through these bills. The math ain't mathing.
The math ain't mathing, and I went to your -- the

bal ance billing. Well, how do you math bal ance
billing and the bills aren't the sanme? As a financi al
anal yst, | know you got to like buffer it a bit. But
it'"s wong. It's still not the sane.

And then they -- they can't say, well, we
don't know what your usage is, ma'am Qur old account
nunber is not tied to the new account nunbers?
Because as a person that have done |ots of system
change t hrough many corporations, you al ways have to
have (inaudible) go. You just (inaudible) bad. It's

dunmb, if you don't. Sorry, |I'mshaking. But sone of
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these electric bills are probably nore than people's
nortgages now. That's a sign.

UNI DENTI FI ED MALE 12: Yeah.

DAWN HERBERT: That's cruel. [It's cruel.

UNI DENTI FI ED MALE 12: My heart. M
(i naudi bl e) .

DAWN HERBERT: So, yeah. I'mstill paying
200, 285, and | haven't turned on ny AC or ny heater.
| think I mght have had to turn ny heater on in
February, otherwise, it was literally 30 in ny house.
Because | do own a old hone.

Let's see. And I'd like to know how to
read nmy neter because |I'll sit there and go, I'm
wat ching close. | don't know how to do that shit.
Li ke, it's got, like, four, five different nunbers
blinking at nme, and I'mlike, | don't know which one
to read. | want to know how many kilowatts |'m using
for that hour of drying clothes, washing dishes. O
not washi ng di shes, but you know what | nean. Drying
cl ot hes and watching TV or whatever, running ny Al exa
music. It just -- it -- since | noved here, and it's
just -- those first six nonths were glorious, then the
new neters got put in and all of a sudden, it -- it --
it's -- it's shocking. | can't see -- | can't neke

sense of it. | just can't.
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And then | just have a question.

guys are providing water, why does the Gty of

that. Most water conpanies, you use, and then

know how to explain that to ne?

utilities should have kept them

all the noney. Wy don't you all do the sewer

nei ther here, nor there. Oh. And then how do

get the nedi an average of the bal ance billing?

doing that? (Inaudible) recently.

this address --

DAV HERBERT: Cct ober of 2020.

CANDI CE KELLY: Then we have your

sanme system So sonebody el se or sonebody wt

you just now started budget bill, so you were

I f you

Aur or a

do the sewer? What -- | cannot -- | don't understand

you

getting billed -- how does that work? Does anyone

UNI DENTI FI ED FEMALE 10: (I naudi bl e)

DAWN HERBERT: But | nean, the sewer system

Is bad. It backs up in our basenent, so you all got

, 10O0;

you know what | nean? But anyway, that's no --

you all
| f

i ke, ny nunbers aren't matching, how are you all

CANDI CE KELLY: [I'msorry, you noved into

usage.

So we still have the access to the history that you

had prior to the systemupgrade. |It's just not in the

h access

to the other system would be |ooking at it, but where

not on
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it in the previous system correct?

DAWN HERBERT: Right. But because the old

bill was in ny ex's nane, they make it sound like |I'm
not privy tothat. I'mlike, I'mthe sane person
since 2020, and | just --

CANDI CE KELLY: Even sonebody brand new
nmovi ng into a house can go on budget bill plans based
on the usage of that address if they choose to do so.
We advise against it. |If they haven't personally
lived there for a year because we want it to be based
on your usage, but it's not a requirenent. So they
woul d be able to see the usage for that address and
base it off of that.

DAWN HERBERT: But why would the bill not
be the same every nonth? $250, 250. The |ast couple
of bills, they're different.

TIMWLSON. W'd be happy to talk to
you - -

CANDI CE KELLY: | was going to say --

TIMWLSON: We'll take this offline. W
have a couple nore people | want to get in real quick.
Conme on up.

AUDRA: So | apol ogize for junping in, and
| want to directly thank you three for being here

tonight. It nmeans a lot to this comunity.
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UNI DENTI FI ED FEMALE 12: Speak into the

m c

AUDRA: (Okay. Qur problemstarted when
t hey changed out the neters. It wasn't so much the
billing -- the billing issue. But that has al so

become our living nightmare. And (inaudible) to which
Is the first time we had this opportunity. But | can
say 21 years ago tonorrow, | married ny husband and
made the worst decision ever, and | don't nean ny
marriage. As two young kids, we decided to split up
the bills to see who would get which bill. |

vol unteered for the electric bill because at the tine
It was one of the cheapest and that seened to be the
great idea, and it has been a nightmare. W were one
of those households that wouldn't receive a bill for
10 nonths. | called. They told ne, we weren't in the
system My husband wasn't in the system And then we
did get a couple of bills that had a zero bal ance. W
also got a bill that had a credit to which | thought,
well, that's great. They finally figured out that

t hey' ve been overcharging us for years. Honestly, |

dismssed it for a couple of nonths. And then nuch to

our surprise, we got this bill yesterday. |'mpretty

sure it's probably the highest bill nost of you have

seen yet. | can't read it. So I'll let her read it.
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UNI DENTI FI ED FEMALE 13: $10, 229. 44.

AUDRA: So this is a residential honme. CQur
ol dest has noved out. Has been out of the house for
three years. W have two other children at hone. |
wor k about 60 hours a week. My husband farns. W are
rarely hone. (lnaudible) in their vehicles. W have
been known to bring in our solar lights to keep the
lights off. You guys are killing people. Literally,
killing people.

UNI DENTI FI ED MALE 13: Yep.

AUDRA: W are enployed full-tinme. And we

cannot afford this.

CHARLOTTE EMERY: |I'msorry, | heard
sonebody go by the nane Audrey.

AUDRA: Audra. | have business cards for
everyone.

CHARLOTTE EMERY: kay. My | have that,
pl ease?

AUDRA:  Yes.

CHARLOTTE EMERY: Thank you.

AUDRA: So to you guys, we don't know what
todo. | --1 --1 wrk with the legal field, and |

cannot find a single attorney to take this.

GEOFF MARKE: I'll try to address that. So
just to give you a sense of, like, what to (inaudible)
888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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what to expect noving forward here. So there is an
I nvestigation. There's two tracks going on
effectively right now You' ve got the rate case,
which we are currently issuing discovery. W're --
which is basically, effectively, questions we're
asking the conpany, followng up with the data. So
the rate case itself is an open forum then there's
the investigation. Now, ultimately, at the end of the
day the Public Service Comm ssion, five -- it's four
at the nonent, but hopefully, we'll get a fifth one
here fairly soon, wll nake the decision on whether,
you know, what the rate increase will be, but also
ultimately weigh in on the investigation if PSC, the
OPC decides to pursue that noving forward and

(i naudi bl e) novi ng forward.

AUDRA: So | believe this is a twofold
probl em though.

GEOFF MARKE:  Uh- huh.

AUDRA: | believe we have the billing
practices, and then we have the what | woul d consi der
extrenely high charges. | don't understand how ny
friend who is with Ozark Electric lives three or
four mles fromne, and | can -- | have taken our --
our watts or whatever they're called, what is it?

Kilowatts. And | called Ozark Electric and asked them
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what ny bill would be, and | just couldn't believe it.
| mean, it's like nothing conpared to what we pay with
Enpire or Liberty, whoever it is. And | don't nmean to
not address you, but ny frustration's with Liberty. |
have been treated |like dirt. |'man advocate for a
living, and | have been treated like dirt from Liberty
for two years.

UNI DENTI FI ED FEMALE 13: Yeah.

AUDRA: | don't want to even conmuni cate.
| know there's great people that can help ne. I'm
done. |'mexhausted. And | appreciate you being
here. | really do. It's not personal, but | am
absolutely -- our electric bill is nore than our
nortgage and our child's tuition for college. | nean,
that's crazy. 1'd be happy to go anywhere you guys go
to talk to whoever you need to.

TIMWLSON:. Thank you.

AUDRA:  You bet.

GEOFF MARKE: Robin Crunb.

ROBIN CRUMB: My nane is Robin Crunb
(phonetic). And we actually do own a building. It's
called Robin's Bar & Gill outside of our hone. And
for nmonths after nonth after nonths, we would not get
a bill fromLiberty. Well, |I would call. (Inaudible)

we woul d get one for the house, but not the bar and

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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grill. Every nonth | would send $600 right here. |

can prove it through ny account online. Still no bil
for the bar and grill. Well, we're not show ng that
you have a bar and grill. You don't have two

bui | di ngs. Addresses are | NEEEEEEGEGEGEEEEEEEEEEE
I . A
I Oc is for our hone. The
other is for the bar and grill.

