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JUDGE HATCHER: My nane is Charles
Hatcher. | amthe Regulatory Law Judge that will be
presiding over this hearing. This is an evidentiary
hearing set for the general rate case of the Enpire
District Electric Conpany, doing business as Liberty.
This is Case Nunber ER-2024-0261.

First and forenost, if | could ask
everyone to please nute your phones. Everyone who has
joined by WebEx, if you could please check and nake
sure that you are nuted now.

For the record, 1'd like to nention that
we have two of our Conm ssioners joining us online
today. W have Comm ssioner Kol kneyer online, as well
as Conmi ssioner Coleman and Mtchell. [|'msorry. W
have three of our Conm ssioners, and Conmm ssioner
Mtchell. | expect Chair Hahn to be joining us from
upstairs shortly.

Next, 1'd like to thank Ofice of Public
Counsel and the Consuners Council of M ssouri for your
quick filing of your objections. This has been a
| ast-m nute settlenent, which is quite a big curve
ball in a case, and | appreciate both of those parties
shortening -- self-shortening the seven -- seven-day
deadline to get those filed.

M. WIIlians?

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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MR. WLLIAMS: Judge, we actually only
responded to one of the settlenents. W don't have
any objection to the other two, just to be clear on
the record.

JUDCGE HATCHER: Thank you. | appreciate
t hat .

Moving on, let's talk about our excused
parties today. By ny count, we have five parties
actively participating today. That will be Enpire,
Staff, OPC, Consuners Council, and MECG

Excused parties include the International
Br ot her hood of Electrical Wrkers, that's | BEW t hat
| ocal ; Enpire District Retirees, also known EDRA;

I nfl uent Energy. Those three have already been
excused fromthe proceedi ngs.

Monments ago a notion was filed by Renew
M ssouri requesting that they al so be excused. Are
there any objections to the excusing of Renew
M ssouri? Hearing none, they are also so excused.

Let's see. \Wat else is on ny list?
According to the anended hearing schedule -- let ne
back up and change topics.

| don't have an order for opening
statenents. Just follow ng the order of

cross-exam nation for the five remaining parties, |

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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woul d suggest -- or | would throw out as a first
t hought that we go Enpire, Staff, OPC, MECG and then
Consuners Council batting |ast.

Are there any suggestions otherw se? W
do not have a schedul e for opening statenents.

(kay. Let's go back to our anmended
hearing schedule. This was filed Friday evening. And
| would like to point out two topics -- three topics
of note on this filing.

The first says: The parties stipulate to
the adm ssion of all testinony pre-filed in this
docket. | want to take that partial statenent on its
own. My understanding fromthat is that we will not
be needing witnesses to cone up and be sworn in to
verify that they filed that pre-filed testinony.

My under standi ng and intent fromthat
understanding to nove forward is that when we get to
| ssues that the parties have said that they will not
have openi ng statenents and they will not be
cross-examning, so nore or |ess the bul k of our
docket for this week, those issues | wll ask the
Commi ssioners, "Do you have any questions?" and then
we Wl proceed fromthere whether we call up
W tnesses to then be sworn and answer questi ons.

So, for exanple, today we'll finish up

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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Wi th Custoner Experience issues. At the conclusion of
that, ny intent is to then announce that we are noving
to Incone Statenent issues, and | will list off those
| ssue nunbers.

| wll then ask if there are any
Commi ssi oner questions, junping right into the mddle
of that. |If there are no Conm ssi oner questions,
we'll nove on. |If there are, then we'll stop, call up
t hose appropriate wi tnesses, and nove through the
Commi ssi oner questions and then circle back around to
everyone el se's redirect and recross.

Are there any concerns, objections,
nodi fications on that? M. -- Staff counsel.

MR. VANDERGRI FF: It's Eric Vandergriff,
Your Honor .

JUDGE HATCHER:  Thank vyou,
M. Vandergriff.

MR. VANDERGRI FF:  So regarding the issue
statement -- or Incone Statenment issues, if the
Commi ssi on woul d announce if they had questions for
those w tnesses as soon as possible, that would help
some of our witnesses. That's the only question we
have.

JUDGE HATCHER: | understand and
appreciate that. | have thought about that a ot this

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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weekend. We are -- we were conpressed for tinme from
the gl obal stipulation to the objections to the
anended schedul e and now t oday.

Reluctantly, | have to say no. | do not
W sh to excuse any w tnesses today because | don't
know how this is going to play out. In ny head, this
goes really snmoothly. But I -- | want to nake sure --
and I'mal so aware that Staff w tnesses typically work
in this building. So | would even add that onto ny
hesi t ancy.

For the week ahead, the notions |I've seen
ask for excusal of all of those witnesses. |I'm
hesitant because | don't have a |ist of exact nanes.
"' mal so hesitant because the stipulation, the
obj ections, and the new schedule, the timng, have not
given the Comm ssioners a lot of tinme to go through
and give a fine point on what it is that they want to
ask.

So for today, |I'mnot going to excuse
anyone in advance. W wll just go through and -- and
when we get to Incone Statenents, | -- |I'msorry,
we're going to have to just roll the dice and see how
t hat wor ks out.

If witnesses are not available, if they

have excused thenselves fromthe office for whatever

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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reason, | will bend over backgrounds to be
under st andi ng and reschedule themto either |ater
today or later this week. Wth all of those, |I'm
going to have to say no, |'mnot going to excuse

W t nesses this norning.

Thank you.
kay. Let's get back to the phrase,

rule on all of those pre-filed testinonies.

Does anybody have any concerns or

all at once and | feel confortable asking all at o

any objections to all of those pre-filed exhibits
being admtted? |1'mgoing to get to your special
ones.

Heari ng no objection, all of the
pre-filed testinony is admtted according to the
exhi bit nunbers that were posted on everyone's
pre-filed exhibit |ist.

(Al pre-filed testinony was received

MR. VANDERGRI FF:  Thank you, Your Honor.
JUDGE HATCHER: Sorry, M. Vandergriff.

"The
parties stipulate to the adm ssion of all testinony
pre-filed in this docket.” | wll ask for objections,

and for purposes of the next five days, I'mgoing to

obj ecti ons about ne asking all at once? |'m asking

nce

because the parties all signed on to this. Are there
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I nto evi dence.)

JUDGE HATCHER: Second, and as a part of
t he sane sentence, the parties have stipulated as well
to the adm ssion of Exhibits 227 -- these are OPC s,
we can tell by nunber -- Exhibits 227, which is
DR-2001; Exhibit 201, and that is DR-8054; and
Exhi bit 200, which is DR-8053.

I"minformed that Exhibit Nunbers 200 and
201 and 227, all of those three, were not pre-filed in
t he sane manner that the other testinony was
pre-filed. However, they have been provided to the
parties in advance of ny asking this question.

So just belt and suspender, the parties
have already agreed that these are admtted. | just
want to doubl e check. Has anyone changed their m nd?
Are there any objections to the adm ssion of 227, 201
and 200? Hearing none, they are so admtted.

(OPC Exhi bits 200, 201 and 227 were
recei ved into evidence.)

JUDGE HATCHER: M. WIIlians?

MR. WLLIAMS: Just as a point of
clarification, those are actually Enpire responses to
Publ i ¢ Counsel data requests.

JUDGE HATCHER: Yes, ny phrasing is -- is

short following this norning. Thank you. |

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

And lastly, according to the anended
hearing schedule, the parties further stipulate to the
followwng -- followng correction to the pre-filed
rebuttal testinony of Daniel Dane, the follow ng: Page
21, lines 17 to 18, quote, As noted by Fitch in My,
the correct year should be 2024. The remai nder of
that sentence is deleted through to the colon, end
quot e.

Are there any objections to that
correction being made to the pre-filed rebuttal
testinony of Dani el Dane?

Hearing none, it is so corrected.

Let's touch briefly on further
corrections, if we have any. 1'd like to take those
up as separate filings, errata sheets with the -- the
pl ace and -- and page nunber and everything to be
corrected just for the ease of nyself, the
Comm ssioners and all the parties.

M. Vandergriff?

MR. VANDERGRI FF:  Your Honor, that's what
we were going to nention, we had a correction as well.

JUDGE HATCHER: Let's save that unl ess
it's going to be super relevant today. Let's just
have that filed -- throw ne out a date when you think

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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you can have that done. Next Friday? Not this com ng
Friday, but the Friday after our hearing.

MR, VANDERGRI FF:  Yes, Your Honor.

JUDGE HATCHER:  Done.

Ms. Carter?

M5. CARTER  Judge, we have one addition
stipulation item

JUDCGE HATCHER: Is this the one that was
filed this norning or yesterday? There was one filed
yesterday. |'msorry. Go ahead with your question.

M5. CARTER  Thank you. | was just going
to put on the record, OPC had requested an anount that
had been paid to a particular witness to be stipul ated
on the record. And we stipulate that the anpbunt paid
to John Reed for this case through Cctober 9 of 2025
is $123, 288. 75.

JUDGE HATCHER: Does counsel for OPC have
any response?

MR WLLIAMS: No. W were asking for
the stipulation for waiving cross.

JUDGE HATCHER: So | think that sets into
notion they are going to be waiving cross on Thursday
on the Custoner Experience issues when we continue
those issues. |Is that ny understanding? |s that

under st andi ng correct?

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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MR. WLLIAMS: W're waiving cross on
M. Reed.

JUDGE HATCHER. Okay. And just to
confirm the d obal Non-Unani nous Stipul ation stated
In the event that it was objected to, which is a
situation we are in, that the parties to the stipu- --
the signatories would not cross-exanm ne the fell ow
signatories of that. By the nods of the head, |'m
seeing that that is still in effect.

M5. CARTER That is correct, Judge. As
opposed -- with the exception of cross questions based
on questions fromthe Bench.

JUDGE HATCHER: | foll ow

Ckay. Thank you. That was a | ot of
I ntroduct ory announcenents we have nmade our way
through. Let's start with our opening statenents.
Enpire, the floor is yours.

And |l et the record reflect we have been
joined in person by our Chair, Kayla Hahn. Thank you.

Ms. Carter, go ahead.

M5. CARTER  Thank you. M nane is Diana
Carter, counsel for the Enpire District Electric
Conpany, which does business as Liberty. Also
appearing in the hearing on behalf of Liberty will be

nmy col | eague, Jernmai ne G ubbs, who is hiding behind

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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this pillar right at the nmonent; JimFlaherty of
Anderson and Byrd, who is back here. He has
represented the conpany before the Kansas Corporation
Comm ssion for many years. And then also ny forner
partner fromjust down the street, Dean Cooper of
Brydon, Swearengen and Engl and.

There is a list of issues with
170 decision points, wthout counting subparts. But a
gl obal settlenent was reached between Liberty; the
Staff of the Conm ssion; the industrial custoner
group, MECG Renew M ssouri; and the union that
represents many of Enpire's enpl oyees.

The conpany reached separate parti al
settlenents with the retiree group and the union. And
upon request, those two parties were excused fromthe
heari ng.

| ntervenor, Influent Energy, stated their
non-obj ection to the global settlenment and they were
excused fromthe hearing. And the signatory Renew
M ssouri, was just excused fromthe hearing this
nor ni ng.

Because of the objection by two parties
to that global stipulation, it now serves as the Joint
Position Statenment of the signatories.

The Conpany, the Staff of the Conm ssion,

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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and the other signatories continue to urge the
Comm ssion to approve the terns of the gl obal
settlenent as the just and reasonabl e resol uti on of
all issues in the case.

As you know, the Conpany depl oyed what we
call Custoner First. |It's an SAP systemthat is being
used for all core functions across the enterprise;
financial transactions, procurenent, human resources.

The focal point of discussion in this
case has been the billing nodule of that SAP system
Billing i ssues have been a part of informal conplaints
and inquiries as you know, witten comments, testinony
at town halls, local public hearings, and the w tness
testinony that will be before you today.

| reviewed those conplaints, | attended
the town halls, | attended the |ocal public hearings.
| heard those conplaints, | felt those conplaints.

From a custoner inpact perspective, the
depl oynent has certainly not been what our custoners
deserve. W acknow edge that, we understand that.

The frustration and confusion expressed by our
custoners is nore than valid.

It's a conpelling reflection of the
chal | enges we nust address as a conpany. Wile we

have i npl enmented significant inprovenents, we
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recogni ze that the issues experienced by our custoners
went on too |ong, and that even a snall percentage of
unresol ved billing issues affects custoner
satisfaction and trust. And trust not just from our
custoners, but fromall stakehol ders.

Wil e the conpany continues to take
action to address billing concerns, here are just a
few of the steps that have already been taken. And
we're not sinply asking for trust. W understand that
that's sonmething we need to build back, and we're
earning it back through neasurabl e transparent
pr ogr ess.

W increased staffing levels in both the
call center and in billing operations to inprove the
ti meliness of addressing custoner needs. And we
devel oped a dedicated team for custoner conplaints for
focused resolution, data collection, and
probl em sol vi ng sessi ons.

