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iberty shut off power to our business without notice!!
message

essica Garrison <||| || | G Tue, Apr 15, 2025 at 5:07 PA
© I

Hello! My name is Jessica Garrison. My husband, Corey Garrison and | own a business here in Bolivar. The building that we work out of
is currently without power.

Liberty has made claims that there is a short in the wiring connecting to their meter. However, we've had no issues, received a bill every
rnonth and have paid our bill every month. We are also only renters of the building.

They decided to show up last Wednesday, April 9th with zero notice and literally cut the power lines to our building and took the meter. |
did call the public service commission and filed an official complaint kast Thursday and they said that they would be investigating. We
immediately called an electrician to come out and fix whatever wiring issues they claimed was the problem. However, they decided that
once the electrician was in there, they wanted more stuff done.

We received na letter, no phone call, no note on the door. Our landlerd also had no notice of this shut off.

We've heen forced to close our doors, reschedule clients, And do our best to make other arrangements. We are personal trainers and
work with the public. Part of our job is to keep people on a routine and stay consistent. This has been devastating to our business.

{ believe what they have done is illegal and violated our rights and | can only pray that this class action lawsuit gains some traction!!

Thanks
lessica Garrison
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.iberty bills

message

imily Meh! NG Tue, Apr 15, 2025 at 10:57 Al
o I

Hello,
| received all of these bills in the last week. | posted them on fb too.

Last year we went several months wo getting a bill at all.
Thanks for making an attempt to change!

Emily C. Mehl
Broker/Owner
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.iberty Bills

message

wmber Diugosh I Tue, Apr 15, 2025 at 2:23 Ph
o: 1—

Hey Tionna, :
i saw your post on Facebook. [ received three bills this past month (and the 499.071 was never withdrawn; I'm on autopay). The date
stamp is in the top right corner.
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Consumer Complaint No. CC-2025-04-001675 Details
Consumer Information

Name: Tionna Spohn A

e I

Primary Phone:
Secondary Phone:
Emaitk:

Business Information

Business Name: Liberty Utilities

Address: 2690 W broadway st
bolivar, MQ 65613

Phone: (800) 206-2300
Fax:
Email: customer.service @libertyutilities.com
Website: www.libetyEnergyandWater.com
Contact Person: NICOLE, REPRESENTATIVE IN THE OFFICE

Complaint Information

Complaint Number: CC-2025-04-001675
Consumer Info: Over Age 60 No; Disabled: No; Veteran: No
Category: Other - Energy and Utility Complaints
Transaction Date: 4/22/2025
Financial Loss: Yes; Sales Method: In Person; Payment Method: Debit; Amt Paid: 1622.50
Contract Signed: No
Erief description of complaint:
This is 2 complaint on behalf of Bolivar Missouri Community, this is not just a complaint on my own_
_account, There is a MAJOR BILLING MALPRACTICE AND SOFTWARE ISSUE GOING ON RIGHT
NOW IN BOLIVAR MiSSOURI AND HUNDREDS OF FAMILIES AND INDIVIDUALS ARE BEING
HIT WITH THESE ASTRONOMICAL RATES AND ERRATIC BILLING CYCLES.

i have personally compiled several documents and substantiating evidence supporting that there is
major corruption happening with Liberty Utilities on multiple levels. Billing cycles every 14 days and
explanations given are they simply did not generate bills properly and its a system issue, but that stilt
DOES NOT ACCOUNT for the unexplainable rate increases that a huge percentage of bofivar
community is experiencing.

| understand there is a current investigation but what about all the families & businesses suffering
from these misreadings and errors in the system??? How far out of whack does this have to get for
somebody higher up to really do something about it?7?

BOLIVAR MISSOURI IS IN A CRISIS SCENARIO WITH LIBERTY UTILITIES

Consumer has indicated that the following statemeats apply to this complaint:

« Consumer has taken these action(s): - Filed a complaint with another agency
« Consumer has contacted agencies: - MO Secrefary of State - Better Business Bureau
+  Consumer would like complaint resolved via: - Investigate business
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Liberty-

April 17, 2025

Via E-mail to Jake. Humphrey@ago.mo.gov

Jake Humphrey

Office of the Attorney General
Consumer Protection Division
P.O. Box 899

Jefferson City, MO 65102

RE: Complaint No. CC-2025-04-001675 (Spohn)
Dear Mr. Humphrey:

As legal counsel for The Empire District Electric Company and Liberty Utilities (Missouri
Water) LLC (collectively, “Liberty” or the “Company™), I am writing in response to your letter of
April 9, 2025, and Tionna Spohn’s Complaint No. CC-2025-04-001675. In the complaint, Ms.
Spohn takes issue with Liberty’s billing practices and the Company’s rates.

Ms. Spohn’s complaint generally discusses the billing issues that some Liberty customers in

Bolivar are experiencing, as well as the rate change recently approved by the Missouri Public
+Service Commission (*“MoPSC”) for water service. Ms, Spohn does not state any specific problems
with her account, As an Investor Owned Utility (“IOU”), Liberty filed a general rate case with'the

‘Umcre‘_a;e its water rates for its Bolivar customers. Ultimately, the MoPSC set the just and

reasonable rates to be charged by Liberty. On March 1, 2025, those new rates for water service went
into effect, with Bolivar water customers seeing an average increase of approximately 20%. Bolivar
custormers did not see an increase to their wastewater rates.