Ckay. Every nmonth | send $600 in. $600
in. $600 in. Through the winter, we burn wood in our

home. Qur house, we're hardly ever in there because

we're out at the bar and grill working. Supporting
our famly. And we get a $300 electric bill. No
| ights on but one light in the house. Al day |ong.
And we're burning wood. Two nonths ago, | get a
$2,200 bill in the mail. Even though |I have sent

$600, and like | said, |I've got it right here on ny
phone. Every nonth | have sent $600 to Liberty for
t he past year (inaudible) and going. Huh? W don't
know, right? Yeah. Exactly. But | have got one bil
for the bar and grill. And it was $349. For $349,
and our house on our hone this nonth was $176, and
we've ran our air conditioner this nonth in our hone,
and it's cheaper than it was in the wntertine. And

yes, | called custoner service several tines, got hung
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t he phone up on. | got asked for ny -- for one, ny
soci al security nunber, two, ny date of birth.

CANDI CE KELLY: Ma'am

ROBI N CRUVB:  Yes.

CANDI CE KELLY: You have not talked to
anybody here today; right?

ROBI N CRUVB: Do what ?

CANDI CE KELLY: You called in, but you've
(i naudi bl e) .

ROBI N CRUVMB: (I naudi bl e) anybody here
t oday.

CANDI CE KELLY: | will address -- if you
call custoner service --

ROBI N CRUVB. They hang up on ne.

CANDI CE KELLY: They are going to ask you
for identifying information to nmake sure they're
speaking to you and not giving your information to
sonebody el se.

ROBIN CRUMB: Well, ma'am |et ne address
anot her i1issue. Wen our services go out and we call
in, they tell us that ny nunber, nor ny husband's
nunmber is valid for any account due.

CANDI CE KELLY: Do you have nore than one
service address? |f you have nore than one service

addr ess --
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ROBI N CRUMB: We, do, yes.

CANDI CE KELLY: -- then the autonated
systemw || not pick up the phone --
ROBI N CRUVB: -- nunber.

CANDI CE KELLY: Yeah.

ROBI N CRUVB: And ny phone nunber --

CANDI CE KELLY: But the system-- the
aut omat ed system does not know whi ch account you're
calling for, so it wll not recognize the phone nunber
I f you have nore than one service address, if you have
one addr ess.

ROBIN CRUVMB:. Well, I'msorry. |'m not
giving ny social security nunber over the line.

CANDI CE KELLY: | don't blane you.

ROBIN CRUVB: Do what? That happened to
you, and you've got one service? And they tell you,
you're lying, it's not your phone nunber is not
(inaudible) line. Exactly. And whenever you --

CANDI CE KELLY: Can | get your information
as well, sir?

ROBI N CRUVB: And when you finally get
sonebody on the phone, then they tell you, yeah, your
nunber is | (! naudi bl e) nunber.

TIMWLSON. Can | ask a clarifying

guestion? So when you call, is it a-- is it an

LEXITAS
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aut omati c voice?

ROBI N CRUIVB:
you call,

TI' M W LSON:
at that point.

ROBI N CRUMB:

phone nunber,

nunber. Ckay.

ROBI N CRUVB:

UNI DENTI FI ED
nunbers.

ROBI N CRUVB:
not hi ng.

GEOFF MARKE:
the --

ROBI N CRUVB:

GEOFF MARKE:

ROBI N CRUVB:

sonebody on the line.

and t hey say,

and press a different option,

It's autonati c voi ce whenever

whenever your service goes down, yes.

It asks you your phone nunber

Uh- huh.

TIMWLSON. And then you give themthat

we don't recognize this

Yes.
MALE 14: Three (i naudible)
And it still tells you

And what happens then? Does
That's as far as --

(I naudi bl e) drops you? Ckay.
And then you can call back

and you can actual ly get

GECOFF MARKE: There.

ROBIN CRUVB: And they'll tell you, well,
that's your phone nunber. | called Ozark, and Ozark
wll tell you, yeah, that's your phone nunber,
888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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whenever we could call Ozark.

GECOFF MARKE: Right.

ROBI N CRUVB: Let ne rephrase that.
Whenever we could call Ozark, Ozark woul d say, well,
yes, both of your nunbers are there. It's tine to get
this fixed. And it's time to get the peopl e back
their noney. Especially to elderly.

GEOFF MARKE: Thank you, Dawn {sic}. Thank

you. Vince Cornelison (phonetic).

VI NCE CORNELI SON:  Good evening. |'man
alderman in the City of Billings, and we have
multiple -- let nme back up a mnute. W've all heard
the problenms with billing. Qur city clerk in one

mont h got (inaudi ble) go through them and finally
found where we owed $10,000. The problemis, is we
need a nunber that we can get through to custoner

service. Wen you try to call sonebody, you get

nowhere. | would |ike to have your nunber, your
nunber, your nunber, and your nunber before | |eave
here. | would |love to have it.

CHARLOTTE EMERY: Anybody el se can call ne
as well. M nunber is (417) 291-3389, and ny nane is

Charlotte Enery.
VI NCE CORNELI SON:  Can | get one of your

cards?
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CHARLOTTE EMERY: | don't have one of ny
cards on ne, but that is ny phone nunber. Yep. It

i s.
VI NCE CORNELI SON: Hang on one nonent.
CHARLOTTE EMERY: Are you ready?
VI NCE CORNELI SON:  Go ri ght ahead.
CHARLOTTE EMERY: It -- okay.
(417) 291- 33809.
VI NCE CORNELI SON:  What was that |ast two?
CHARLOTTE EMERY:  89.
VI NCE CORNELI SON:  3389. And what --
CHARLOTTE EMERY: Charlotte Enery. |I'm
senior director of rates and regulatory. I'mwth
Li berty. Yep.
VI NCE CORNELI SON:  All right. So, and then
If we call you, is this a direct nunber that we can
get answers for questions to billing as -- as far as

ot her questions that people in our town --

CHARLOTTE EMERY: 1've had, had people cal
me for questions that they've had on billing. I'min
regulatory. | wll work everything I can to get you
answers. | may not specifically be able to answer at
the particular nmonent, but I will (inaudible).

VINCE CORNELI SON: | will (inaudible) now.

UNI DENTI FI ED MALE 15: You got ny
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(i naudi bl e).

TIMWLSON. Do what? | can give you ny
phone nunber, if anyone wants to call nme. | know what
|"mgoing to tell you to dois, I"'mgoing to tel
you -- |I'll send you to our custoner service, but |
can give you ny nunber, and I'l|l help you any way |
can. |I'mgoing to be fromJoplin. Do what?

(417) 439-0168. W/ son.

UNI DENTI FI ED MALE 15: 0168.

UNI DENTI FI ED MALE 16: (I naudi bl e) resident
at Aurora. | have a few short points that | want to
bring up. (lnaudible) here, so. | recently bought ny
house back in '22 (inaudible) been there for going on
(i naudi ble) and | have had several instances wth
billing (inaudible). | get nultiple bills within a
week of each other. Sometines within the same nonth
of each other so (inaudible) couple other things that
| have froma service perspective, the infrastructure
around here is kind of crappy at tines. |'ve had
(i naudi bl e) blow two bl ocks away from nmy pl ace about
once a year. And that it's pretty sad that | want to
I nvestigate into getting a (inaudi ble) because |
cannot have reliable Internet. O reliable power, so.
That's the question.

| will echo what everybody el se has been
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saying on here. The app needs work. |'ve been trying
to even access Liberty's app today while sitting in
here, and | can't get it. It doesn't do anything.
The website is a joke. If you just try to | ook for
your usage, there's nothing. | go nonths w thout
usage. So there's that.

So | also have two other questions that |
want to ask on this one. | am-- | knowthis is a
billing related town hall, but | inplore you guys to
I nvestigate now a safety concern that was arri sed
{sic} tonight, please. Wy if we have a water boil
order, are we using an antiquated system where you are
maki ng in 2024, $231 million in a profit? Google
(i naudi bl e) anybody. Wat are we doing wth
(i naudi bl e) and |I'm heari ng everybody (i naudi bl e)
whet her it cones to solar, anywhere that |'ve been,
it's always been a credit back to the custoner. M
bills I wll (inaudible) are pretty static. [|'m not
on the bal ance pay. | pay nonth to nonth. But
they're pretty standard. But |I'mgoing to ask that
guestion. If I'mpaying a $200 a nonth electric bill,
300 at peak, why is your app crap? Wy is your online
(i naudi bl e) and why do we have to find out through
social nmedia that there's a boil order in place?

(I naudi bl e) question to you guys. Because that's a
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concern. That's a safety concern. You hear about
It -- these elderly residents that are up here that
are having to pay hundreds and thousands of dollars
for this. Were the real point of it is, is now
you' re tal king (inaudible) kids that have to drink
water. So what are we doing with the 231-dollar --
mllion dollars that you nade | ast year?