We updated the exception process within
SAP to mtigate those non-val ue added exceptions and
i nprove billing tineliness. W deployed a manual
revi ew process by our regulatory and billing experts
so we could catch nore of the issues before they
appear on custoner bills.

" mvery proud of this next one, nunber

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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four, the role of chief custoner officer was created
so that custoner experience is prioritized at the

hi ghest | evel of |eadership and to devel op a
custoner-centric operating nodel for the entire
organi zati on that provides direct accountability for
cust oner out cones.

Qur chief custoner officer, Any Walt,
wll be the first witness to take the stand in this
case.

Next, Any inplenented key perfornmance
metrics that track billing accuracy, tineliness,
custoner service success, and custoner experience wth
the ability to drill into the netric and understand
the primary pain points of our custonmers. This wll
drive focused problemsolving to proactively resolve
| ssues before they reach our custoners.

And al so, Any | aunched targeted
end-to-end process reviews and is inplenenting root
cause sol utions.

Wth the help of OPC and Staff, we
recently obtained variances fromthe Conm ssion so
that we can address the | argest pain point of
collective and joint accounts by aligning the neter
reading and bill cycles for those custoners who have

mul tiple services or nultiple neters.
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These actions and many ot hers denonstrate
our commtnment to custoners and our accountability for
| mprovenent .

It's inportant to note that Custoner
First is fully integrated into nearly every aspect of
our daily business functions and is essential to
delivering service to our custoners in Mssouri. The
testinony denonstrates that it is in service and used
and useful consistent with regul atory standards.

Al so, the Commi ssion nust renenber there
Is nore in this case than just the Custoner First
I nvestnent. Beyond Custoner First, approxi mately
550 mllion of prudent investnent has taken pl ace
since the | ast case.

Ei ght een substati ons were upgraded, five
substations were rebuilt for inproved reliability and
I ncreased capacity.

The Ozark Beach crane extension is a good
exanpl e of a significant safety inprovenent. You'l
be hearing about that on Friday, | believe.

Approximately 80 mles of transm ssion
| ines were reconductored. There were approximtely
30 mles of newly constructed transm ssion |ines.

Briefly noving to the | egal standards.

In deciding this case, the Commission is required to
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set rates that are just and reasonabl e by bal anci ng
the interests of the investor and our custoners. In
its rate case decisions, this Conm ssion often points
to this balancing obligation established by the
Suprene Court's Hope deci sion.

The Comm ssion also points to the Suprene
Court's Bluefield opinion on what constitutes a just
and reasonable rate.

The Suprene Court and this Comm ssion has
hel d that in undertaking the balancing required by the
Constitution, the Comm ssion is not bound by any
particular formula. You're free to nmake adjustnents
based on the particular circunstances. But rates nust
be designed to produce enough revenue to cover
operati ng expenses and al so the capital cost of the
busi ness, service on the debt and dividends on the
st ock.

For rates to be just and reasonabl e, they
must be designed to produce revenues that provide the
Conpany with an opportunity to earn a return that is
fair, one that is sufficient to assure confidence in
the financial integrity of the utility to maintain its
credit and to attract capital. This should be a
concern, an interest of all stakeholders, not just the
Conpany.
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Li berty's pre-filed testinony supports an
annual revenue requirenment increase of approximtely
169 mllion. The Staff's pre-filed testinony supports
an increase of approximately 129 mllion. |It's very
| nportant to note that Staff's recommendati on of
129 mllion dollar increase already reflects renoval
of the entire Custoner First investnent in cost and a
drop froma 9.5 ROE of 100 basis points to account for
the billing and custoner service issues.

In light of the evidence that is
presented in this case in Staff's position, OPC s
recomendati on of a zero increase, even understandi ng
their recommendation for doing so, is woefully
| nadequate for our custoners to receive safe and
adequat e servi ce.

And if the Conm ssion were to adopt that
recomendation, it would be far out of line with |egal
standards for setting utility rates.

If Liberty has to reduce what it spends
to provide service to custoners to the levels that
woul d be required under OPC s zero increase
recommendation, | fear what could result. Especially
given the fact that the Conmm ssion Staff, after
conducting its audit, performng a conplete revenue

requi rement analysis and then elimnating all costs of
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Custoner First and then reducing the return on equity
recommendati on by 100 basis points, still recomends
an increase of 129 mllion.

Now, the global settlenent that was
objected to and serves now as the Joint Position
Statenent of the five signatories, would set the rate
increase at 97 mllion. That's the green bar there.

The settlenment also calls for Liberty to
phase in that raise increase over a three-year period.
The percentage increase to custoners under the gl obal
settl enent would be approximately 6.3 percent each
year. And under that gl obal settlenent, the conpany
has agreed for there to be no carrying costs during
t he phase-in.

You're likely famliar with the Show ne
State sentinent: Frothy el oquence neither convinces
nor satisfies ne. | amfrom M ssouri. You have got
to show ne.

Consistent with that idea and recogni zi ng
where we have been with billing and custoner service,
under the global settlenent Liberty does not seek
recovery of or a return on Custoner First in this
case. And this is despite the evidence and despite
the integral nature of Custonmer First.

| nstead, the gl obal settlenent proposes

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

Evidentiary Hearing Vol XI

October 14, 2025 Page 22

that OPC and Staff partner with Liberty to set target
metrics associated with the billing process going
forward. Only after neeting those agreed-upon netrics
and only in those nonths where we neet those netrics
woul d the Conpany be allowed to book a return to a
regul atory asset.

Rat es paid by custoners woul dn't change
between rate cases. That's not the proposal. The
regul atory asset, if earned, would be considered for
recovery in Liberty's next rate case.

Under this stipulation conmtnent,

Li berty's return on Custoner First is tied directly to
nmeasur abl e performance netrics, ensuring full
accountability before any return is earned before
there is essentially any recovery for Custoner First;
fully addressing those concerns you heard from our
cust oners.

This allows the Comm ssion to hold the
Conpany accountabl e for inproving custoner outcones,
while preserving the financial integrity and stability
necessary for the Conpany to continue providing safe
and reliable service.

Sonme of the other noteworthy
cust oner -focused provisions of the global settlenent,

If it were to be accepted as the resolution of the
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I ssues in this case, external audits. In commttee
wth Staff and OPC, Liberty woul d engage an

| ndependent third party to conduct audits on custoner
billing and custoner satisfaction.

The goal, to evaluate Liberty's current
policies and performance agai nst industry standards
wth the intent of identifying opportunities for
| nprovenent and establishing neasurable criteria for
future success. And up to $500, 000 of the cost of
t hose audits would be paid by Enpire sharehol ders.

Next, arrearage forgiveness. Wth
approval of the settlenent, the Conpany woul d forgive
8.5 mllion dollars of custoner debt on its books
through a targeted relief initiative. Again, that
woul d be working with OPC, Consuners Council and ot her
st akehol ders to design a forgiveness programt hat
woul d support those nobst in need.

Anot her aspect of the gl obal settlenent,
the Lowincone Weat heri zation program The conpany
woul d continue its annual budget in the anount of
550, 000, with 300,000 com ng from stakehol ders.

There's also the Fresh Start plan that is
outlined in Nate Hackney's testinony. It's currently
called the Lowincone Pilot program The Conpany

woul d continue a 50 percent match, but at the annual

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

Evidentiary Hearing Vol XI
October 14, 2025 Page 24

cap being increased to 900,000, and the Conpany woul d
renove the budget billing requirenment that our
custoners have -- have pushed back agai nst.
The Critical Medical Needs program woul d
al so conti nue under the gl obal settlenent, wth
$50, 000 com ng from sharehol ders. And under the
settlenent, there would be quarterly | owincone
st akehol der neetings. The Conpany woul d host these
neetings wth OPC, Consuners Council and ot her
st akehol ders at which affordability woul d be standing
| t em agenda.
The Non-Unani nous Sti pul ation and
Agreenent, or now Joint Position Statenent, of
Li berty; the Comm ssion Staff; the consunmer group for
i ndustrials, MECG Renew M ssouri; and the union is a
just and reasonable resolution of all issues in this
case, balancing the interests of all stakehol ders.
|"mexcited about it. It's -- it's
strai ght-up awesone, in ny opinion. It recognizes and
addresses Liberty's known billing deficiencies and the
need for the Conpany to continue maki ng progress, but
It balances that with satisfaction of |egal standards
and the need to avoid jeopardi zing the Conpany's
ability to provide safe, reliable and adequate
servi ce.
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| very nuch thank you for your tine and
consideration. You have sone big issues before you.
| wel cone any questions Chair Hahn or the Judge you
have for ne or the Conm ssioners online. And we
wel cone any questions you nay have for the Liberty
enpl oyees or other witnesses who will be appearing
before you over the com ng days.

| especially ook forward to you hearing
fromour chief custoner officer, Ary Wlt, who will be
up right after opening statenents; along wth our
| ocal custoner care director, Candice Kelly; Tim
Wl son, our Central Region president for electric; and
Charlotte Enery, our |ocal senior director for rates
and regul atory affairs.

JUDGE HATCHER: Thank you. Are there any
guestions? Chair, go ahead.

CHAIR HAHN: Good norning, Ms. Carter.
After reviewing this stipulation and agreenent, one of
the itens that was frequently brought up at the | ocal
public hearings was the | ack of in-person custoner
servi ce assistance in both Bolivar and Aurora,
specifically with the Aurora Custoner Service Center
bei ng cl osed.

Who can speak to efforts on behalf of the

Conpany to reopen or appropriately staff those
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centers?

M5. CARTER So Any, Candice and Timare
all good folks to answer questions on those issues.

CHAIR HAHN:  Thank you. Also, |ooking at
the 97 mllion dollar overall revenue requirenent, has
Li berty done any analysis on the residential ratepayer
| npact percent by year? O where could | find that?

M5. CARTER We have. And Charlotte
Enmery, who will be before you this norning as well,
actually has that all printed out.

CHAI R HAHN:  Wonderful . Thank you.
That's all | have.

JUDGE HATCHER: Thank you, Chair.

Are there any ot her Conm ssioner
guestions for Ms. Carter?

COW SSI ONER KOLKMEYER:  Yeah, Judge.
This is Conm ssioner Kol kneyer.

JUDGE HATCHER: Yes, go ahead,
Comm ssi oner.

COWM SSI ONER KOLKMEYER: W heard | oud
and clear that -- about the billing problens. But one
of the questions that | have is have you -- have you
resol ved the problem of someone appearing in person to
try to pay their bill to say they don't owe anything,

and the next day or two then get four bills in the
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mai | ? Has that issue been resol ved?

M5. CARTER  So, Comm ssioner Kol kneyer,
| encourage you to ask Any Walt that question so she
can give you an answer that would then be on the
record and in evidence.

COW SSI ONER KOLKMEYER:  Ckay. Thank
you.

M5. CARTER  Thank you.

JUDGE HATCHER: Thank you, Conmi ssioner.

Any ot her questions for Ms. Carter? All
right. Hearing none, thank you, ma'am

M5. CARTER  Thank you.

JUDGE HATCHER: That brings us to Staff's
openi ng st atenent.

MR. VANDERGRI FF:  May it please the
Comm ssion. Good norning, Comm ssioners and Judge.
|"m Eric Vandergriff, appearing on behalf of the Staff
of the M ssouri Service Public Conmssion as its | ead
attorney in this case.

Two weeks ago at the Conm ssion's agenda,
t here were understandabl e concerns about the nunber of
| ssues to be -- set to be tried in this case. | am
pl eased to announce that since then, Staff entered
i nto a Non- Unani nous d obal Stipulation and Agreenent.

The gl obal stipulation cut the contested
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| ssues that need to be litigated before the Comm ssion
down from 170 contested issues to just a few
However, because this agreenent is non-unani nous, the
Comm ssion will still need to hear from
non-si gnatories, but the scope of the live issues have
been dramatical |y decreased.

To recap, Enpire filed this rate case in
Novenber 2024 seeking a rate increase of about
92 mllion dollars. By early Decenber, Staff would
not join into a Joint Procedural Schedul e because of
unreliable billing determ nants and usage information
provi ded by Enpire.

VWhile Staff worked with Enpire to resol ve
the issue, the Comm ssion -- | nean the Conpany
subsequently filed substitute tariff sheets expandi ng
Its request by roughly 60 mllion to about 152 mllion
dol lars without supporting testinony, pronpting Staff
to nove to dismiss this case two days | ater.

The Conmm ssion then held a procedural
conference on February 24 to address the process
options, including refiling and resetting the
statutory cl ock.

On March 4, the Comm ssion issued a
corrected notice setting new intervention deadlines on
March 25th, after which opened a investigation to all
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Li berty utilities on February 27th.

The Commi ssion, including -- excuse ne.

The Comm ssi on opened an investigation to
all Liberty utilities that provided service in
M ssouri, including Enpire's billing and custoner
servi ce practi ces.