Liberty understands the competing financial obligations of its customers, and the Company
is available to discuss conservation tips, payment agreements or assistance opportunities to any
customer who contacts the Company.

Unfortunately, many customers in Bolivar have experienced billing delays and other issues
related to the Company’s billing system change over. Liberty’s billing team has been working
diligently to address all billing issues and expects to have regular billing in the future. Liberty has
also worked with the MoPSC on these billing issues, and the Company has waived late fees and
offered extended pay arrangements to affected customers.

If you require additional documentation or information to address this complaint, please do
not hesitate to contact me.

602 5. JOPLIN AVENUE » P Q BOX 127 » JOPLIN, MISSOURI 64802 » 417-625-5100 » wwan.libertyutilities.com



Privileged and Confidentiaf
Attorney Work Product
Aftorney Client

Statement to PSC at Belivar Public Hearing

e Mynameis T[onna S&oh d | am a resident of Bohvar M]SSO . I’ ve lived i n
Bolivar &lme-[yearfmy whole-(i]fe ar&v”"ﬁa he 5]" aﬁi‘:ﬁ‘"m ralsmg m three%oys
here. | love commuriity. 1t is full of hard-working peopie doing our best to pay
our bills and take care of each other.whken wecesande

o But, ever since Liberty became our utility provider doing that has become much
more difficult. For over a year, Liberiy’s billing system has wreaked havoc on my

community, T Speat 0N bowalf OF alk Svase ZKpenendeny [FTe N

o Community members cannof understand their bills or how much they owe. These
are extremely stressful situations that take a toll on a community that is already
vulnerable and struggling economically.

e The fact that Liberty is now asking for a rate hike is an insult. We have been
treated with total disregard for over a year as we've struggled to simply fler
understand our bills, ox* eviin ot ou billS for st o

o.. I've called Liberty customer service many times for help, and the process is-very
nO! \b“ (\ frastrating:  Sometimes T Eammotevengetthrough—iftdorHam often placed on
\3 hold multiple-times-and-rarsferred-muliiple times  SeveraHimes-ray-call-got—

gﬂ,
Q“‘E’@}f\\? i, disconnected during-a transfer, and | had to restart-the-processrom-the——

ur-psﬁtmg experience.

eﬂ(’ {in
dl‘b W C] G- Hhe {sbby e
* There were about 12 people in-a-waifing room with only four chairs. Several

pespleweresidagly. We played musical chairs o make sure some of the older
itk intiaded Seniors, @%\&@

}wt/

) &:\e}\k “5\ begiﬁntng~liverspentﬂears-en—the~phone—and‘l’ve‘rrever—feeewed_clear_a_rlswers_
é-b(emsk(} (;,U\ch? aWSwersS or WMRL{[M ™ Y b¢ l(;n;]
\\ue“g ufosvr s | understand that sometimes customer service lines are busy, or calis are—
o dropped. But the situation at Laberty is different. Liberty’s issues have bee A
W o ongz[:ng for over a year, an n%&ﬁhgﬁf}?ﬂﬁé[pﬁisinmbm—g »%erggm wo
The average Bollvar{esment cann tcféfb% éﬁours%ﬁ&phone eve@/m nth
for over a year tg sm"ip y unde?stanc?ﬁ]elr utility blf bﬁa-doesn.t—step—fef—aﬂ—‘ﬁe
stilhave to work, take care of ouﬂamﬂm_ammmm
el edon b (S d Nf
ﬂ.“' oA QTS ™ LW aﬂ’!’d
\Womq i (ie que dayclj\ﬁgﬁberty 's office in Bolivar for hel‘;;‘ ﬂaas Zk\féry by PTG
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Privileged and Confidential = agcb ?&\%Pg_gk
Attorney Work Product PRI o

brase
Attorney Client [ L‘TBLQSQGK Severa] ol

Gves ‘l“m ﬂm&“\" gg‘lgﬁiyc Boife S‘frw;‘;‘/c 7LO S.Fanc(;z%mfé{em

folks could sit, Several had-canes and | saw their legs shaking as.they-struggled 1 e Cened

s

¢ | spoke with several people in the waiting room. | learned some were war
Veterarﬁ}‘ n?ﬁg (rs‘pan who told me he was 92 years old said that he had survived
polio and/hever imagined he'd be fighting harder against a utility company just to

understand his bill. Liberty has to do better for our seniors agagrour war veterans, and
W Cammun oy tfmmm .
neyp \ameb i 7R 1
o Liberty’s inability to deliver an understandable bill'%%rupts lives. |'v 584 {'uh"“‘m{

people sitting in the dark and not using air conditioning or heat to try to avoid a
high utility bill, ot 0CLLCS nyuayS -

e Liberty is draining our community. People do not want to move to Bolivar

because of Liberty. Having Liberty as a utility provider negatively impacts the

sale price of homesjelaa‘lfr_ldlords, small businesses, our schools sﬁ:rd hospital 2«

irapactedton. apt  taces A Frerkoundows o] g Eured weowmer.
how Wil fibety D2 accounirhe 7

%here is the balance in all of this? | iberty continues to disrespect-its—susiomars-

afret deliver poor service, ye' mmled to yet another rate hike. When

will the customers get a break? | worry that if we don't get a break we will break_ !

strongly urge the Commission to refuse to grant Liberty’s requested rate hike.

My community simply cannot afford it. Thank youfey~ [ fs-bwi’? .