CHARLOTTE EMERY: So I'mgoing to try to
address your issue, and your questions, and |
appreciate you bringing themto -- you know, to the

forumand standing up and talking to us about it. |

can't -- | don't know the nunber that you're saying.
Il -- 1 wll -- I"m(inaudible) that's probably an a
PUCK net inconme, but | don't know that for -- like, a

positive confirmation. Do you know if that was a
Al gonqui n nunber ?

UNI DENTI FI ED MALE 16: That was an
Al gonqui n nunber.

CHARLOTTE EMERY: (kay.

UNI DENTI FI ED MALE 16: And if we go down to
their (inaudible) they still nake $529 mllion in
revenue.

CHARLOTTE EMERY: Uh-huh. So the rates

that we are currently charging, | -- I'mnot on the
wat er side -- does not include any system do a
888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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el ectronic notification, and | think Eric had
mentioned earlier in the conversation that we are
wor ki ng on getting that. W recognize that is
sonething that is not where it needs to be.

UNI DENTI FI ED MALE: Ri ght.

CHARLOTTE EMERY: So we are working on it.
| don't know that we actually have a tine table on it.
But we -- we have it on our list. W have been trying
totest it. It needs to make sure that in -- Eric
m ght be able to explain it alittle better, but.

UNI DENTI FI ED MALE 16: Well, while he's
resetting it, it needs to go to reporting outages. |If
you call in, yeah, | can call in, but | shouldn't have
tocall inif I"'min -- 1 travel for work quite a bit.
And | get notifications fromny Internet that ny power
Is out. GCkay? Wien | get those notifications, let ne
report that there's a power outage in ny area, | have
to go (inaudible) and that doesn't (inaudible) so
there's a huge software issue with you guys. The
(i naudi bl e) where we're at with the --

UNI DENTI FI ED MALE: So -- and just to be
clear, you use the term (inaudible) we -- we have not
(i naudi bl e) orders, they are an advisory. GCkay. And
the difference is, under -- under the law, if our

pressure in our systemdrops below 20 PSI, we have to
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I ssue a boil advisory. It doesn't nean that the water
IS not drinkable. It does not nean that there's a --
that it is sinply an advisory to the public that our
pressure dropped for -- for sonme particul ar reason,
depending on the situation. Yes, we are working on a
systemthat wll generate text nessages and -- and/or
phone calls to all affected custoners.

But as | nentioned earlier, we've rolled
out sone software stuff that hasn't worked properly.
And we want -- and obviously, there are -- there's
liability issues. |If |I mssed sonebody, we're trying
to nmake sure that's going to work before we roll it
out. So we're still using the signs and public. You
know, we're reaching out to the local cities that --
who are putting out on social nedia. That's kind of
where we're at until | can get this system working,
because | don't want to add to the list of software
systens that aren't working. Wrk -- these neetings
are tough enough; right? And, sol -- | -- 1 hear
that and -- but that does not necessarily nean there
Is a health concern that the fact that pressure
dropped. Because it -- we're -- we're -- where
concerns cone in is where the pressure -- where the
system can be intruded upon; right? |If | have a break

and dirt -- and contam nants can get into the system
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then | have a -- a boil order. |[If ny pressure drops,
it's an advisory. And, so we're working through that.
We're building that system So when we roll it out,
we -- we want it to work.

UNI DENTI FI ED MALE 16: So | guess, ny
guestion would be, well, where -- or ny statenent on
that, whether it's an advise or an order, you have a
t ornado warni ng and you have a tornado watch. Do you
not still prepare the sane way?

UNI DENTI FI ED MALE: No. Agree. | nean, we
have the -- we -- we have to get that system
functioning. W are working on that. It is not a
sinple thing to do. It's taking us sone tine to work
t hrough the technicalities of it. And -- but that is
comng. Yes, we -- the -- when we're asking folks,
you know, be aware of this, that there -- that
there -- there is always -- the | ow pressure, we have
to advise our custonmers that, that if you' re going to
drink it, you mght want to boil it just -- just as a
precauti on.

GEOFF MARKE: Fel i x Yax (phonetic).

FELI X YAX: Yeah. W had the sane problem
t oo, short power outage.

GEOFF MARKE: Fel i x Yax.

FELI X YAX: Consistently.
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GEOFF MARKE: Crystal CGonzalez. Jerry Slagle
(phonetic).

GEOFF MARKE: Sone of the key findings that
we' ve heard tonight (inaudible) overall cost,
muni ci pal systems with charging a -- a bil
(i naudi ble) bills, many sol ar issues. Custoner
service. Budget bill (inaudible) |late fees, nunbers
fromthe online source, the online app not working.
(I'naudi ble) bills, infrequent bills. And scans.
Potential scans. |If there's anything else in
particular that's unique that we should be aware of,
pl ease speak now. Cone on up. And I'Il just say --
"1l let you go here in a second. |If you -- again, if
you have individual comments or anything (inaudible)
for whatever reason that you don't make it up here,
the staff that we have outside. Thank you.

THERESA PETIT: Gkay. Thank you. And I'm
so thrilled about the attendance for tonight. M/ nane
IS Theresa Petit. | amon Aurora Gty Council, and |
also -- obviously, | reside here in Aurora and have a
busi ness here as well. A concern that | have is, why
we even had the boil order? Wen we had the tornado
or advisory, when we had the tornado thing, what
happened? W had no backup generators with the water

punps. Isn't that correct? And sorry, Tim |
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apol ogi ze. | wanted to ask you a question. You
nmenti oned your -- the mssion statenent earlier. \Wat
was t hat again?

TIMWLSON. It's a person -- one of mne
from operations perspective that |'ve kept for a | ong
time. It's to safely and reliably serve our custoners
each and every day.

THERESA PETIT: Okay. So how reliably
could you provide water to the City of Aurora? What
I's your plan for that?

UNI DENTI FI ED MALE: | apol ogize. |'mon
the electric side of the business, so I'll have to |et
Eric answer that.

TIMWLSON. W -- Liberty has been over
the | ast several years installing on-site generation
at our well sites. The reason we haven't done it in
Aurora is because there are essentially -- there is
duplication within the system W have nultiple
wells. W have redundancy in the systemhere. And we
did not have a history of when we have had outages on
the electric side, it's been |ocalized. Were only
part of the city may have been out of electricity, we
were able to supply fromour operating wells. And, so
It wasn't as high of a priority. This was the first

time that 1'maware of that the entire city went out
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where we have no power. We brought in a -- nobile
generation to bring it back and had it back within a
matter of hours. But that -- it kind of left us --
It -- it showed us a vulnerability that we hadn't run
across in Aurora.

Sonme of the other priorities that we had
been pushi ng were systens that we only have a single
well; right? That's serving maybe a subdi vi si on.
Those are very high priority to get generation at
because if that well goes down, those people have no
water; right? So we -- those were prioritized first,
wher eas, opposed to -- in a community that has sone
redundancy whi ch Aurora has.

THERESA PETIT: Okay. So tell nme what your
plan is noving forward. Was that a tenporary thing
that we got generators or are you naking a long-term
plan --

TIMWLSON. W are --

THERESA PETIT: -- for generators.

TIMWLSON. W are, yes. W -- we have --
our plan has been to get generation at all of our well
sites. And other -- and sone of our sewer sites that
doesn't apply in this area, but we are noving to
have -- to where we have that redundancy where if

power goes down, we can -- the generators kick on.
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Peopl e see no interruption. That is -- that is the
| ong-term plan. And, so in Aurora, guess what, is
getting noved up because this was -- this was an event
we didn't -- we didn't expect it to happen because
when it -- the history of it happening in the past had
been isolated; right? It would take out --

THERESA PETIT: Correct.

TIMWLSON. -- this side of the town or
that side of the town and not the whol e thing.

THERESA PETIT: So what is your tinme table?

TIMWLSON. | -- 1 can't speak to that
ri ght now.

THERESA PETIT: Ckay.

TIMWLSON. But it is -- we are noving
t hose up. (Obviously, because the other side of that
I's, when you go start installing those, then that puts
pressure on rates to go up, too; right? So those --
we're always trying to take it on a step-by-step
basis. W install a $100, 000 generator, then next
time | goin for arate case, ny rate base goes up,
and we're sensitive to that. Believe it or not, we
are. And so, you'll just -- | nean, the conpany coul d
go spend a ton of noney and just fix it all, you know,
right now, and then the rate increase cones through,

and it -- and | have the sane neeting, people talKking
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about high rates, so. W --

UNI DENTI FI ED FEMALE 14: (1 naudi bl e)
conpany.