And in July, it conducted several | ocal
public hearings in this case in Joplin, N xa, Bolivar,
Branson, Aurora, and two additional virtual hearings.
Staff used updated data produced by Enpire since
Decenber, and our position supported an increase to an
annual revenues of around 128 mllion and included a
100 basis point reduction on return on equity tied to
service performance. At the tine of the true-up
rebuttal filing, Enpire's position had evolved to 168
mllion dollars increase.

Staff, along with Enpire and sever al
ot her parties, including the Mdwest Energy Consuners
G oup, MECG Renew M ssouri; the local |BEWunion
reached -- reached a conprehensive gl obal settlenent
that woul d resolve nearing every issue in this case.

Not all parties signed on. Notably, the
O fice of the Public Counsel and the Consuners Council
of M ssouri chose not to and objected to the

settl enent.
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Despite these objections of the OPC and
t he Consuners Council, Staff believes this agreenent
strikes a fair balance anong the stakehol ders'
concerns and interests.

Here's what it does and here's what it
neans. First, it provides Enpire a revenue
requi rement increase of about 97 mllion dollars, far
| ower than the Conpany's case at their true-up of
168 mllion dollars, with an equal percentage phased
ininrates over three years. |It's a 57 percent
reduction to Enpire's requested revenue requirenent.

Further, Enpire has agreed not to file
anot her rate case for at |east 24 nonths. Wthout
this global stipulation, any contested outconme would
likely hit its ratepayers at once and not hi ng woul d
prevent Enpire fromrequesting another rate increase
soon after.

This was a bl ack-box conprom se with
concrete Custoner First adjustnents that Staff pushed
for. Roughly 20 mllion dollars of Enpire's
recrease -- increase -- or request tied to its new
billing system of service deficiencies are not being
passed t hrough.

The downward adjustnent directly

acknow edges Enpire's sub-par rollout and ensures that
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rat epayers aren't paying for a systemthat hasn't
delivered the service ratepayers are entitled to.

However, this global stipulation |ays out
a path toward -- forward with Custoner First
performance netrics that would allow Enpire to recover
the return associated with its billing system
I nvestnents in a future rate case; those nonthly
benchmarks for tinely and accurate billing, call
center perfornmance, and assurance resol utions that
woul d be devel oped in a separate col |l aborative process
targeted for finalization by May 31st, 2026.

And it's only after Enpire neets those
normal i zed performance netrics that it nmay begin
deferring any return on Custoner First assets. Put
plainly, Enpire will not be rewarded for its Custoner
First investnent w thout tangible, agreed-upon
results.

Let's discuss the cost of capital. The
parties agree to use a 7.01 percent overall rate
return for any nechani sns or process that requires
speci fic conponents of rate returns |ike PISA,
P-1-S-A.  Note: This recommended rate of return does
not mean that it was used to derive the bl ack-box
annual revenue requirenent increase.

VWhile it's |ower than what Staff
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initially recoomended in its testinony, it is near the
m dpoi nt of the range expected for utilities in
Enpire's current position. It gives Enpire a fair
opportunity to nmaintain its financial integrity and
attract capital on reasonable terns while protecting
rat epayers for paying for an excessive return.

This stipulation resolves a long list of
| ssues through its bl ack-box agreement. Taken
together, the global settlenent is fair for Enpire and
it's fair for its ratepayers.

From Staff's perspective, this settl enent
I's properly bal anced, consistent with regul atory
principles, and what the |law requires in rate-nmaking.
The Conmi ssion's responsibility is to set rates that
protect consuners from unreasonabl e costs while
allowng the utility a fair opportunity to recover its
prudent investnents and earn a reasonable return.

Here, the end result of this gl obal
stipulation is a set of rates and conditions that
fully satisfy those standards. Enpire will receive
I ts nmuch-needed infusion of revenue to maintain and
I nprove its service, albeit less than Staff's
recommended 128 mllion dollar revenue increase. And
t hi s agreed-upon global stipulation will provide clear

I ncentives to inprove Enpire's perfornmnce.
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Rat epayers, on the other hand, wll see a
significantly smaller increase than initially
requested, wth structural safeguards |like the phasing
in of rates and the performance netrics ensuring that
t hey get value for what they pay.

In other words, Enpire will be granted
no nore than what is necessary for it to neet its
obligations to serve. And ratepayers are protected
from paying for Enpire's past shortcom ngs while
gai ni ng enforceabl e assurances for -- of better
servi ce goi ng forward.

Now, despite this just and reasonabl e
settl enment, non-signatories want to present a few
| ssues for the cons- -- for the Comm ssion's
consi derati on.

As reflected in the anended heari ng
scheduled filed on October 10, the vast majority of
| ssues have been identified via footnote waiving
Cross-exam nations and openings. The parties have
agreed nearly all of the pre-filed testinonies wll be
admtted by stipulation, and no further litigation is
needed of those subjects unless the Conmm ssion itself
has questions. For any such Comm ssion questions, the
rel evant witnesses will be nmade avail abl e.

Pl ease note these issues will be briefed
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by the parties.

Let nme clearly name which issues were not
wai ved and which Staff w tnesses are prepared to
testify to each, if needed. Staff nmay not have taken
a specific position on many of the discussions that
may arise out of this evidentiary hearing; however, we
reserve the right to do so based upon the evidence
prepared -- presented at this hearing.

So let's tal k about Custoner Experience
Issues. | wll note that these issues were resol ved
anong the non-signatories in the global stipulation.
However, the non-signatories have issues they would
like to litigate before the Conm ssion. Those issues
generally cover billing errors, service quality, and
associated netrics in regulatory asset treatnent.

Al'l of those issues are addressed by the
stipulation's provisions, such as custoner cost
di sal | owances and in performance netrics plans we've
previ ously di scussed.

Staff's experts are Matthew Young, Tyrone
Thomason, Kim Bolin, and J Luebbert. |If there are any
Comm ssion questions to -- on those issues, any of
those witnesses are ready -- can readily step forward
and explain how the settlenent addresses the custoner

servi ce concerns and questions about their testinony.
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Capital structure, RCE, cost of debt.
Covering capital structure, the return on equity and
the cost of debt issues are our Staff's expert, Chris
Walters. |If there are any questions about capital
structure, please direct your attention to
M. Walters.

I f you have questi ons about the gl obal
stipulation, please direct your questions to Kim
Bolin, who is ready to explain how the settlenent
addr esses these issues.

The fuel adjustnent clause. W
anticipate sonme cross-exam nation on the fuel
adj ustnent cl ause's inpact on revenue requirenent.
Whi l e the d obal Non-Unani nous Stipul ati on agrees to
several aspects of the FAC, including a 95/5 sharing
mechani sm transm ssi on expense |evels and -- and an
FAC base of $13.97 per negawatt hour, Staff, al ong
with the signatories of the global stipulation,
satisfactorily resolve the inpact of base fuel on --
on the revenue requirenent via bl ack-box devel opnent.

However, the non-signatories did not
wai ve cross-exam nation and openings for the fuel
adj ustnment cl ause. Therefore, Staff w tness Brooke
Mast rogi anni s and Shawn Lange, who sponsored testinony

on these topics, will be available for any questions
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t he Comm ssion may have.

Ozark Beak crane -- Ozark Beach crane
extension. Brodrick Project Nieneier wote testinony
on Ozark Beach's crane extension. |f you have further
guestions about the global stip- -- stipulation,
pl ease direct your questions to Staff expert Claire
Eubanks.

The additional issues is generally
covering AM di sconnect policies and Coty King wote
testinony on nodifying Enpire's tariff to allow self
read options for custoners who opt out of AM neters
and is here for any questions you nmay have.

I f you have any questions regarding this
I ssue within the gl obal stipulation, please direct
your questions again to Staff expert C aire Eubanks.

Turning now to a few issues that remain
before the Comm ssion. The Market Price Protection
Mechani sm |ssue 128, is another contested issue |eft
unresol ved by the global stipulation. The stipulating
parties have agreed that MPPM has no current revenue
| npact and have suggested essentially noving the issue
out of the current case and deferring the decision on
it to a later tine.

For the record, Staff's position on MPPM

as filed in our statenent of positions, is that 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

Evidentiary Hearing Vol XI
October 14, 2025 Page 37

Commi ssion's previous order should be upheld. For
exanpl e, the standing definition of the PPA

repl acenent val ue; we did not take a position on sone
of the sub-issues like how to calculate a non-zero
repl acenent if one were warranted or how to handl e
related transm ssion credits, because at the tinme of
this case, Staff's position is that the PPA

repl acenent value is zero.

I f the Conmm ssion chooses to reach nerits
on Issue 128 in this case, Staff wll support our
filed position that no i medi ate change i s needed.

And if the Conm ssion has questions
regardi ng the PPA repl acenent value as it pertains to
MPPM Staff witness Marina Gonzal es, who wote
testinony on this nmechanism can be nmade available to
provi de our anal ysis.

Shoul d you have questions about Staff's
decision on deferring this issue to a new case, please
di rect your questions to Staff expert J Luebbert and
Ki m Bol i n.

I n conclusion, Staff whol eheartedly
supports the Non-Unani nous d obal Stipulation and
Agreenent as the appropriate resolution of this case.
We believe the settlenent, as presented, satisfies the

Comm ssion's rate-nmaking standards and i s consi st ent
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with the evidence presented in the case and the | aw.
It isn't a conprise for conprise's sake. It is a
carefully crafted outcone that inproves custoner
protections and hol ds Enpire accountable while still
ensuring Enpire has the revenue it genuinely needs to
provi de safe and adequate service goi ng forward.

The settlenent's terns were negoti at ed
with an eye on public interest and the agreenent as a
whol e strikes the right bal ance between Enpire's
financial health and the custoners' interests in
reasonabl e af fordabl e service.

All of Staff's wtnesses stand ready to
testify that, in their expert opinions, the conponents
of this settlenent are reasonable and that the package
together is no nore than what is necessary for Enpire
to neet its obligations to its custoners.

We are prepared to support this
stipulation as our joint position throughout this
hearing. And while non -- non-signatories oppose the
agreenent, largely out of frustration with Enpire's
past service quality and with the overall size of the
rate i ncrease, we respectively -- respectfully submt
t hat these concerns have been fully addressed through
this settlenment's provisions; for exanple, the

performance netrics and the financial adjustnents
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di scussed earlier.

To put it sinply, adopting the
stipulation will yield rates that are fair, bal anced
and lawful. Enpire will have a reasonabl e opportunity
to earn its return. And custoners will have the
assurance that they are paying a fair price under
| nproved service standards.

For all those reasons, on behalf of the
Staff of the Comm ssion, | present the Non-unani nous
G obal Stipulation and Agreenent as the proper
resolution of this case. W recommend the Conm ssion
find the stipulation just, reasonable, and in the
public interest and to approve it.

Staff's witnesses are avail able
t hroughout this hearing to answer any questions you
may have. thank you.

JUDGE HATCHER: Thank vyou,

M. Vandergriff.

Are there any questions for Staff
counsel ? Gkay. Hearing none, you are excused. Thank
you, Sir.

Next on ny list is the Ofice of the
Public Counsel. M. WIllians, the floor is yours.

MR. WLLIAMS: My | approach?

JUDGE HATCHER: Yes, pl ease.
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MR. WLLIAMS: | do have a denonstrative
exhi bit.

JUDCGE HATCHER: Thank you, sir.

MR. WLLIAMS: Thank you. My it please
the Comm ssion. M nane is Nathan Wllians and | am
appearing on behalf of the Ofice of Public Counsel,
who represents the public in this case.

I"'mgoing to lead off by saying | don't
t hi nk anybody di sputes that Liberty has been providing
| nadequat e custoner service. W have the billing
I nvestigation case, we've had all the billing issues,
their additional custoner service issues.

It's our position that because Liberty's
servi ce has been inadequate, the Comm ssion shoul d not
entertain its rate increase request at this tinme. It
should require Liberty to showthat it's fixed its
| nadequat e service problens and then it can have the
opportunity to cone in and seek an -- a rate increase.

We're not taking issue with the
expenditures it's made. W don't believe that
del aying Liberty's opportunity to get an increase w ||
put the Conpany in financial peril. [It's financed
through its affiliates, who are the ones that seek
noney fromthe markets. It recently got a 300 mllion

dollar cash infusion fromits -- issuance of its
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securitization bonds.

And currently -- or in 2024, it had --
let me find this part -- it's Mody credit netrics in
2024 were as high or better than those of Aneren
M ssouri, Evergy M ssouri West, and Evergy M ssour
Met ro.

Turni ng back to the Custoner Service
| ssues, | have given you a handout and it provides
sone perspective on how Liberty Electric conpares to
Its peers. One side's a bar chart and the other
side's a graph.

The bar chart shows the average
residential electric custonmer arrearages during the
nmont hs of January through August of this year anobng
the investor-owned utilities that you rate regul ate.
It al so shows the nunber of arrearage accounts at
Li berty Electric. As you can see, one bar on that
chart stands out across the board.