TIMWLSON:. Well, what fol ks have to
understand is, the rates that are charged in Aurora
are for the service that's provided to Aurora. Ckay?
If -- if the overall conpany nakes sonme noney from
ot her operations, | can't -- that's sone -- if
soneone's paying an electric bill in another community
and that's a little nore profitable than the systemin
Aurora, | can't take their -- | can't take their rate
(i naudi bl e) stuff base (inaudible) there has to be --
the custoners are getting. The service have to be
payi ng for the service.

THERESA PETIT: So...

UNI DENTI FI ED FEMALE 14: That doesn't nmake
sense because we're al so paying for (inaudible)
protects it, so how does --

TIMWLSON: No. That's what we said on
the -- what we -- so |I'l|l defer on that because we
al ready expl ai ned that.

THERESA PETIT: Okay. | hate to pick on
you. But tal king about the water system what
(i naudi bl e) are going to be -- or you recently raised

our rates; correct? GCkay. So you raised our rates
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for a reason. \What are you planning to do with the

i nfrastructure? | think that there is a huge

m sconmuni cation (inaudible) this electrical issue
canme up, all of the citizens attacked us at city hall
sayi ng that, you know, why are you charging us so
much? How cone ny waterline's broken? | nean, it's
not us. It's you (inaudible) and if you have -- just
a second. |If you had raised our rates for water, tell
(i naudi bl e) we spent thousands of dollars paving

Li ncoln Street or paving Tyler Street, and within the
first week, we got a utility cut because we have water
|leak within -- | don't renenber the first nmaybe nonth
or two down Lincoln Street, where our -- where our

el enentary school is. | think we had seven cuts.

(I naudi bl e) explain that and what (inaudible).

DI ANA CARTER: Ms. Petit, | believe you sit
on the city council?

THERESA PETI T:  Yes.

DI ANA CARTER: Whuld it be possible for us
to schedule a neeting where we can cone to the city
council, have a presentation there, and -- and do a --
a neeting dedicated to --

THERESA PETI T: You know, | think that
the -- that's a great idea, but | do think the

citizens of Aurora need to (inaudible) ability lies,
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and that's with Liberty. That's not with the Cty of
Aurora. You guys are lacking on that issue. And I'd
i ke to know what your plan is noving forward.

And al so to, again, regarding the water,
you nentioned earlier about how you had your smart
neters or sonething that they saw that there was no
utility (inaudible) used. So they kind of estinated
on how much normally woul d be (inaudible) well, then,
how cone you can't figure it out for the water usage
when all these people, when they get, you know, if
your bill's not sent out for four nonths and all of a
sudden, you get this hunongous bill for (inaudible)
| dea. You have a water leak. So if you' ve got a
system that says, oh, this neter nust not be right
because they usually charge that nuch on (i naudi bl e)
apparently, you got know edge that you could do that
for water usage when there is a huge spi ke of water
| ssue -- usage.

TIMWLSON. The water -- right, the water
neter -- right. And in Aurora, we're basically --
what we call AM, so we're -- it's an automatic --
It's a smart neter that actually talks to the electric
neter; okay? So if you have electric and water, your
water neter (inaudible) to your electric neter, then

It goes through the network that Joey was expl ai ning
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t hat was way above ny pay grade, but yes, we can get
that data, and that's part of what we're trying to
work in to the -- the reading systemis -- is to set
up where water runs -- it's like one of the tell tails
on a water neter, on a leak is, it runs continuously
for 24 hours tops; right? Mybe it's running sl ow.
Maybe it's running fast. But we're setting up the
systens. W're building that systemto start
triggering those warnings. They weren't built in
automatically. So that's sonething we're working on.

THERESA PETIT: Okay. That's the first |
heard toni ght. Because that was nentioned before, and
this is the first |I've heard that you're in the works
of that. So | appreciate that. You had nentioned --
sonebody nentioned about we haven't had a rate
I ncrease for electric. Wen's the last electric
| ncrease?

CHARLOITE EMERY: It went into effect in
June of 2022.

THERESA PETIT: Ckay.

TIMWLSON: Just to be clear, over tine,
so FAC.

THERESA PETIT: Yeah. And I -- 1've
just -- | guess, solidifying, too, that, you know, our

rates, our base rate, our kilowatt per hours, our
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neter rate, all of this is nmuch larger than any ot her
surrounding town that has a different source.

Just let nme ook through this real quick
since | waited three hours to talk. (Inaudible) pays
for that, is that a custonmer charge or is that going
to be a Liberty charge?

TIMWLSON:. So that -- that went into
effect at the end of August before that would be
avail able. Quite frankly, | don't know that -- we
haven't tal ked about how that's going to be rolled out
yet, but that is on the list. But effectively, the
| aw woul d al | ow people to opt out of the AM neter.

THERESA PETIT: Okay. And I'mtrying to
| eave on a sunny note, okay? Audra had the |argest
bill that I think that was presented tonight. | got
18 bills in a week. 18 bills. But | tell you what,
when you do a refund, I'Il just take it one single
envel ope. So thank you for your tine.

GEOFF MARKE: Thank you. Now only had this
bui |l ding reserved by a half hour. Everybody's tired.
However, |I'mstill here. |If there's anybody el se who

wants to speak right now, we'd | ove to hear from you.

Pl ease.
KENT: M nane is Kent. So with all the
m shaps with all the billing and peopl e having
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multiple bills and if they pay all that, how -- how
can they trust that they got overcharged and say with
all the anmount of nobney is it going to be back

charge -- | nean, get credited for that or (inaudible)
you know, getting a week or two (i naudible) $900.

CANDI CE KELLY: So are you saying you did

not receive a bill for several nonths, and then --
KENT: |'mjust asking what happened --
CANDI CE KELLY: -- one tine.
KENT: -- to the noney that they're

paying -- overpaying nultiple bills that they get.

TIMWLSON. |If I'munderstanding it
correct, if soneone got nultiple bills that -- that
only one of themthey should have received, but it was
printed multiple tinmes and they overpaid --

KENT: Yes.

TIMWLSON: -- that would be credited
towards their account --

CANDI CE KELLY: Yes.

TIMWLSON:. -- to future bills.

KENT: -- see that.

TI M WLSON:  Yes.

CANDI CE KELLY: Yes. So the -- for the
duplicate bills, when you received nmultiple bills at

one tinme, if you're a collective custoner, it was the
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bill was printed multiple tinmes, but the -- the anount
In the systemwas accurate. So if you nmade nultiple
paynents, that credit is going to apply to those

next -- your next actual usage charges and so forth.

KENT: Ckay. So M. Tim you said you're
the president; is that your title?

TIMWLSON:. Correct. O electric.

KENT: O electric. So what power do you
have as far as putting custoner service in Aurora
again? Wen it was under Enpire, they actually had a
pl ace where you could go pay your bill and talk to
sonebody i nstead of sonebody on the phone.

TIMWLSON:. That's sonething we'll have to
di scuss.

KENT: Ckay. So you --

TIMWLSON:. Believe ne, |'ve got it
witten down three tines.

KENT: You can't say I'mgoing to do it
ri ght now?

TIMWLSON. | cannot say |'mgoing to do
it right now But | can guarantee you that
conversation wll be had. Noted. Sane thing.

KENT: It goes with that, yeah.

CANDI CE KELLY: | al so have those things

witten down on ny list, so.
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TIMWLSON. Miltiple tines.

KENT: Okay. Then ny |last question is, so
as far as noney generated for Aurora custoners, what
revenue do you have as an energency fund? O anything
like -- | nmean, ny question kind of stens fromthat
because of the stormof 2021. W are paying for that.
But if | have a flat tire, a bad tire blows out, | got
to go (inaudible) buy another tire. | can't charge
MoDOT or the county because ny tire went flat. So ny
guestion is, what -- what do you have as far as
revenue in energency fund -- you said -- | don't
remenber what the nunber was on the -- in Texas, the
nat ural gas you spent, but you don't have no noney
in --

TIMWLSON: Just to be clear, it was not a
Texas event that caused this.

KENT: Correct. Wll, that's where the
nat ural gas --

TIMWLSON: It was $205 million, and right
now -- and if |I'munderstandi ng your question
correctly, | want to be clear that we cannot adjust
our rates on our own. Okay? W have to request rates
t hrough the M ssouri Public Service Conmm ssion. It
gets thoroughly and fully audited by these fol ks here.

KENT:  Uh- huh.
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TIMWLSON:. And I -- I, at the end of the
day, have zero say in what the rates are going to be.
So they have to be approved by the M ssouri Public
Service Comm ssion. | cannot do that on ny own.

There -- there's a lot nore skin in the gane for
everybody here than what it nmay seemlike. W do not
currently, if | understand, have any sort of tariff in
place by |law that allows us to have a disaster fund in
case we have a revenue shortfall as a result of a
storm

KENT: Ckay. (Il naudi ble) savings account
Is basically nmy -- you know, you don't have no noney
put aside for any kind of --

CHARLOTTE EMERY: W are required to
provide service. That is part of the regulatory
conpact as a regul ated (inaudi ble) regardl ess of
whet her or not we -- we have to provide the sort of
(i naudi ble) to not have an option to cone to
(i naudi bl e) restore power. That had to happen because
that is a requirenent for us to operate as a regul ated
utility. So whether or not we had the funds or didn't
have the funds sitting in a savings account --

KENT:  Yes.

CHARLOITE EMERY: -- we showed up. He

restored the power. The sanme way happened down for
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the M ssouri water side of it. He is required to
provi de water service. It -- it is part of

(i naudi bl e) regulated. W don't have an option, but
we don't sit around and have a -- an energency
account. It's just part of how we have to operate if
we're going to be a regulated utility by the state.

KENT: Ckay. Thank you.

UNI DENTI FI ED FEMALE 15: | have a question
on that. |If you are required to provide that service,
there should be a way for you, as your conpany,
because you do -- you provide our service. W pay
you. That's why you have revenue. There should be
noney there to cover the cost of m shaps because there
are thousands and t housands of custoners in your
network, should | say, that that noney should be
there. W should not be (inaudible) paying for a
stormthat happened years ago. W shouldn't worry
about that because now all | think about is, yeah,
we're one incone famly trying to help a kid through
coll ege, and | got another one comng up, this storm
t hat happened, are we going to have to pay for this in
a few years because everything that had to be put in
pl ace because you guys didn't have it to cover?

TIMWLSON:. Storm Ui was deened an event

that was extraordinary --
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GEOFF MARKE:  Yeabh.

TIMWLSON:. -- and we were able to use a
newy enacted | aw call ed securitization. These recent
t ornados do not even cone close to neeting the
threshold to qualify for that.

UNI DENTI FI ED FEMALE 15: (1 naudi ble) were
to happen, are we going to have to sit there and
think, when is this -- in a few years down the road,
Is this going to pop up on our bill? Like, if there's
sonet hi ng that maybe can be put into place at sone
poi nt or talked about that can be set back for those
pur poses?

TIMWLSON:. So as a result of that
storm-- and we're kind of getting off track here, but
we were working with Dr. Marke to provide sone studies
to say, at what price point do custoners woul d they
say, |I'll just be out of power? The LOLE study.

GEOFF MARKE: Yeah. It's the LOLE, |oss of
| oad study. So let nme -- | amgoing to take ownership
over the m scomruni cati on on your reinbursenent; okay?
That's -- so it was -- it was a extraordi nary event.
| nmean, it really was. And it -- it hit multiple
states. W -- there's no (inaudible) conpanies taking
their hits tonight, and they're going to continue to

take the hits, so. Over the next however long this
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takes. They did the right thing on -- on the Storm
Ui, and this is comng fromyour consuner advocate
here. They did go to bat for their custoners. They
did fight it in D.C., and there were -- effectively,
what it is, it's a wholesale market. It's Sout hwest
Power Pole, and the power prices just went through the
roof at a certain point. W had nunicipalities across
M ssouri that their natural gas exceeded their entire
budget for several years. | nean, they just -- that
neans we can't pay for roads, we can't pay for police,
we can't pay for anything. Because we've got to pay
three days of gas. Like, that's how bad it was. And
our governor and general assenbly at that tine did
effectively pass a special law, which the best way I
can explain is effectively creating a state credit
card and custoners, unfortunately, are going to be
paying for that credit card over the next 15 years.
Beli eve ne, nobody likes that. The conpany's not
benefitting fromthat because it's a passthrough.

So unlike, say, a generator, so absolutely,
we need generators and backup generators for sewer
systens and so forth. But understand, like, that's
how a conpany nakes noney, is there -- they're nmaking
a -- aprofit off of that capital investnent, not an

operational expense. So it's -- it's a -- an
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| nportant distinction when we're kind of putting this
all together, but I'll nove on.

UNI DENTI FI ED FEMALE 15: Thank you.

CGEOFF MARKE:  Uh- huh.

KI MBERLY SHI NN- BROMAN:  Ki nber |y Shi nn- Brown
wth Ozark Head Start. W've got nultiple (inaudible)
it's okay. |I'm-- thanks. W have nultiple
| ocations. We've experienced all the things that
everyone el se has tal ked about.

The one thing that | had stepped out
briefly, so soneone may have nentioned this, but we
continue to have difficulty with the automated system
not recogni zi ng the account nunber, which then nmakes
It much nore difficult for us to get through to talk
about the issues that we're having. And the systemis
not recogni zi ng account nunbers when we call for
out ages.

In addition to not getting duplicate bills,
not having -- | don't renenber what the termis when
we have a light pole, and we have water, and we have
utility -- or electric, sonetines those bills all cone
t oget her, and sonetines they don't cone together, and
we don't necessarily know when to expect which thing.

I think that issue has already been covered quite

t horoughly. But to say that -- that we are also
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having all of those experiences as well as the -- the
I ssue with the automated system not working correctly,
so. Thank you for your tine tonight.

CHARLOTTE EMERY: |'mjust going to just
junmp in and say thank you. | went to head start.

KI MBERLY SHI NN- BROAN:  Onh.

CHARLOTTE EMERY: | loved it, so thank you.
You're providing a valuable service to the comunity.

KI MBERLY SHINN-BROWN: | really appreciate
that. Yeah. Please make sure your congressnen and
your senators know that it's an inportant service.
Thank you.

UNI DENTI FI ED MALE 17: | kind of have a
different subject on your power distribution, on your
t el ephone poles or your electric lines. Wo pays for
t hat ?

CHARLOTTE EMERY: Can you repeat that? Wo
pays --

UNI DENTI FI ED MALE 17: Are your
transm ssion of the power coming in, your electrical,
the lines, and the poles, who pays for that?

CHARLOTTE EMERY: So the vast mpjority
transm ssion lines our custoners pay for that, so the
transm ssion, all of the investnents that go to that,

that is included in our -- what | would call -- it's
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called a revenue requirenent. And, so that is a --
essentially, a calculation on how the M ssour

Comm ssion determnes the rates that we're -- we're
all owed to charge custoners.

UNI DENTI FI ED MALE 18: Taxpayers pay for

CHARLOTTE EMERY: Custoners pay for that.

UNI DENTI FI ED MALE 18: Yes. And then on
your neters, you charge a fee every nonth. Well,
that's your neter. |It's been paid for already, and
you're using it to charge us a rate on electrical. So
we're being charged like 22 to $40 a nonth on a neter.

CHARLOTTE EMERY: So the meter rate or the
nmeter charge, whether that's on the -- I'"'mgoing to go
with the electric side. Right now, | think it's $13 a
nmonth for a residential custonmer. That particular
design -- it's called a rate design. And I'Il try to
boil it down to be fairly sinple, but there is --
okay. So there is a revenue requirenent cal cul ation
that gets used to determ ne the anount of (i naudible)
It takes to run a Mssouri electric utility. From
that point, you take that nunber, you divide it, and
allocate it out to all (inaudible) that are provided.
So whether that's a residential class, a conmmerci al

class, an industrial class, so on and so forth. From
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t hat point on, you then propose a rate design that
all ocates a cost to each one of those residenti al
custonmers. And this -- in this particular case, that
rate design is then further divided between a fixed
charge, and then a volune netric charge. The
13-dollar charge is a fixed charge. And then the
kilowatt hours is volunme netric. It is all designed
at the end of the day to essentially collect the
dol l ars that has been allocated to that class of
custoners whi ch has been approved by the Conm ssion
for the conpany to get that revenue fromthat
particul ar class of custoners.

UNI DENTI FIED MALE: So it's not really --
al t hough, sonetines it's called a neter charge, it's
not really a charge just for the neter. It's an
anmount that they're getting as a m ni mum nonthly
anount that's separate fromthe anount they're getting
for the volune netric usage. So with water, so
sinpler rate design, generally speaking, I'mstarting
wi th, okay, the fixed cost, the cost the conpany has
every nonth no matter what, no matter how nuch water
they make. | will start with that in the custoner
charge, the nonthly mninumcharge. |'Il start wth
t he anounts that vary dependi ng on how nuch water they

produce, |ike electricity, chem cals, sone of the
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operations and such, I'll start with that, and the
volunme netric charge. Rate design then becones an
art.

kay. You can get sone really crazy
| opsi ded nunbers wth sone conpany situations, if you
just do it as sinple as that. Also, if you put too
much in that mnimumnonthly charge, it takes away
control of your bill. You can't say, hey, tinmes are
tough, I'mgoing to use less and try to get ny bill
down, if you have it all in that fixed nonthly cost.
So we try to find a balance to where we recover nore
noney (inaudible) to give custoners nore of that
control, but in all the rate designs |I've seen, you
have sone anmount that is a -- a nonthly charge whet her
that's gas or electric or water or sewer.