The flip side graph is a conparison of
Li berty Electric's JD Power rankings from 2010 through
2024 conpared to the | owest ranking electric utility
in the country in each of those years. |If you have
guestions about either the chart or the graph, please
ask themof Dr. Geoff Marke when he takes the stand.

As you may know, there are 727 public
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comments in this case. The Comm ssion held a total of
ei ght local public hearings, at which 173 nenbers of
the public, including at | east eight office-hol ding

| ocal | eaders, testified.

Three nont hs have passed since those
hearings. Qur office feels the Comm ssion would
benefit by view ng pieces of testinony fromthose
hearings nowto remind it of sonme of the concerns
nmenbers of the public raised.

I f you woul d show the first clip.

(Vi deo pl ayed.)

MR. WLLIAMS: The evidence fromthe
| ocal public hearings shows that Liberty is providing
| nadequat e custoner service at the sane tine it is
charging its custoners with sone of the highest
electric bills. Not on- -- not only in southwest
M ssouri, but also throughout M ssouri and the nation.

It shows that |arge nunbers of those
custoners already are econom cally challenged by | ow
fixed inconmes and rely on pubic assistance, and they
are faced with having to choose between basic
necessities such as food, nedicine and utilities.

It al so shows that increasing Liberty
Electric bills not only inpacts individuals, but also

busi nesses, and through their ripple effect, the |ocal
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econom es. The |arger those increases, the greater
t he i npacts.

Because Liberty's custoner service is
| nadequat e, the Conm ssion should require Liberty to
show that it is providing the custoner service its
custoners deserve before the Comm ssion entertains a
case to increase Liberty's rates.

Publ i ¢ Counsel is not suggesting that the
Commi ssi on discontinue Liberty's authority for a fuel
adj ustnment clause. W' re suggesting basically the
Comm ssion maintain the status quo.

Publ i ¢ Counsel disagrees that conti nuing
Li berty's current rates woul d have drastic financi al
| npacts on Liberty. It is apparent that Liberty
del ayed filing this case as long as it could in the
hope that it could inprove its custoner service before
it felt it needed to file a general rate case to
continue its fuel adjustnent clause.

Li berty Electric, as | said earlier,
recently got about 300 mllion dollars in cash when it
I ssued its securitization bonds early last year. And
although it relies on affiliates for capital
I njection, its Mody credit netrics in 2024 were as
hi gh or better than those of Aneren M ssouri, Evergy
M ssouri West and Evergy M ssouri Metro.
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|f, despite Liberty's custoner service
| ssues, the Conm ssion decides to redesign Liberty's
el ectric rates now, then when it does so, the
Commi ssi on should take into account not only the
parties' positions on the cost-of-service rate-naking
| ssues, but also the poor quality of Liberty's
custoner service and the custoner affordability of an
| ncr ease.

Wil e the Comm ssion, at Liberty's
| nsi stence, established a true-up cutoff date of
March 31, 2025 for purposes of truing up particul ar
| tens, including, quote, Fuel and purchased power
expense to include, but not limted to, updated
contract prices for fuel, wnd power, fuel
transportation and fuel storage, closed quote, and
ordered, quote, Parties nmay propose the incorporation
of discrete adjustnents beyond the true-up period
provi ded they are known and neasurabl e, closed quote.

The Exhibits 200 and 201, which |'ve
handed to you, show that Liberty not only proposed
fuel and purchased power expense and nmarket prices in
Its direct based on forecasted 2025 natural gas prices
rat her than known and neasurenent gas prices, it also
did so based on forecasted 2026 natural gas prices in

its true-up.
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Publ i ¢ Counsel found nothing in Liberty's
pre-filings or work papers where Liberty disclosed it
was using forecast for its fuel and purchased power
expense.

This is not the only instance where
Li berty nmade beyond true-up cutoff date discrete
adj ustnents, but it is one where Public Counsel could
not determ ne that Liberty had done so before Liberty
answered the specific data request that Public Counsel
submitted to it.

Wiile there are a nultitude of
cost-of -service rate-making issues in this case, aside
fromdiscrete adjustnents, two stand out in
particul ar.

The first is Liberty's adm nistrative and
general expense. Based on the annual average of $149
per custoner of the adm nistrative and general
expenses that Evergy M ssouri West, Evergy M ssour
Metro and Anmeren M ssouri reported on their 2024 FE --
Federal Energy Regul atory Conmm ssion Form 1ls, Public
Counsel is advocating that the Conm ssion include the
anount of $149 per custoner for an annual total of
$24, 483,862 for adm nistrative and general expense for
Li berty instead of the $402 per custoner Liberty
reported on its FERC Energy Regul atory Conm ssion
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Form 1.

The difference between Public Counsel and
Staff on this issue causes Public Counsel's annual
revenue -- revenue requirenent to be about $22,479, 519
bel ow Staff's pre-settlenent position.

The second issue that stands out is the
revenue requirenment inpact of reducing rate base by
accunul ated depreciation. Starting in March 31, 2025,
t hat accunul at ed depreci ation i npact is about
$10, 673,110 per nonth,.

Based on the rate of return of
6.5 percent and a tax gross-up factor of 1.31, that
deprecation i npact on revenue requirenent is a
reduction of about $908, 815 per nonth.

As a discrete adjustnent from March 31,
2025 t hrough January 31, 2026, Liberty's revenue
requi rement woul d be reduced by about 9.09 mllion
dol | ars.

Before | close ny opening, our office
woul d i ke for you to see again the |local public
hearing testinony of the police chief of both Aurora
and Marionville, as he well expresses many of the
public's concerns.

If you'd play the second clip.

(Vi deo pl ayed.)
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MR WLLIAVMS: | subnit that what
Li berty's proposing to do now are things that it
shoul d have done previously with regard to custoner
service, and custoners never shoul d have seen the
| npacts that they have fromLiberty's billing issues
and ot her custoner service issues that have gone for
| -- year and a half or |onger.

My understanding is there's been a
comruni cation i ssue between the AM neters and getting
it to the office. | think that predates the April
2024 rollout of Custonmer First and its billing inpacts
on custoners that have been so horrific.

| encourage you to ask questions of
Dr. Ceoff Marke on the Custoner Service issues.

"Il try to answer any questions, if you
have any.

JUDGE HATCHER: Thank you, M. WIIians.

Are there any questions for M. WIIlians
of the Ofice of the Public Counsel? Hearing none,

t hank you, sir.

MR. WLLIAMS: Thank you.

JUDGE HATCHER: Next is M. Opitz
representing MECG  Welcone. The floor is yours.

MR. OPITZ: Good norning. My it please
the Comm ssion. TimQpitz on behal f of MECG
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Just to briefly reiterate, we are
signatory to the Non-Unani nous Stipul ati on and
Agreenent. Those terns, in ny view, conply with the
| egal standards that you would have to apply to -- to
this case and it presents a reasonabl e outcone for
custoners, particularly those that | represent.

| believe it also has a lot in there for
residential custoners and those who are facing the
custoner billing issues in there.

Just a few netrics to -- to highlight
that | believe Liberty touched on. But, you know,
their initial case was 153 mllion. That's an
I ncrease of about 30 percent. Their true-up case is
hi gher than that now | believe that's driven by
fuel, but I"'msure the other witnesses wll talk about
that. You know, the Staff's case at surrebuttal |
think is around 129 m i on.

VWhat we've stipulated tois a 97 mllion
I ncrease over current revenues. You know, if | |isten
to the nunbers that | just heard, 22 mllion and a --
and 9 mllion reduction for two discrete issues
nmenti oned a nonent ago, you add those to 97 mllion,
It basically gets you to Staff's case.

You know, | think the revenue requirenent

Is very inpactful still at 97 mllion. | think it's a
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little over 19 percent. And | appreciate the Conpany
being willing to phase in these rates at no carrying
costs over three years.

Because when |'ve tal ked with plant
managers or finance people at these conpani es, when
they're told that the increase will be 19 percent, you
know, that's not a happy conversation for ne to have
wWth them Just as it is, |'msure, residential
custonmers to think about that.

So the phase-in where they're able to
adj ust that over -- you know, | think it was 6 percent
or alittle higher than 6 percent each year is a big
advantage that we've reached in this stipulation. So
| would ask the Conm ssion to approve those terns.

You know, in -- and I'll nention one --
one addi ti onal conponent of that stipulation that --
that is inportant to MECG is the Conpany has agreed to
not file for a rate increase for 24 nonths after the
effective date of rates in this case.

And so in our mnd, that gives sone
certainty about the rates that custoners are paying:
One, because we know what this increase is going to be
on an annual basis; and two, because we know they're
not going to file to increase it prior to that tine

period ex- -- ex- -- extending.

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

Evidentiary Hearing Vol XI
October 14, 2025 Page 50

So happy to answer any questions and nake
nysel f avail able for that.

JUDGE HATCHER: Thank you, M. Opitz.

Are there any questions for counsel for
MECG? Hearing none, thank you, sir.

MR. OPITZ: Thank you, Your Honor.

JUDGE HATCHER: And | astly, we have
Consuners Council of Mssouri. M. Coffrman, go ahead.

MR. COFFMAN: Thank you, Your Honor. May
It please the Comm ssion. M nane's John Cof f man,
representing the Consuners Council of M ssouri.

| guess I'Il start off, there were two
things that ny client wanted to comuni cate. First of
all, they want to sincerely thank the Conm ssion for
havi ng the | ocal public hearings that they had in this
case. It takes a lot of effort, it's not easy. But I
think it's -- it's -- it's really commendable to go
down and neet custoners where they are and to hear
their stories.

This is the Public Service Conm ssion and
sonetinmes | think the -- the faces and voi ces of those
peopl e are forgotten when we get into this room And
so | really appreciate the Public Counsel rem nding us
and -- and appreciate that it is sworn testinony.

So because of the public hearing and
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because of these issues, you now have a record of
sworn testinony. And | know there will be fol ks that
wi |l quibble and say, "Well, that's not expert
testinony, you can't consider it in the sane way other
testinony is considered" and get into a bunch of [ egal
debat es about the evidentiary nature of it.

My opinion is that custoners are experts
at least in one thing, and that is their custoner
experience. They -- which is the issue that we're
going to start off with today. And so those comments
that you heard are sworn testinony by people who are
expert in what kind of custoner experience they have.

The second thing | want to say is that
Consuners Council wanted you to know that they did not
cone by the position they're taking in this case
lightly. They've never taken a position before, but
t hey' ve never seen a case quite like this before.

W -- we are joining the Ofice of Public
Counsel in its request that you order no rate
I ncrease, at |east no revenue requirenent increase in
this case. Allowthe utility to utilize the fuel
adj ustnent clause to -- to respond to |largely fuel
cost increases. And if you do so, we do not believe
that you would run afoul of any |egal concerns, that

the utility would still be able to borrow and woul d
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still have a reasonabl e opportunity to earn.

But the Conmm ssion has broad discretion
as to the manner in which it allows things. And
saying to this utility, "We're not going to allow a
rate increase until you clean up these problens,” that
is wwthin your discretion to allow that.

And | would note that under M ssouri | aw,
t he Comm ssion has very specific and strong authority
as to billing. And so that -- as to that issue, |
t hi nk the Comm ssion has nore than your nornmal anount
of authority and discretion to address the issues
her e.

|'ve been doing this 36 years -- |'ve
been working in this -- 36 years tonorrow. And when |
started, there was a |l ot nore tal k about cost of
service rate-making being a surrogate for conpetition.
And I'mrem nded of that when | hear these -- these
coments that were nade at the public hearing that,
you know, if people had a choice, they would go to a
co-op; if they had a choice, they would go to CUS
Springfield or sone other nunicipal.

Because Liberty/Enpire, their electric
rates are the highest in the state. And based on
this, likely the | owest custoner service in the state.
That's -- that's not a situation that the Conm ssion
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shoul d be recogni zi ng as busi ness as usual. The
Commi ssi on should insist that the standards of billing
and custoner service inprove.

And there are sone prom sing steps that
have been taken just recently by Enpire. And we
appreciate that they are -- are taking things nore
seriously, but the test year in this case, the period
that we have evidence in the record is that they have
a terrible custoner service and billing situation.

Unfortunately, we -- we don't have any
report fromthe Staff's investigation. W're glad
that there's an investigation going on, but we don't
even know the scope of that investigation or what the
I nvesti gators have uncovered yet.

W' d hoped that that report would be out
by now and that could be conprehensively considered in
this case. But not knowing what is going to be in
that report, | think that's another reason the
Comm ssion should delay any rate increase until the
steps that have been taken start show ng these nunbers
go up and the nunbers inprove. And | think there's
sone testinony here that it's going to take sone tine,
a year, maybe nore to do that.

And speaking of the length of tinme, it's

what -- you know, |'ve seen utilities have kerfuffles
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and -- and, you know, challenges in -- in
transitioning fromone billing systemto another, but
not one that has -- has persisted this |ong.

And | was not involved in the previous
Li berty rate case, but |ooking at the record of that,
it seens that many of the -- many of the probl ens that
wer e conpl ai ned about by the public go back even
further, years even further. These -- this is not a
probl em that has just devel oped recently.

And at the very least, the problens with
the Custoner First software, you know, that -- it went
live in April of 2024, so it's been a year and a hal f.
And covering the -- the test year and the update
period in this case, things did not inprove during
that period of tine.

In ny nmenory, you have to go back to
M ssouri Gas Energy and -- and their billing problens
in 1995 before you see a problemthat is this severe
with billing. You can go back and | ook at how the
M ssouri Conm ssion handl ed that in 1995. It was
ultimately finally resolved in 1997. But the billing
probl ens thenselves only |asted a few nonths. And so
| think this is really unprecedented in how | ong the
probl ens here have persi st ed.

Again, you have a | ot of tools.
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You've -- you don't have to grant, you know, a rate of
return at any particular level, as long as you're not
denying the utility its ability to go forward.

And | would argue that billing and
custoner service is part of adequate service. And so
this utility is not currently providing adequate
service and so it should not necessarily receive a
rate increase as nornal .

Movi ng onto other issues, to be clear, we
object to the 97 mllion dollar rate increase. Part
of it -- there are parts of the non-unani nous
settlenent that we do not oppose; for instance, rate
design. We think that that is a fair resolution and
hopefully that woul d be adopted as to -- you know, if
there is any particular change in rates. W also have
sone issues with the a fuel adjustnent clause and the
shari ng mechani smthere.

| would note that the Non-Unani nous
Stipulation would inplenent a 97 mllion dollar rate
i ncrease. And at the end of it, there would be a
rat e- base addition. And so it's -- it's much nore
than 97 mllion.

And as far as Custoner First, that is a
deferral that would then be presunmably all owed at

the -- at the end of this process. And so the
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deferral would -- if -- if ultinately approved, would
make the utility whole as if there was really no
di sall owance at all. W think that the utility needs
to face nore serious consequences.

And | think that pretty nuch suns it up.
W'l have nore to say as -- perhaps on a couple of
these issues as we go. | knowthis is a difficult
case and | wsh you luck in finding a fair, just, and
reasonabl e resul t.

JUDGE HATCHER: Thank you, M. Coff man.

"Il call for questions. And, Chair
Hahn, go ahead.

CHAIR HAHN:. M. Coffman, do you have a
W tness that plan --

MR. COFFMAN.  We don't have a witness on
the custoner experience. W had a rate design
W t ness, which may be waived, |'mnot sure. |If --
if -- and we have a -- a witness on custoner prograns
and affordability, and his nanme's Jim Thomas and he's
schedul ed to be here tonorrow.

CHAI R HAHN:  Ckay.

MR. COFFMAN: Is -- was there a
particul ar i ssue you were wondering about?

CHAI R HAHN: Yeah. There was a couple

that were hit on. You had nentioned that Liberty has
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the highest rates in the state. And | think you may

even have specifically nentioned Wiite R ver or was

t hat --

MR. COFFMAN: | did not nention --

CHAI R HAHN:  Maybe that was in the video
earlier.

MR. COFFMAN. They -- they may have
hi gher rates. |'m--

CHAI R HAHN:  Ckay.

MR COFFMAN:  |'m not aware of Wite
River's rates. | would say | only know that they have

the highest of the utilities regulated by the
Conmi ssi on.

CHAIR HAHN. Ckay. And is that just on
the per kilowatt hour or the customer charge or both
average bill?

MR. COFFMAN. | would just -- they -- per
kil owatt hour.

CHAIR HAHN: Ckay. There was sonet hi ng
el se earlier, but I can't recall. | nay have to ask
| ater. Thank you.

MR. COFFMAN: kay. Sure. Thank you.

JUDGE HATCHER: Thank you. Are there any
ot her questions for M. Coffman? Hearing none, thank

you, Sir.
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Let's nove -- sorry, let's back up just a
second. Go ahead, Chair.

CHAIR HAHN:  Sorry -- sorry, M. Coffman.
| renmenbered. | think you said Consuners Counci l
position would be to -- be the sane as the OPC s
position of zero dollars now and waiting until they
fix the service issues.

MR. COFFMAN:  Uh- huh.

CHAIR HAHN:  So in Consuners Council's
view, if they do, over the next two years or so, fix
custoner service issues, what happens to rates in the
next rate case? Presum ng then they do get recovery
of the Custoner First system and they could
potentially get recovery for even a | onger period.

How woul d Consuners Council work to mitigate the rate
shock that woul d happen then?

MR. COFFMAN. | nean, there are a variety
of ways you coul d address rate shock. Phase-ins is --
I s one of them

| -- 1 would think for us, the nost
| nportant thing here is that we feel that if -- if
the -- the utility receives a rate increase as if
the -- you know, as they would if there weren't as
many problenms wth the -- the adequate billing system

that we're just not convinced that the problens wl|
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get fixed. W -- we want to see the problens fixed
before they get their rate increase.

And if there are -- if there are
di sal  owances in this case and certain costs are
di sal | oned, that does -- that does -- that's not
precedent for what happens down the road. And so they
could be -- the Conmm ssion could ook at it fresh in
t he next case and all ow what was disallowed in this
case if they had better evidentiary support in the
future.

Does that answer your question or is --

CHAIR HAHN: | think so. Thank you.

MR. COFFMAN:  Ckay.

JUDGE HATCHER. kay. Thank you.

That will wap up our opening statenents.
|'"d like to nove directly into our first issue, which
I s Custoner Experience. And these wll be Enpire's
w tnesses. (Go ahead.

MR. COOPER:  Judge, we could call to the
stand Ms. Any Walt.

JUDGE HATCHER: Good norning, M. Wlt.

THE W TNESS: Good nor ni ng.

JUDGE HATCHER: If you woul d raise your
ri ght hand and repeat after -- or let nme swear you in.

(Wtness sworn.)
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JUDGE HATCHER: Thank you. And woul d you
pl ease state and spell your full name for our court
reporter.

THE WTNESS: Yes. M nane is Any Walt,
A-my Wa-I-t.

JUDGE HATCHER: Thank you.

And, M. Cooper, your w tness.

MR. COOPER: Very briefly.

AMY VWALT,
being first duly sworn, testified as foll ows:
DI RECT EXAM NATI ON
BY MR COOPER:
Q Ms. Walt, you are the chief custoner
of ficer that was nentioned earlier in Ms. Carter's
openi ng statenent?
A | am
Q And you would -- it's your understanding
that your testinony has been admtted as Exhibits 53,
54 and 55 into the evidence -- into evidence in this
case?
A Yes, that's correct.
Q And is it accurate to say that any --
t hat recomrendations found in that testinony would be
nodi fi ed as necessary to support the Non-Unani nous
G obal Stipulation and Agreenent that was filed in
888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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this case?

A Yes, | agree with that.

MR. COOPER:  Your Honor, | woul d tender
Ms. Walt for cross-exam nation.

JUDGE HATCHER: Thank you. And |'m goi ng
togo alittle slowthrough this witness just because
this is going to be our first instance of dealing with
signatories and cross-exan nati on.

So the order | have would normal ly be
MECG, which is a signatory; then Staff, which is a
signatory. And so that brings us to Consuners Council
for cross-exam M. Coffnman, your w tness.

MR. COFFMAN:. Thank you. | -- | have a
coupl e.

CROSS- EXAM NATI ON
BY MR COFFNMAN:

Q Good norning, Ms. Walt.

A Good nor ni ng.

Q So it's ny understanding, correct ne if
I'"'mwong, that you have laid out a nunber of netrics
that you believe Liberty Enpire should be follow ng
and that you propose to track over tine to hopefully
show sone i nprovenent in the -- the -- the billing and
custonmer service issues?

A Yes, that's correct.
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Q And in -- in your opinion, how |ong do
you think it will take to show data that can tell one
way or anot her whether the changes that are being made
now are going to bear fruit and show i nprovenent ?
A So we have -- the netrics are being
popul ated every week. W go through a review of those
every week. W are now commtted to com ng back every
nonth to share those results so that you'll be able to
see the performance, as well as the drill-down into
each one of those netrics.

We've created Paretos, which is basically
just an understandi ng of what are the | argest pain
poi nts under each of those netrics, and then a
conmmtnent to what are the actions we're taking
agai nst each of those pain points.

So in Septenber, we cane. W spoke about
del ayed bills. The nunber one issue was collectives,
and laid out a plan of how we're attacking that. And
t hat approach has begun to take place. And so we w ||
now be goi ng through our plan, do, check, act,
process, which is part of our LEAN operating nodel to
track that and be able to show you that progress on
del ayed bills reduci ng because of those actions.

And | expect to be able to do that for
each of those nmetrics each nonth when we cone to

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

Evidentiary Hearing Vol XI
October 14, 2025 Page 63

present those netrics.

Q kay. |Is -- are one of the netrics that
you hope to track the nunber of corrected bills?

A Cancel /rebills as seen by custoners?
Absol ut el y.

Q kay. Cancel bills that need to be
rebil |l ed because they weren't correct in the first
I nstance; is that --

A That's correct. And that they actually
went out to the custoner, creating that negative
experience, right? So the custoner received a bill,
it was incorrect, we had to correct it, and then they
receive a corrected bill. And so that can create
confusion for our custoners. And so we w ||
definitely be tracking those and understandi ng what's
t he nunber one issue of why those are happeni ng.

Q And during 2024, which was roughly the
test year for this case, about how many cancel/rebills
were there in 2024 for this utility?

A |'"'mnot sure | have that with ne up here.
Whoops. | do not have that nunber up here with ne.

Q Was it nore than 85,000 bills that needed
to be corrected?

A | amnot famliar with that nunber. |'m

sorry. | don't have that nunber in front of ne.
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Q Ckay.
A | have where it is today. Today we're at
295 -- I'msorry, cancel/rebills, we have 475

cancel/rebills as of the |last 30 days that have went

out to our custonmers that we're tracking.

Q How -- could you give ne that nunber
agai n?

A 475.

Q kay. For one nont h?

A For a rolling 30 days, yes.

Q Ckay. Got it. That's all | have. Thank
you.

A Thank you.

JUDGE HATCHER:  Thank you, M. Coff man.
That will take us to Ofice of Public Counsel,
M. WIIians.
MR. WLLIAMS: Thank you, Judge.
CROSS- EXAM NATI ON
BY MR W LLI AMVS:

Q Good norning, Ms. Wlt.

A Good nor ni ng.

Q When did you join Liberty?

A | joined Liberty on June 30th, 2025.
Q Are you famliar -- did Liberty have

comuni cations issues wth its AM neters?
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A Since | have been here, I will say | have
not seen that as a nunber one issue of having AM
meters not comng in to the neter data nmanagenent
system

Q Was it an issue in the past?

A | understand we did have sone concerns
around the data being fed fromthe neter data
managenent systeminto the billing system

Q And did Liberty take steps to deal wth
t hose i ssues?

A That is ny understanding. | -- | don't
have those specifics, but | do see inprovenent -- as |
| ook across the netrics, | do see inprovenent in that
dat a.

Q Well, wasn't that a cause of a |ot of
estimated billing in the past, to your understandi ng?

A Yes.

Q And do you know how Liberty addressed
bringing that issue -- | don't -- | don't know what
| -- 1 don't want to say it was conpletely resol ved,
but to address that issue to the -- at this point, do
you know what Liberty has done?

A | don't have the specifics on the
actions, but I -- | do see today as | | ook at

consecutive estinmtes of greater than two nonths, we
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have 295 custoners who are experiencing that. So a
significant inprovenent from where we've been.

So we're -- and we only see | ess than
1 percent of the intervals being estimted, which was
a data request that we had received that we provided
sone data around.

So as we | ook at those averages, we're
seeing less than 1 percent of the intervals, which we
neasure every 15-mnute intervals. W get those reads
and we see |less than 1 percent of them being estinated
at this tine.

Q Well, didn't Liberty institute if it
failed to get data froma neter, accessing the data in
the neter a second tine as opposed to just relying on
one read for billing purposes?

A It does ping nore than once to the neter
to get that register read. So if we -- we're | ooking
to get those nonthly register reads to go out to the
custoners. And so it wll ping it nultiple times to
try to get that read for that register read that we
use for billing.

Q How many tinmes are nultiple tines?

A | believe it's three, but I -- I'msure
there's another wi tness who m ght know that for sure.

But | believe it's three tines that we ping the neter.
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Q Do you know when that change was
i nstituted?

A "' mnot sure of that exact date.

Q Predat es you?

A Predates ne, yes.

Q Has Liberty changed since -- let's nake
it when Custoner First went live, which | think was
April of 2024. Has Liberty changed how it -- when it
designates a read to be estinated?