TIMWLSON. |'Il take it a step further.
You know, this whol e operation, hundreds of mllions
of dollars, billions of dollars; right? That go into
It. Coal plants, wnd farns, solar farnms, all of it,
your neters, the lines, all of that's got to be
recovered. Now, we can't just bill that to you
| mredi ately. Well, nobody would be able to afford
that. These are |unpy investnents that need to be
paid off over decades. And they are. Like, the

anmount of -- of auditing, the bookkeeping that goes in
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pl ace here, the -- the oversight -- the regulatory
oversight, it's intense. But how we design those
rates matter.

So | nean, think of -- the best way |
explain to -- is like think of it going to eating
food. If you go to a buffet; right? You mght pay a
little bit nore, but you're going to eat; right?
You're going to eat as nuch as you can. Now, the
problemw th that is, you're going to put on a | ot of
calories if you're going to a buffet all the tine.
Well, if we charge your electricity the sanme way, we
just said, hey, lunp fee of 150 bucks, use as nuch as
you want; right? You're going to use alot. The --
now i mmedi ately that m ght be a good thing, but over
the long run, if everybody's using as nuch as they
want, all they want, what's going to happen, well,
we're going to have to build nore power plants. And
nore power plants to beat -- and that's going to take
additional cost, and it builds up. So it is a
bal anci ng act of -- on one hand nmaking sure this
conpany gets enough noney to run and operate because
I f they cone short, if they fall below they're not
able to neet their creditors, then they get
downgraded, and then it becones nore expensive for

themto get noney frominvestors. And that -- and
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those are costs that just get passed on to you, so.
"' m not defending the conpany. You know, here, I|ike,
quite frankly, this is just howit works, and we -- it
Is a balancing act with it. So that's probably nore
I nformati on than you wanted, but there you go.

RI CK DAUGHERTY: Yes. |'ve heard this song
and dance before. On ny bill, | live at -- | have a
busi ness in Marionville, and | called your conpany up
and told themto renove the neters because |I' mredoi ng
the whole thing. And this was back in August. Ten
months. And |'ve been fighting with you guys to cone
out and renove the neters. They -- | talked to the
gentl eman out there, and he said -- he pulled up the
work order, and the guy told ne the guy's nane, and
yes, he spoke to ne about pulling the neters, but they
never did, and ny bill keeps going. | shut everything
down inside. 1've got three neters. | don't need
three neters. And |I've been trying to get
I nformation, and I'mnot getting any information. And
they keep billing ne. Now, on these three neters,
everything shut off. So how can | be generating
electrical? Wy -- why am| still getting bills? And
| shut the water off nyself.

TIMWLSON:. Wen did this start for you?

RI CK DAUGHERTY: Last --
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TIMWLSON:. Last August?

RI CK DAUGHERTY: Yeah. And they will not
listen to ne, and when | get a little angry on the
phone, the lady told ne, well, you can go sonepl ace
el se. Wiere am | going to go?

CANDI CE KELLY: Do you -- you said -- ny
apol ogi es. You spoke to sonebody out here?

Rl CK DAUGHERTY: Yes, | did.

CANDI CE KELLY: But nmay | get your
i nformation as well, please? Do you mnd giving ne
your nanme and address?

UNI DENTI FI ED FEMALE 16: [jjij (i naudi bl e),
I V¢ haven't had
electricity on there since August, and we're at a
poi nt now we're just not going to pay the bill.

RI CK DAUGHERTY: Yeah. | quit paying. And
we haven't had anything on since August of |ast year.

TIMWLSON:. Have you guys pai d anyt hi ng
bet ween August and -- and now?

RI CK DAUGHERTY: |'mnot going to pay. |If
| can't get no satisfaction fromthese people --

TIM WLSON: Yeah.

RI CK DAUGHERTY: -- 1'm not payi ng.

TIMWLSON. Well, you're not using
anyt hi ng.
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Rl CK DAUGHERTY: |'m not using anyt hing.

GECOFF MARKE: Right.

Rl CK DAUGHERTY: And they keep sayi ng,
well, they're trying to use verbiage, and they're
saying, well, maybe you didn't say the right word.
Come out and disconnect it. | said, if you pull the
meter, it's disconnected. You know, |'ve been an
el ectrician for 40 years.

TIM WLSON: Yeah.

Rl CK DAUGHERTY: So | know how it worKks.

So if | ask sonebody to do sonething, | nean, for them
to doit, I'm67 years old. | was taught a long tine
ago when ny grandpa asked ne to do sonething, | best

doit. And ne cutting off your noney, you best take
the neters out.

CANDI CE KELLY: And the neters are still at
the property?

RI CK DAUGHERTY: They're still there.
Everything's shut down i nside.

CANDI CE KELLY: And it was --

RI CK DAUGHERTY: Waterlines are shut down,
and you're still charging ne for water.

CANDI CE KELLY: And just for ny
clarification, it was a request to turn off and renove

the service, not -- not just a tenporary.
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RI CK DAUGHERTY: -- not going to use
verbi age and not going to twist it alittle bit.
CANDI CE KELLY: No. I'mjust trying to --
RI CK DAUGHERTY: Take the neters out.
CANDI CE KELLY: Yes.
Rl CK DAUGHERTY: Take the nmeters out. |It's
not that hard. You cone out, you clip a wire, you
take the ring off of it, you pull the neter.
UNI DENTI FI ED FEMALE 15: (1 naudi bl e) on.
CANDI CE KELLY: It's both of these

addr esses?

RI CK DAUGHERTY: | turned all the breakers
of f.

CANDI CE KELLY: You gave ne 4 --

Rl CK DAUGHERTY: There's not hi ng on.

CANDI CE KELLY: GCkay. Thank you.

UNI DENTI FI ED FEMALE 15: (I naudi bl e).

TIMWLSON. Sir, can we get your nane
agai n?

RI CK DAUGHERTY: Rick Daugherty. | think I
tal ked to you earlier.

TIMWLSON: You did.

RI CK DAUGHERTY: Yeah. | think you left
the stuff in there, and you're not going to do

anyt hing, so you can keep charging ne. For sonething
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that |'mnot using.

TIMWLSON. To be clear, are you an
el ectric and water?

RI CK DAUGHERTY: | turned it off outside.
The water, | turned it off at -- at the neter. And
then a guy conme out eight days ago, and say, we're out
here to turn your water off. | said, it's been off.
| took himout there. | pulled the manhole cover. |
showed, | nean, that it was off. And he said, well, |
don't know. He said, all we're supposed to do is, put
a lock onit. Knock yourself out. You know, you can
put a lock on it if you want. But it's been off. And
it's off on the incomng side and on the outgoing
si de.

TIMWLSON. No. | appreciate the
I nformation. | just want to be clear. Are you saying
pull electric neters or water neters or both?

RI CK DAUGHERTY: | didn't say anything
about the water neter. | already shut the water off.
| don't need three neters. And of course, then they
i nformed ne out there | got four neters. And | don't
even know the fourth nmeter. |[|'ve got -- yeah. And
they're charging ne, |like you said, the surcharge, and
you know, you can run down that road a | ong way around

it. It's just the point | asked for a service to be
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di sconnected by pulling the neter. Because |'m not
going to use three neters when | can only use

one neter. And |I'mrefurbishing the whol e buil ding,
and it's been off since August. And how am| getting
abill? And it just keeps -- keeps going. Keeps
adding up. Now |'mup to $2,800. VYeah.

TIMWLSON. Wen we get nore information,
can we send someone out tonorrow?

CANDI CE KELLY: Yeah. 1'mgoing to have to
| ook at it and see.

TIMWLSON:. Ckay.

RI CK DAUGHERTY: | asked sonebody to cone
out and talk to ne. They've got it on your conputer.
And -- and they have his nanme, and it shows ri ght
there, and then they say, well, we're going to have to
go back and get the recordings.

TIMWLSON. Well, it's on us at this point
to -- to cone through on our end of the bargain, and
we need to do everything we can to get soneone out
there as soon as possi bl e.

GEOFF MARKE: Thank you.