A | understand that it has. | know in our
settl enent agreenent we have agreed to take a step
back and | ook at our estimation routines and get sone
addi tional industry standards on how conpani es do
designate estimate on the bills.

So what we do today is if we don't get
that register read for the nonth, then we designate
that to be an estimated. |If we do get the register
read, we count it as an actual read.

And so we want to go out and get sone
additional industry information about what do others
do when we're using tinme-of-use rates. So we have
on- peak/ of f - peak rates. Wat do they designate, what
percentage of estinates have to be there for
intervals, things like that. O -- or are they also

usi ng regi ster reads.
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So we're going to -- that's part of the
settlenent to get sone additional information on that
and then nodify our routine that would match an
| ndustry standard approach for estinmation.

Q Are the register reads dependent on the
I nterval reads?

A No, it's a separate ping to the neter.

Q Well, you're talking about in ternms of
getting data back. |[|'mtalking about within the
neter. Do you know?

A It's designated with -- well, wthin the
nmet er data managenent system where all the reads cone
in, it would be designated as the register read,
know ng that that's the bill cycle for that
custoner. So when that read cones in, it gets
designated as a register read, but the neter itself
doesn't know. The neter's just giving us information.

Q Vell, what I'"'mreally trying to get at is
the register read an accumul ati on of interval reads or
Is it independent of the interval --

A | ndependent. | ndependent of the interval
r eads.

Q But if you had an interval that was | ost,
would it show up in the register read?

A No. It's just -- it's just one of the
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15-mnute interval reads that comes through and it
gets designated as the read that's going to get used
for billing. And then it conpares it to the prior
nonth's register read and the difference between those
two reads becones the usage for the nonth for the
cust oner.

And then the system al so | ooks at the
In- -- individual intervals and says here's what's
on- peak, here's what off-peak and passes that over
into billing as well.

Q Wll, what I'mtrying to understand is
whet her the register reads are an accunul ati on of the
interval reads or if the data is captured totally
| ndependently of the interval reads for the registry?

A It's i ndependent of the interval reads,
but it is an interval read in itself that --

Q Wll, okay. It's a nonthly interval read
t hough, right?

A Yes.

Q The registry --

A It's a read that cones in as a -- as a
nunber, |like here's the nunber on the neter. And then
It says, here's what the nunber was |ast nonth. And
the difference between those two nunbers woul d be the

usage for the custoner. So it's an -- it has to be an
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actual read last nonth, it has to be an actual read
this nonth and the difference between the two becones
t he custoner's usage.

Q Ckay. And I'm-- just to be -- trying to
get this very, very clear.

A Yeah, pl ease.

Q VWhat |'mtrying to get at is the
di fference between the nonthly reads reflected in the
i nterval reads or -- for exanple, if you lost -- |
don't know -- say two hours of interval reads, would
that also show up in the register read? O would the
regi ster read be done totally independent of the
i nterval read?

A Totally i ndependent of the register read.

Q And again, the register read is just a
read at a point in tine every basically 30 days?
Mont hly?

A That conmes in every 15 mnutes and it's
one of those that conmes in --

Q No, the register read.

A The register read is also that read that
cones in every 15 mnutes, but it's designated as a
regi ster read.

Q kay. |'mlearning things here.

A Sorry. And -- and then there's --
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Q No, don't be.
A -- billing determ nants, right, that tel

us the on-peak and off-peak. So that -- the billing

determ nants where it's adding up the -- what did we
use between 10:00 p.m and 6:00 a.m, that's al so
passed over so that it can designate that nonthly

usage between on-peak and of f - peak.

Q Thank you. | don't have any further
guestions --
A Okay. Al right.

Q -- of this witness --
A Thank you.
Q

-- at this tine.

JUDGE HATCHER:  Thank you, M. WIIians.

Are there any Bench -- any Conm ssi oner

guestions? Madam chair, go ahead.

QUESTI ONS
BY CHAI R HAHN:
Q Good norning Ms. Walt.
A Good nor ni ng.
Q Earlier | had asked Enpire's counse

about decisions on the in-person Custoner Service

Centers. Does that fall under your authority?

www.lexitaslegal.com Nevada Registration #116F - California Firm Registration #179
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agreenent, there's nothing in there about staffing
| evel s or even reopening the in-person Custoner
Service Center in Aurora. Wat is Liberty's plan
nmovi ng forward for staffing the in-person Custoner
Service Centers, particularly in Bolivar and Aurora?
A Yeah. So we are | ooking across all of
our opportunities to service our custoners and we want
to make sure that it is the nost convenient for our
custoners that it can be.

And what we actually find is that our
custoners would |ike to have nore convenience. And so
what we've done is expand a third-party pay agent. So
they can go into a Wal-Mart, they can go into a CVS,
they can go into a Dollar Tree or -- I'msorry, Dollar
General and nmeke their paynent. So as they're out
doi ng their shopping, they can al so nake those
paynents.

We're do -- we've done studies that show
that there is those available alternatives,
third-party pay agents, that are within a couples
mles fromour wal k-in centers.

So right now our strategy is really to
continue to nonitor those wal k-in centers and
under stand where custoners are in need, but also to

make al ternatives for our custoners that are actually
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cheaper. The wal k-in centers are an incredibly
expensive way to service our custoners that all
custoners have to bear, and there's a very snall
nunber of custoners that use those service centers.
And so we are evaluating those opportunities to serve
our custoners in different ways.

We have inprovenents we need to nmake to
our digital channels that custoners have given us
f eedback around as well, as well as our custoner
service, how do we neke inprovenents there. So that
has really been our focus.

The Bolivar office continues to be open,
continues to be staffed. W see that continuing. And
we're going to continue to assess the traffic there to
see if we can offer alternatives and continue to
pronote the alternatives to our custoners that are
actually nore convenient for them They have extended
hours, they have expanded geographies, and they're
cheaper for the renmai nder of the custoner base.

Q | don't disagree that |ong-term once the
billing issues are resolved, that it nmakes sense to
make it easier for folks to pay their bill. But |
t hi nk what | heard during the |ocal public hearings
that folks need to be able to talk to sonmeone w t hout

bei ng on the phone for hours on end to get their bil

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

Evidentiary Hearing Vol XI

October 14, 2025 Page 74

resol ved.

And so in the short termor while the
systemis being, you know, worked on, inproved, |
see -- | still remain concerned about staffing at the
| n-person centers. And | consistently heard, you
know, fol ks would go and there would be a very | ong
I i ne.

A Uh- huh.

Q And before, you know -- | know we're
considering all options in the stipul- -- con- -- you
know, OPC s and Consuners Council position versus the
stipulation and agreenent, but | remain concerned
about the in-person Custoner Service Centers.

And since | didn't see anything about it
and | kind of hear you saying you don't plan to change
anything, | -- I'mhoping that you will continue to
t hi nk about that.

A Yeah. | think it's sonething that we're
noni toring and watching. | think -- you know, as we
are rolling out the netrics and really understandi ng
where the chal l enges are for our custoners, in
Septenber we only had 11 conplaints cone in from our
cust omers.

That's what they wanted to tal k about,

right? |1'mhaving a conplaint, | can't get it
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resolved. We had over 100 conplaints comng in per
nonth at a tinme and now we're down to 11 for the nonth
of Septenber. So we are seeing those inprovenents.

And so | think if there's a need, we
absolutely would love to -- you know, we cane to the
town halls that were in Aurora and in Bolivar to make
sure that we had our staff there to answer questions.
We'd |ove to engage with -- with others.

W've talked a little bit with some of
the other parties here about, you know, how can we be
of service to themin ways that don't cost -- you
know, we have to hire security, you have to have the
staffing, you have to have people cone and collect the
cash. And, you know, there's just a | ot of expense to
a wal k-in center.

Q Uh- huh.

A But we -- we absolutely remain commtted
to serving those custoners and nmaki ng sure they can
get answers. So that's sonething we'll -- we'll
continue to explore.

Q | would urge you to do so. You know,
driving by -- | understand what the custoners rec- --
specifically in Aurora were saying, which is, "W have
this beautiful Liberty building and it's |ocked." And

| think that presents a, "W're not here to help you"
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| mge, whether or not that's the Conpany's intention.

A Uh- huh.

Q And so | really would urge you to think
about your in-person Custoner Service Centers. W
even heard testinony in Bolivar that folks would go to
try to work on their bills, but there's inadequate
seating there were so many fol ks there. There were
not -- you know, and -- and people were so nice about
how t hey descri bed the Bolivar Custoner Service Center
personnel that --

A Ni ce.

Q -- they want to help them but they --

t hey are inequi pped, right?

A Uh- huh.

Q They -- they don't know the system so
they can't help. And there's just not enough tech --
you know, custoner service agents there.

A Uh- huh.

Q So | think that that really does have to
be addressed here. So thank you for describing your
appr oach.

A No, | appreciate your feedback. And it's
definitely sonething we'll keep an eye on for sure.

JUDGE HATCHER: Are there any other

Comm ssi oner questions for Ms. Walt?
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COWM SSI ONER KOLKMEYER:  Yes, Judge.
This is Conm ssioner Kol kneyer.
JUDGE HATCHER: Commi ssioner, go ahead.
COW SSI ONER KOLKMEYER:  Yes, thank you,
Judge.
QUESTI ONS
BY COW SSI ONER KOLKMEYER:

Q First of all, | want to say that | share
the Chair's coments about the |ocal service centers.
The custoners at the local public hearing nmade it
really loud and clear that that's what they want,
that's what they like, that's what they've had for a
long tinme. So thank you.

Ms. Walt, did you attend any of the
| ocal public hearings?

A | did. | attended three of them

Q And the others that you didn't attend,
did you do -- did you listen or did you go back and
listen?

A | had the transcripts and |I've read the
transcripts.

Q kay. That's good. Those local public
hearings were very eye opening to listen to the
custonmers and the -- and the custoner service and the

billing problens and that -- that lang -- rang | oud
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and cl ear.
The OPC did a very good job with their
video editing and that was just a very small --

A Uh- huh.

Q -- sanple of the custoner experience. Do
your -- do your branch offices, |ocal offices, are
they tied into the main conputer? Are the conputers
all tied together?

A Yes, they're all on our SAP platform
yes.

Q That sounds like a really crazy or wild
question in -- in 2025, but it al nost sounded |ike
t here was no connection between the |ocal office
and -- and the nmain office or the main conputers.

The other thing was, we were told that |
t hi nk nore than once they would go to the |ocal branch
and try to pay a bill and they say they didn't owe
anything or they couldn't find anything. And then
three or four days later, they'd get like four bills
in the mail. Has that -- has that issue been taken
care of ?

A Yeah, so we believe that was happening
primarily because of the delayed bill issue. So
custoners were -- you know, their bill doesn't show up

because their bill had an issue and it got kind of
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pulled, if you will, and needed corrections to be
made. And so as those corrections are being nmade if
t hey' re asking, you know, "How nuch do | owe? Wat's
my bill?" It -- we're going to say, "There's no bil
avai l able."™ You know, "There's nothing that you owe
right now. There's no bill outstanding."”

And then once those bills were getting
corrected -- because at that tine it was taking us
several nonths to get those bills corrected --
custoners were getting three and four, even nore in
sone cases, bills all at one tine because they had all
been corrected at that point.

W were then offering paynent plans to
t hose custoners for however many nonths they had been
del ayed, but of course, that's a significant
frustration for our custoners. And that is why it's
one of the key netrics we're -- we are neasuring and
nonitoring is delayed bills.

And as | |look at the delayed bills netric
t hat we have now, by far the nunber one issue that we
have right now are those collective and joint-use
accounts that we've already received a waiver for that
we are already underway in correcting for our
cust oners.

Il wll say that collectives and joint-use
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Is not a standard functionality for SAP. It needed to
be custom zed. And so the way that we did custom ze
it initially created sone chal | enges for custoners.

We now are aligning -- as Ms. Carter
nmentioned, we're aligning the neter read date, we're
net- -- aligning the bill cycle so that we won't have
t hese del ays anynore. The bill will go out as soon as
it's ready versus being held, as it was previously.
And we will see the nunber one and nunber two | argest
pain points for our custoners here at Enpire being
resol ved once those corrections are conpl ete.

And the way that we're doing it is being
very neasured to nake sure we don't cause any
confusion. W' ve sent out letters to these custoners.
There will be a letter wwth the bill for these
custoners. W put nessages in each of the | ocal
newspapers letting them know that we are doing this,
because it is a large -- it does affect a | arge nunber
of custoners.

And -- but this correction is getting at
the root cause of the challenge these custoners were
experiencing. And we're doing it one bill cycle at a
time so we can neasure this, we can nonitor it, we can
make sure that it's working and we can nmake sure it's

actually fixed. W can neasure any feedback com ng
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from back from our custoners as we nmeke the
corrections. And if we need to, we can stop and --
and re-plan if there's anything that seens awy.

So we just started this on Cctober 8th.
We did our first set of custonmers and we're neasuring
and nonitoring it as we speak to ensure that our
nunber one pain issues can be elimnated for our
cust oners.