UNI DENTI FI ED MALE 18: |'ve been around
Enpire practically all nmy life. M sister worked at
the office down on Main Street when it was on Main

Street, and you could go down there, and you coul d pay
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your bill. And you didn't have to worry about how you
were getting it paid because you got a little bill,
and you tore half of it off, and they kept half, and
you kept half. And you were satisfied.

Now where do you go to pay the bill? W
haven't got a bill, but one since January. M wfe
just talked to the people in here. They say they've

been sending the bills out. W haven't received them

| never passed a bill inny life that | didn't pay for
if I had it. If | owed a man a dinme, 1'd walk 10-mle
to pay it. But | expect the sane in return. | think

we shoul d have an expl anation as to why we have not
received a bill for -- we're still getting usage,

water and electricity. But we're not getting a bil

to pay for it. | don't expect a big -- I|ike,
everybody's tal king big noney. | don't expect to get
a bill for a big sumbecause it's not ny fault that we

haven't received bills. Because they would have

greatly been paid. | just don't understand it. And a
while ago the nention was, Enpire is still -- Enpire
is still here. It's not really. 1'll go back to the

little office on Main Street, which ny sister worked
in, and she worked many years there to her retirenent.
And | would go down there when | was a |little shaver.

My dad bring ne to town, and he'd take ne down there
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while he did his business in town. There was three
mai n guys on the water departnment with a fourth.

There was two | adies, and one man in the office. And
it was a very slimcrew, but they did the business for
Aurora right there in that little office, then they
grew and noved down on the -- by the depot -- well,
it's not Enpire anynore. | don't guess we have
anything in Enpire in Aurora. And |I'msad to say,
because | don't care how long Liberty works at it,
they'll never fill the shoes of Enpire. Never.

UNI DENTI FI ED MALE 19: (Il naudi bl e).

UNI DENTI FI ED FEMALE 16: Question. [It's an
I nvestor-owned utility. They owned it before it was
sold to Liberty Uility. | nean, Liberty.

TIMWLSON:. It was its own investor, its
own utility. So investors, they've invested into the
Enpire District Electric Conpany. It was singly and
whol |y owned t hat way.

UNI DENTI FI ED FEMALE 17: (1 naudi bl e)

Li berty (inaudible) supposed to be started in 2016 or
sonet hing, and the finalization was 2017.

TIMWLSON. January 1st, '17, correct.

UNI DENTI FI ED FEMALE 17: Was Liberty com ng
i n (inaudi ble) corporations, things would be

(i naudi bl e) M ssouri (inaudible) corporation papers
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back even in (inaudible).
TIMWLSON:. They were filing papers.
CHARLOTTE EMERY: | mght junp in. Liberty
has ot her properties. You have the Enpire District
El ectric Conpany. You also have M dstates Gas
which -- and, so that is likely what you're seeing
fromback -- back in those tines. And you al so have
the -- 1'lIl -- they were al so purchasi ng sone water

conpani es way back in 2006, if nmy nEnmery serves ne

right.

UNI DENTI FI ED FEMALE 17: (I naudi bl e) and
then they didn't keep themup. |If you -- | nean, if
you |l ook on the -- and this may not be correct,

because | think it goes back to 2017, on the public
(i naudi bl e) they have an organi zati onal chart
(i naudi bl e) of all these different corporations. Do
you have an updated organi zational chart?

TIMWLSON. Do you nean a map, ma'anf? The
service map? O the affiliate breakdown?

UNI DENTI FI ED FEMALE 17: (Il naudi ble) at the
top, then it conmes down to Canada --

TIMWLSON:. So we -- yes. Yep. Yep.

UNI DENTI FI ED FEMALE 17: |t cones down and
lists --

TIMWLSON: All the affiliates, uh-huh.
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UNI DENTI FI ED FEMALE 17: And Liberty
(i naudi bl e) .

DI ANA CARTER: The Enpire District Electric
conpany, for exanple, is a Kansas corporation that is
regi stered to do business in Mssouri. Also
regi stered to do business in Arkansas, Cklahoma, et
cetera.

UNI DENTI FI ED FEMALE 17: That was
(inaudible) in two counties, | believe, in Kansas
maybe, two in Cklahoma, nmaybe one in Arkansas or
sonething. Are they -- | knowthis is not a rate
meeting, but are they all (inaudible).

DI ANA CARTER: The Enpire District Electric
Conpany.

UNI DENTI FI ED FEMALE 17: (I naudi bl e€) has
nothing to do wth those counties that are
(i naudi bl e) .

DI ANA CARTER: They do. W' re regul ated.
We're regul ated by the KCC, the Kansas Corporation
Conmmi ssi on.

UNI DENTI FI ED FEMALE 17: (I naudi bl e) they
have their rates in those states.

DI ANA CARTER:  Yes.

GEOFF MARKE: My understanding is, there's an

| nvestigation going on in each one of those states.
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UNI DENTI FI ED FEMALE 17: Ckay. (I naudi bl e)
neeting, so.

DANI ELLE: H . M nane is Danielle. 1'm
sure you've heard ne a couple of tinmes out there.
Thank you for being here and |istening to everybody.
| do want to comend you for all the work you did when
the storns cane through and al so providing water for
people. That was great. And very nuch needed for
sone peopl e around here.

First thing, on our bills, that storm
costs, can you explain why sonetines that pops up nore
t han once on a bill?

CHARLOTTE EMERY: So the Storm Uri and

Asbury?

DANI ELLE: Yes. So sone bills it wll be
on there only once, and then a couple bills we'll get
it on there, and it'll charge twce and at two

different rates.
TIMWLSON:  Real | y?
DANI ELLE: Yes. | believe ny -- it mght
be ny April bill has two charges on there for that.
CHARLOTTE EMERY: Yes. W had a rate

change.
CANDI CE KELLY: So are you referring to
just this April invoice is the only tine you seen --
888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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DANI ELLE: There had been one or two prior
to that, and | didn't think anything about it. Mybe
It was just a mstake. But then | saw it again and
wasn't quite sure why it was on there. That's not ny
bill. That's his, but it's on there, and |I'm sure
they' re the sane.

CANDI CE KELLY: What date is that?

TIMWLSON:. Well, that's not supposed to
be there.

CHARLOTTE EMERY: So what | think has
happened, if nmy nEnery serves ne right, and we can
doubl e check, so we had a newrate filing back in

February. And, so what | believe this is doing is, |

believe it is prorating the -- a portion of a rate
that was -- or the usage that was prior to April 1st,
and it looks like it has been -- yeah. Because the

billing period here is running 3/19/25 to 4/16/25. So
there is different charges associated with that
securitization.

DANI ELLE: Okay. So |ooking forward
because | have yet to receive a bill for this |ast
nont h.

CHARLOTTE EMERY: You shoul d not see a
proration of that.

DANI ELLE:  Ckay.
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CHARLOTTE EMERY: But | wll tell you,
t hese securitization it -- it is a unique filing, and
it -- it requires us every nonth to go in and eval uate
whet her or not we're going to be able to make that
bond paynent. W have to nmake a bond paynent tw ce a
year. One in July. One in January. Every nonth we
go in and eval uate whether or not we can nake that
bond paynent. If we, for whatever reason -- and we
are required to do this. [If for whatever reason, we
do not think that we're going to be able to nake that
bond paynent, we are required to make a tariff filing
with the Conm ssion. They reviewit. So | wll tell
you, those rates can change quite frequently. They
haven't significant -- |ike, we've changed -- we've
put it on the bills, April of '24, | believe the very
next -- the next tinme we changed that rate was
Decenber 1st of '24, and then we changed it again on
April 1st of 2025.

DANI ELLE: Onh, okay. And then | had
anot her question. And | know a lot of famlies had
already left. They had babies to take care of. So |
am speaking on part of their behalf as well. So you
were tal king about -- they had brought up when we had
(i naudi bl e) daily usage, those people, those famlies

who had lost their food in their fridge or their
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freezer because they were out for three or four days,
in order to -- and a ot of our famlies are | ow

I ncone, so they have EBT, SNAP, whatever you want to
say, in order to possibly get that funds back. They
woul d need to know -- we have to ask you. The -- we
need pr oof.

CANDI CE KELLY: You have to provi de proof
to the insurance or to --

DANI ELLE: Yes. Well, whenever we go into
do that, it showed Liberty -- they talked to Liberty,
then said that it does not show that we were out of
any power. And that -- now, ny next step into other
famlies next step would be to contact sonebody and
get it witten on a letterhead from Liberty. So how
woul d these famlies go about doing that? If --
because, | mean, there are -- there are a | ot of
famlies that have a | ot of babies. So do you have
any idea of how -- because, | nean, it's hard enough
to get through custoner service as it is because.