That, by far fromwhat | can see in the
data, is the nunber one and nunber two issues our
custoners were experiencing. That can create that
multiple bill or, you know, feeling |ike they weren't
getting a bill and then all of a sudden they're
getting nmultiple bills.

Q kay. Thank you. [I'mglad to hear that
a | ot of these issues are being resol ved.

| only have one nore question and that is
on new custoners. New -- new installations and new
custoners would cone in -- or get service and then
they would go three or four or five nonths wthout a
bill. And they would go to the |ocal service center,
try to pay the bill and they -- there was no bill to
be pai d.

Have -- as -- has new custoners, has that

been -- has that issue been resol ved?
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A | have not heard that issue since |'ve
been here. So you can validate that | think with one
of the other folks that are com ng up here, but | have
not heard that being an issue, and | do not see that
currently as being one of our key issues in the
metrics that we've created.

Q | believe it was Aurora, the local public
hearing that there was a gentleman that had -- was a
new connect and then it took nonths to -- to receive a
bill. So anyway.

Thank you for your testinony. Thank you
for responding to our questions.

A Yes.

Q It sounds to ne like things are turning
around - -

A Yes.

Q -- which is -- which is good. That
needed to happen for -- for the custoners and the
rat epayers. So thank you very nuch.

COWM SSI ONER KOLKMEYER:  Thank you,
Judge.
THE W TNESS: Thank you.
JUDGE HATCHER: Thank you, Comm ssioner
Kol kneyer .
Chai r has anot her questi on.
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THE W TNESS: Sure.
FURTHER QUESTI ONS
BY CHAI R HAHN:

Q Thank you, M. VWalt.

A Sur e.

Q OPC provided a chart that denonstrates
average custoner arrearage. |In the stipulation
agreenment there is 8.5 mllion for a forgiveness
program

A Uh- huh.

Q What's the estimation of the total anount
of arrearages that your custoners have now?

A Yeah, so that's another one of the
measures that we're nonitoring. And so we | ook --
we're | ooking at the over 90-day arrears in our
metric. And right now, the custoners have about
15.5 mllion dollars of past due arrears.

Primarily we've seen that nunber double
just since January, just because of the noratorium of
zero di sconnects for any custoners, residential or
commerci al, has not been occurring for over a year.
And so we have seen where custoners have just stopped
payi ng anything towards their bills and their bills
have absolutely grown to -- to very concerning |evels.

Q Thank you.
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JUDGE HATCHER: Thank you. Are there any
ot her Comm ssi oner questions for Ms. WAlt?
QUESTI ONS
BY JUDGE HATCHER

Q Al right. 1'Il ask one last tine, but |
do have sone Bench questions |I'd like to foll ow up on.

A Sur e.

Q First, 1'd like to kind of touch on this
collective billing issue that you raise. You said you
read the transcripts fromseveral of the |ocal public
heari ngs?

A Uh- huh.

Q Did you read any conpl ai nts about
conbi ned billing?

A | did. And we actually sat with one of
the custoners that was there. W actually pulled up
hi s account and | ooked through it. He was a | andl ord,
he had nunerous issues -- or |I'msorry, nunerous
houses that was creating issues for himas well where
he couldn't get his summary bill on time, his -- he
was having difficulty understandi ng why his neters
were getting read at different tines. And so this --
this effort will actually correct that issue for him

Q Thank you. But ny question was, did you

read that in the transcript?
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A In the transcripts, did | read that they
had a coll ective issue?

Q Did you read in the transcript any
custoner nentioning a conplaint about their collective
billing?

A Well, what | read in the transcripts is
that custoners were frustrated by delayed bills. And
I n sone cases, that was the reason why their bills
were getting del ayed was collective. So when | | ook
at delayed bills, greater than 30 days being del ayed,
collective and joint-use are one of the primry
| ssues.

So custoners weren't saying collective,
per se, but they were saying their bills are del ayed
and they were confused why they're getting nmultiple
bills all in one nonth and things |ike that.

Q | -- | heard that too, but | did not
connect that to them al so not having their water bil
with their electric bill or their gas bill wth their
water bill. You're saying that that's the cause?

A That's the cause, yes.

Q Ckay. As of today, are the AM neters
fully integrated into the billing nodul e of Custoner
First?

A. Yes.
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Q So the issue of the AM neters and
showi ng on the app for My Account and al so show ng on
the billing, that's all fixed now?

A So just to be clear, when the -- what the
neters talk to is a separate systemcalled the neter
data managenent system The data cones in through a
head end and then it goes into a data -- neter data
managenent system It just passes over one piece of
i nformation for billing purposes to SAP and then SAP
does the billing.

So what actually is shown on My Account
Is informati on com ng out of the neter data nmanagenent
system not out of SAP. So we do still have issues
where if they went through a billing correction or if
anyt hi ng happened where anyt hing was changed on their
bill, it's not going to be reflected on the My
Account .

W' ve tried to add sonme footnotes onto
the My Account screens to say: |If you've experienced
a bill correction or if we've fixed your read -- |I'm
sorry, fixed your read in the billing system that
it'"s not going to be reflective on the My Account.

There's still sonme di sconnects between
what they're going to see on their bill and if they've

had corrections, there will still be a di sconnect

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

Evidentiary Hearing Vol XI
October 14, 2025 Page 87

bet ween the two systens.

Q Is there a tineline for when that will be
fixed?

A That woul d be incredibly expensive fi- --
like that is howthe utilities operate today. That's
how nost utilities are. Their reads are in two
different systens. And so if we want to -- we'll have
to think about how do we reflect it in the My Account.
But the My Account data will always cone from a
separate systemfromthe billing systemtoday. That's
how it's been desi gned.

Q Whi ch systemcane initially to Liberty?
The My Account or Custoner First?

A " mnot sure actually. |'mnot sure of
t hat .

Q Where is your office |ocated?

A My residence is in Houston, Texas.

Just -- or The Wodl ands, Texas, just north of
Houst on.

Q Does the office that you work out of --
you sai d residence.

A That's where | work out of, yes. M
office would be in Canada, in Toronto, in QGakville.

Q Where do you work on a typi cal Mnday
t hrough Friday?
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A Lately it's been in Mssouri, but -- so
| -- 1 travel to all the different offices or I work
fromhonme in Texas or I'min the Canadi an office.

Q Ckay. And that kind of brings up another
point. In your testinony, you had said that APUC
needed to purchase Custoner First to help with its
regul ated utilities in -- in conbining all their
billing systens.

Can you give us the experience of sone of
the other Liberty utilities that have inpl enented
Custoner First? Have they had simlar problens?

A They haven't had as significant of
problens. | think Liberty did a few things right.
They tried to do it by -- we tried to do it by region.
So we started in -- wth all of the East Coast
utilities and then we went to the West Coast and did
those utilities and then cane to the Central Region to
do those utilities, trying to learn as we did it.

The Central Region is the first utility
that had AM. Also the first that had tine-of-use
rates. And so those are primarily the two chal |l enges.
They al so are the ones that have the nost collective
and joint use accounts in this particular reasons --
regi ons.

So those three reasons really created the
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bi ggest chal | enges, and those are the three things
that really we are trying to overcone here in the
Central Region. So the other areas had sone
chal | enges, but nowhere near what we saw here in the
Central Region.

Q Your testinony also nentioned that you
were going to be inplenenting the LEAN standard. |
could not find what that stands for. Wuld you pl ease
tell me?

A It's actually from Toyota. It's -- it's
based in -- it's -- it's a operating nodel and which
it really provides transparency. And so it's -- it's
founded in three conponents around providing for
cadences, so you're creating very strong touch points.

So every day | neet with ny team we go
t hrough safety, quality, cost, delivery and norale.
Those are |ike conponents of this operating nodel that
we explore and we really try to understand if there's
any problens every single day that can be addressed.

W neet every week to | ook at our visual
managenent, which is the dashboards and the support
cards |'ve spoke about. W do probl em sol ving
sessions where you actually wite up what is the true
probl em and you get to the root cause of that problem

usi ng cross-functional problemsolving and then you
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create a standard once you' ve depl oyed a new -- new --
a new approach.

And so those four aspects of the approach
Is what I'"mbringing to Liberty, what |'ve al so
brought to nmy previous utilities as well to really
drive transformation and drive us to top quartile
performance for our custoners.

Q And your testinony al so acknow edged t hat
earlier statenments of a two- to three-nonth fix were
| naccurate. Do you have a tineline nowto fix the
billing issues?

A | don't have a specific tineline to when
we w |l be at a standard place, but what | do commt
tois every single nonth you will see inprovenent. So
every single nonth that we cone and we share our
nunbers and our data, we are getting to root causes of
these issues and we're going to be presenting what it
Is that we're working on and how we're going to be
fixing them

So every nonth you will see inprovenent.
Prior utilities -- when | was at Consuners Energy, it
probably took about two and a half years. At Entergy,
which is the last place | was, it took us a little
over a year to get to a place where we felt, you know,

very stable in our controls and very stable in our
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per f or mance.

| think as | look at the netrics here,
we' ve been able to nmake service levels for the | ast
five nonths. W' ve been able to nake --
cancel/rebills have been starting to stabilize for the
| ast four nonths or so, as | | ook at the data.

And so, you know, | can see things noving
in the right direction, but it's not -- it's not
sustainable today. It's a lot of manual work. It's
not utilizing the systemcontrols in order to do that.
And so that's really what I'm-- |I'mhere to do.

That -- we're still seeing blips of
t hi ngs, we're seeing repeat issues that we shoul dn't
be seeing because we're not getting to root cause. So
that's really it. W're seeing inprovenents, but it
needs to be sustainable and we have to nake sure we're
putting the right controls in place.

Q Thank you. | just have a couple nore.

A Sur e.

Q Staff's testinony reported that Enpire's
contract wwth I BMfor SAP support was limted to
40 hours per request and 300 hours per nonth. |[Is that
sufficient?

A "' mnot aware of those constraints. |

haven't seen those constraints yet. They' ve been able
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to do the itens that |I'm asking of them and in doing
it, in a very agile fashion. So I'mworking with them
to -- to see these inprovenents through and | haven't
gotten any pushback to say that they are out of tine
or that they can't work on them

Q Your expertise is in SAP nanagenent. So
would it be fair to say that maybe you're being
brought onboard to hel p narrow down --

A Yeah.

Q -- sone of that usage from | BM

A Absol utely. So there was a lot of -- the
way that the LEAN operating nodel works is that you
under stand your nunber one pain point and you all
rally around that nunber one pain point. And then you
nmeasure it and you nonitor it until that you really
have gotten to root cause and then you nove on to the
next i ssue.

When | got here, there was a | ot of
metrics, nunbers, issues, just a lot of laundry I|ist
of itens that people were working on and they really
weren't, you know, able to neasure and nonitor and
make sure that they were working on themw th quality,
because there was just so many of them and how to
prioritize themin -- in what to do.

And so this nodel really helps us to
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focus everyone's attention and nmake sure that we're
wor ki ng on the | argest issues that are in -- our
custoners are -- experience and do it in a quality
fashi on across not just the system but, you know,
getting training out to our CSRs, conmmunicating to our
custoners, the whole end-to-end end process needs to
be eval uated as we roll out these changes.

Q And what have you identified as your
nunber one pain point?

A The collective and joint-use is the one
that we're working on as we speak. That was what we
were hearing the nost about in delayed bills. And
when we ran the data, that, by far, is the nunber one
| ssue.

| wwsh | could show you the Pareto. |
shoul d have brought it. It's by far the nunber one
I ssue. And then you get to the next issue and it's --
it's much smaller (indicating). And so
joint-use/collective is what we found to be the nunber
| ssue.

We've laid out a plan. As | nentioned,
made the notifications, created comunications to our
custoners, trained our agents on what we're doing, how
to conmmuni cate to custoners and now are -- are nmaking

the system i ssues.
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Q During the last 90-day billing period, do
you know what percentage of custoner accounts are
del i nquent ?

A Qur past due? Is that --

Q Yes.

A W're -- the neasure that we're | ooking
at is over 90-day past due, and that's 15.5 mllion
dol lars for Enpire.

Q Yes. M question is, what percentage of
custoners?

A Oh, of custoners. | do not have that
wth nme today. | can get that, but | don't have that
Wi th ne today.

Q Ckay.

A | expect it to be a -- a |large anount
t hough with us not disconnecting and with that high of
t he bal ances out st andi ng.

Q How does that delinguency conpare wth
previous fiscal quarters?

A It has doubl ed since January.

Q Any other fiscal quarters you can touch
on?