UNI DENTI FI ED MALE 20: Sorry. They have no
proof because it showed that you had charge -- you
were using electricity.

TIMWLSON. | totally get it. W had
several custoners call in, and Joey's pulled the

actual nmeter data to -- for those custoners to show
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It shows this, and then down for three days, and then
back up, and we provided snapshots of their actual
neter usage, not fromthe data interface but actual
neter data usage. And that sufficed for those

cust oners.

DANI ELLE: So we woul d need to contact him
personally or how woul d they go about that? Because
there are many famlies --

UNI DENTI FI ED MALE 21: (I naudible) they
know t hat .

DANI ELLE:  Yeah.

CANDI CE KELLY: They need to contact
custonmer service and --

DANI ELLE:  Yeah.

CANDI CE KELLY: -- about the issues that
t hey have, and we can get that information, but the
manager of the contact center is right back here in
t he back of the room and she is -- obviously, we've
tal ked to custoner service, and we've had custoners
t hat have received the information that they have
requested, so. | -- | know you don't want to hear to
have them call custoner service, but.

DANI ELLE: Yeah. Because -- sane with
everybody else. |'ve had issues with the nunbers not

wor ki ng, and you can't get through. So, yeah. |
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mean, that --

CANDI CE KELLY: Yeah.
custoner.service@ibertyutilities, but | realize that
sone people don't -- don't want to use the online
ver si on.

DANI ELLE: Hey, it is an option.

CANDI CE KELLY: It is an option. Yes. And
custoner.service. |If you forget the dot, it won't go
t hrough. Custoner.service@ibertyutilities.com
You' re wel cone.

DANIELLE: | knowit's not a rate thing, a
rate neeting, but I will tell you, as a | ow incone
famly, please consider these famlies. Because |
| ove ny town, but if our rate goes up, | amup for
putting nmy house up for sale. Because |l will not be
able to afford to live here on one inconme, and | would
rat her provide a hone for ny babies and take care of
them and right now | take care of nieces and nephews
just to help themout, so. Please, please also think
about the famlies when you cone to that.

TIMWLSON:. Thank you.

CHARLOTTE EMERY: I'mgoing to junp --

UNI DENTI FI ED MALE 21: You don't have water
and electricity, and they shut off (inaudible).

CHARLOTTE EMERY: Danielle?
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DANI ELLE:  Yeah.

CHARLOTTE EMERY: 1'm going to have Nate
Hackney (phonetic) raise his hand. GCkay. So Nate, he
is -- actually, all he does is low incone. W donate
$600, 000 a year to help our custoners that are sone of
our nost chal | enged custoners, so. W have prograns
available to help, and that is his job nostly because
of -- that guy right there -- to have an enpl oyee
that's designated to really help our -- our nost
chal | enged custoners. And, so | would encourage you.
He's a very nice man. He's not scary. But he would
be able to help you.

DANI ELLE: (I naudi bl e) scary.

CHARLOTTE EMERY: Yeah. But he's going to
be able to help you. He's helped a | ot of our
custoners, and we really just appreciate you asking
and -- and just being -- your kindness actually.

TIMWLSON. | agree. It was one thing
that | was trying to get in earlier, was our prograns
that we have and -- and I know we're not here to talk
about the case, but even introduci ng new prograns, one
called the Fresh Start Programfor fol ks noving
forward, so. W -- we take those things very
seriously and -- and, so just want you to know that.

Thank you.
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DI ANA CARTER: And (inaudible) so
definitely go visit.

GECFF MARKE: Anybody el se like to speak
her e?

UNI DENTI FI ED MALE 22: | just have a
guesti on.

GECFF MARKE: Wuld you m nd speaking on the
m cr ophone? Thank you.

UNI DENTI FI ED MALE 22: Yeah. So ny
question is, I'Il just filter dowmn to one question.
So is there a certain tine of day, let's say
(i naudi bl e) between this hour and this hour to charge
your car as opposed to this hour and this hour, and if
that is true, is there a breakdown that we can see?
Like, is there a -- a chart we can | ook at because
that m ght help us stop yelling at the kids so nuch
about turning off the lights, if we can |ook at that.

CHARLOTTE EMERY: Yeah. So we do have tine
of use rates. W even actually have EV tariffs, and

Joey can help us on that, too. But yes, there is a

two cents credit when you use those usage -- | believe
the usage is after -- is it after 4:00 o' clock? After
8:00 o' clock. 8:00 o'clock. Yep.

UNI DENTI FI ED MALE 22: So after -- I'm

sorry. After 800 p.m --
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CHARLOTTE EMERY: Yep.
UNI DENTI FI ED MALE 22: -- it goes down?
CHARLOITTE EMERY: Yep.
UNI DENTI FI ED MALE 22: By how nuch?
CHARLOTTE EMERY: Two cents.
UNI DENTI FI ED MALE 22: Two cents per --
CHARLOTTE EMERY: Kilowatt hour.
UNI DENTI FI ED MALE 25: Kilowatt hour.
kay. And that's for anything?
CHARLOTTE EMERY: Yes.
UNI DENTI FI ED MALE 22: Ckay. Awesone. |Is
there any way we can get that readily accessible? |Is

that just the only criteria?

CANDI CE KELLY: It is on our website.

under custoner service, it'll say sonethi ng about

rates and all that information wll be in there.

have the tinme choice rate. Yes.
TIMWLSON. So -- so can we get his

i nformati on and make sure he is enrolled in that

UNI DENTI FI ED MALE 22: Okay. Awesone.
CANDI CE KELLY: Again, so on the website,

UNI DENTI FI ED MALE 22: Right on. Ckay.
CANDI CE KELLY: Tine choice. You have to

program because that's what we want is for people to

enroll in those prograns. And, so we need -- so he
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can stop yelling at the kids.

CANDI CE KELLY: Kelly, will you get his
contact information and nmake sure --

UNI DENTI FI ED MALE 22: |s there any
other -- is there any other tips and tricks fromthe
I nside that you can give us besides those little
t hi ngs you send out for energy, you know, save
anyt hi ng?

TIMWLSON:. Energy efficiency, yeah.

UNI DENTI FI ED MALE 22: Yeabh.

CHARLOTTE EMERY: WAtch the heating strips.

TIMWLSON. Yeah. Watch the heating
strips in the wwinter. That really nmakes a big inpact.
It -- it escalates (inaudible) significantly whenever
your heat strips kick on. Sonetines you can't help
it. | also burn wood. So that -- that helps ne as
wel | .

UNI DENTI FI ED MALE 22: Ckay.

TIMWLSON: | appreciate the questions,

UNI DENTI FI ED MALE 22: Appreciate it.

UNI DENTI FI ED MALE 23: Heat punp, heat
strips (inaudible) we see.

UNI DENTI FI ED MALE 22: Ckay. Well, |

appreci ate the answers. Thank you.
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CANDI CE KELLY: | just want to take a
second. | know that honestly it's not easy to sit up
here and |isten to all the custoner service issues.

We know we have work to do. W don't |ike where we
are. | don't as a custoner service person. |'ve been
i n custonmer service with Enpire for 19 years, and | do
not |ike where we're at today. And we know we have
work to do. We've cone a |long way over the | ast year.
But we're not done yet. W're going to get things
turned around. We're going to get things fixed. And
| know we have a |ong way to build that confidence.

But | want you to know fromny heart that we hear you.
And that's why we're here. So thank you for com ng up
and talking. | knowit's not easy for sone of you to
do that either. So | appreciate it.

KIMBOLIN. Really informant, and we'll
keep this all in mnd during our investigation.

GEOFF MARKE: Thank you.

UNI DENTI FI ED FEMALE 18: |'ve called
custoner service (inaudible) rates (inaudible).

(1 naudi bl e conversation.)

UNI DENTI FI ED FEMALE 18: Don't take
anyt hi ng personally.

(1 naudi bl e conversation.)

(Audi o ended.)
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CERTI FI CATE OF REPORTER
I, Melissa J. Eicken, Certified Court
Reporter of M ssouri, Certified Shorthand Reporter of
I1linois and Regi stered Professional Reporter, do
hereby certify that | was asked to prepare a
transcri pt of proceedings had in the above-nentioned
case, which proceedings were held with no court
reporter present utilizing an open m crophone system
of preserving the record.
| further certify that the foregoi ng pages
constitute a true and accurate reproduction of the
proceedi ngs as transcribed by ne to the best of ny
ability and may i ncl ude i naudi bl e sections or
m sidentified speakers of said open m crophone
recor di ng.
(Modwsae, Gcbos
Melissa J. Eicken, CCR, CSR, RPR
Dat e:
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