A That's the data | have with ne. | can
show it to you by quarter outside of this, but that's
the data | have fromwhere we were in January to where
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we are now.
Q kay. Thank you.
A Absol ut el y.
JUDGE HATCHER: Are there any other
Comm ssi oner questions for Ms. WAlt? Hearing none,
that will throw it back to our recross-exam nation.
MECG, any recross for Ms. VWlt?
MR. OPITZ: No, thank you, Your Honor.
JUDGE HATCHER: Staff?
MR. VANDERGRI FF:  No, thank you, Your
Honor .
JUDGE HATCHER: Consuners Council ?
MR. COFFMAN:  No, Your Honor.
JUDGE HATCHER.  And OPC?
MR, WLLIAMS: Yes, thank you.
RECROSS- EXAM NATI ON
BY MR W LLI AMVS:
Q Do you recall when you responded to Chair
Hal | [as said] about in-person service centers, you
nmentioned third-party pay agents?
A Yes.
Q Is there a fee that goes along with using
a third-party pay agent for a custoner?
A Yes. |If they use a credit card, yes.

It's the associated credit card fee.
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Q You're aware that Liberty has socialized
credit card fees, so that fee would be sonething that
the third-party agent is charging?

A No. It's the sane as if they were to
make a credit card paynent through the phone. It
shoul d be the sane process.

Q Well, ny point -- are you aware that for

Li berty, the nmerchant fees, there's no credit card fee

in terms of -- the nerchant fee is socialized into --

A Absor bed by the Conpany?

Q Wll, | wouldn't call it absorbed by the
Conpany.

A Vel --

Q Custoners are paying for it.

A Yes.

Q It's socialized in the -- the rates. So
with that understanding, is there a fee for -- given
you said custoner -- | nean, credit card fee. If | go
into a Wal-Mart and | pay ny Liberty bill, is it going
to cost ne nore than what the bill says?

A No, it should be the sane process as you

do if you called the --

Q kay.
A -- phone --
Q So there's not an additional charge
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for --

A There's no additional --

Q -- the service provided by the pay agent?

A That's correct.

Q At |east fromthe custoner's perspective?

A That's correct.

Q Thank you. You said there are
15.5 mllion dollar of 90-day arrearages. Wat if you
make it 30-day as your cut-off? Do you know what the
arrearage anount is then?

A | don't have that with ne.

Q Ckay. And then you said that -- and | --
you tal ked about My Account being different than
billing if there was changes nade.

If there's a usage change on a billing,
say sonebody was out of town and the usage was
actually incorrect for whatever reason and it shows
up. If the change is made in billing, is that change
also reflected in My Account or there -- is there a
di sconnect there?

A No. So what's on My Account is strictly
what is comng in fromthe neter, nothing to do with
billing as far as that interval read chart that
they -- that they can see on My Account. Cbviously if
they're looking at their billing balance or their --
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Q vell --

A -- that, it will be different.

Q -- for My Account then, there's --
there's no -- there is no estimated intervals. It's
just raw data fromthe neter. |s that what you're
sayi ng?

A So the neter data managenent system where
the neter data can cone in, if there is a m ssing
interval, the systemw || create an estimte for that
interval and that will show up in the My Account, yes.

Q But if there's any further change on the
billing side, that will not be reflected in the My
Account ?

A That's correct.

Q Thank you. No further questions.

JUDGE HATCHER: Thank you, M. WIIians.
That takes us to redirect.
MR. COOPER: Thank you, Your Honor.
REDI RECT EXAM NATI ON
BY MR COOPER:

Q Ms. Walt, you discussed this 15 mllion
dollars in arrearages that are noted bei ng over
90 days or have been in arrearage for over 90 days.
Does that include both residential and commercial ?

A It does.
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Q Do you know a break-out between the two?

A | do not have that.

Q You and M. WIllians got into a
conversation in the first cross-exam nation about the
I nterval reads versus the register reads and that sort
of thing. Let -- let ne try sonething that --
that's -- was froma case | was in here recently.

But would it be accurate to say that the
meter is kind of |like the odoneter on a car? It
continues to turn? And so whether you look at it on
one day or another day, you still can tell how nuch --
how many mles you' ve traveled during that tinme period
total ?

A Yes. That's -- that's a nice way to
t hi nk about it.

Q kay. And that woul d be accurate for
what you were trying to explain in regard --

A Yes.

Q -- to the interval versus the register
read?

A Yes.

Q kay. You started with sonme questions
fromM. Coffman about the nonthly neetings, correct?

A Uh- huh.

Q And | think you -- you had answered t hat
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you cane onboard on June 30th of 2025, correct?

A That's correct.

Q Have you attended each of the nonthly
neetings here in Jefferson City since you cane
onboar d?

A | have.

Q Okay. And it was nentioned that there
was a Septenber neeting, | believe, correct?

A That's correct.

Q And that neeting would have happened
after parties' surrebuttal testinony was fil ed?

A Yes.

Q But could you tell us what the --
generally what the report was to the other parties at
that time in the Septenber neeting in regard to the
metrics and -- and where the Conpany was with -- with
addressi ng sone of these issues?

A Yes. | was excited to bring the live
version of our scorecard data that's going to becone
our visual managenent for the team and how we operate.
So it is a--it's a standard that shows each of our
nmetrics around our average speed of answer, our
del ayed bills, our cancel/rebills seen by custoners,
our consecutive estimates, our first call resolution,

are custoners satisfied wwth our agents. W do a
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survey that -- that neasures that.

And so it takes all of those netrics, and
so | was able to show that we're going to be neasuring
that every week, as well as on a rolling 30-day basis
for each of those netrics.

And then we also have the ability to
click on each one of those netrics and drill into
those netrics and be able to see a trendline as well
as a Pareto that will allow us to see what are the
| argest pain points in each of those netrics.

For the delayed bills is where we
started, know ng that that's been a significant pain
points for our custoners. W were able to really
focus on that Pareto and devel opnent of what are the
bi ggest pain points. W saw that collective and
joint-use were the nunber one and nunber two issues.

And then we brought forward a one-pager
just showi ng exactly what we're going to be doing to
correct those situations for our custoners to get
those bills to be tinely.

Q And -- and generally would you say
that -- that -- that those netrics thus far are
show ng i nprovenent in the areas that you' ve
measuri ng?

A Yes. W've seen a -- if you -- the good
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news is if you take out collectives, we've seen a
92.4 percent inprovenent in delayed bills greater than
30 days. Qbviously with the collective in there, we
haven't seen the inprovenent because we're working on
rolling that out as we speak.

Cancel /rebills, as |I said, have been
consistently performng. And then our service |evels,
we' ve made service |level for the |ast four nonths,
going on our fifth nonth as we speak and so we're
exci ted about that.

And then we are adding conplaints to that
dashboard. That is one that we've gotten feedback
fromStaff that they did want to see, so we're
actively working to try to automate how we can get
that data. So that's one we -- it's not automated
yet, but | can at |east see the data today and we --
we're down to only 11 conplaints -- Com -- Comm ssion
conplaints comng in in Septenber. So definite
| nprovenent that |'mseeing in the netrics.

| would say still cautiously optimstic.
| would say | would -- I'mfeeling not as sustainable
there. There's a lot of brute force going into
achieving those netrics today, but definitely seeing
us noving in the right direction.

MR. COOPER: That's all the questions |
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have, Your Honor.

THE W TNESS: Thank you.

JUDGE HATCHER. Thank you. Ms. Walt, you
are excused.

THE W TNESS: Thank you.

JUDGE HATCHER: We'Il go ahead then and
call our next witness. And | have Candice Kelly; is
t hat correct?

MR. COOPER. That's correct, Your Honor.

JUDGE HATCHER: Thank you.

And while we're doing that, Madam Court
Reporter, I'"'mintending to go until about 11:45, kind
of bunping up against 12:00. Are you going to be
okay? Do you need a break before then.

THE COURT REPORTER I'Il| survive.

JUDGE HATCHER: (Okay. Let's aimfor
11: 30 and then we'll take our |unch break.

Candi ce Kelly, thank you for joining us.
Pl ease rai se your right hand.

(Wtness sworn.)

JUDGE HATCHER: Thank you. And woul d you

pl ease state and spell your nane for our court

reporter.
THE WTNESS: Candice, Ca-n-d-i-c-e,
Kelly, K-e-I-1-y.
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JUDGE HATCHER: Enpire, your wtness.
MR. COOPER:  Thank you, Your Honor.
CANDI CE KELLY,
being first duly sworn, testified as foll ows:
DI RECT EXAM NATI ON
BY MR COOPER:

Q Ms. Kelly, would you tell us what your
current title is?

A | amthe Director of Custoner Experience
for the Central Region.

Q And how | ong have you been the Director
of Custoner Experience for the Central Regi on?

A Si nce February 24th, 2025.

Q Is it your understanding that your
testinony has been admtted to the record as
Exhi bits 29, 30 and 317

A Yes, it is.

Q Simlar to what | asked Ms. -- Ms. Walt,
but is it accurate to say that any recommendati ons
found in that testinony would be nodified as necessary
to support the Non-Unani nous G obal Stipulation and
Agr eenent ?

A That is correct.

MR. COOPER (Ckay. That's all the

guestions | have and |1'd tender Ms. Kelly for
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Cross-exam nati on.

JUDGE HATCHER: Thank you. And just to
reiterate for everyone's -- who is follow ng along, we
are skipping MECG as a signatory, we're skipping Staff
as a signatory. And that will take to us Consuners
Counci | .

MR. COFFMAN. | have no questions, Your
Honor .

JUDGE HATCHER: Thank you. And Public
Counsel ?

MR. WLLIAMS: Thank you, no questions.

JUDGE HATCHER: Thank you. That takes us
to Bench and Comm ssi oner questions. Are there any
Comm ssi oner questions for Ms. Kelly? And we have
three of our four Conm ssioners on WebEx. W' Il give
thema nonment. It is *6 to unnute if you have called
i n on a phone.

QUESTI ONS
BY JUDCGE HATCHER:

Q Heari ng none, the Bench does have j ust
one question. This is about the -- the third-party
vendor hired with the expected increase in calls.

A Yes.

Q That vendor only worked for Enpire from

April 2024 through June of 2024. That's part of your
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rebuttal testinony. M question is, were those part
of the costs, the cost of that third party for those
two nonths -- third-party vendor, were those part of
the costs that were waived for recovery by Enpire
District?

| think it was your testinony that
mentioned that -- that sonme of the costs had been
wai ved due to the -- the billing issues that were
goi ng on.

A That is correct.

Q Were those third-party tel ephone vendor
calls for those several nonths included in those?

A In the costs that were wai ved?

Q Yes.

A Yes.

Q Ckay. Thank you.

JUDGE HATCHER: That was the only
guestion | had. [1'll call once again if there are any
Comm ssi oner questions? Any Conm ssioner questions
for Ms. Kelly?

Hearing none, | did ask a question. That
wi Il take us back to recross. That opens it up to all
of the parties, including signatories. So MECG?

MR. OPITZ: No, thank you.

JUDCGE HATCHER: They are indicating no
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guestions. Staff?

MR. VANDERGRI FF: No, thank you.

JUDGE HATCHER: Consuners Council ?

MR. COFFMAN:  No, Your Honor.

JUDGE HATCHER: Public Counsel .

MR. WLLIAMS: No, thank you.

JUDGE HATCHER: And redirect?

MR. COOPER: No redirect, Your Honor.

JUDGE HATCHER: Thank you. Ms. Kelly,
you are dism ssed fromour wtness stand for today.

THE W TNESS: Thank you.

M5. CARTER  Judge, | would just like to
say thank you and that -- Candice's first tinme up
there. She was very nervous. So thank you for asking
her one question so she got to go through it, but not
have to be tortured.

JUDGE HATCHER: | wish | would have known
that was her first tinme. Could have had sonethi ng
speci al pl anned.

kay. We'll nove onto our next wtness,
TimWIson. M. WIson, please raise your right hand.

(Wtness sworn.)

JUDGE HATCHER: Thank you. Please state
and spell your nanme for our court reporter.

THE WTNESS: Tim T-i-m WIson,
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Wi-l-s-0-n.
JUDGE HATCHER: Thank you.
THE W TNESS: Thank you, Judge.
JUDGE HATCHER: And Enpire, your wtness.
MR. COOPER: Thank you.
TI' M W LSON,
being first duly sworn, testified as foll ows:
DI RECT EXAM NATI ON
BY MR COOPER

Q M. WIson, what is your title?

A I"'mthe Central Region President of
El ectric.

Q s it your understanding that your

testinony has been admtted into evidence as Exhibits
60, 61 and 627

A Yes.

Q And again, accurate to say that any
recomrendati ons found in that testinony would be
nodi fi ed as necessary to support the Non-Unani nous
A obal Stipul ation?

A | woul d agr ee.

MR. COOPER Ckay. | would tender
M. WIson for cross-exam nati on.

JUDGE HATCHER: Thank you. And as stated
just previously, we wll be skipping MECG and Staff.
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Consuners Counci | .
MR. COFFMAN.  Yes, thank you, Your Honor.
CROSS- EXAM NATI ON
BY MR COFFNMAN:

Q Good nor ni ng.

A Mor ni ng, M. Coffnman.

Q So your responsibility covers all of the
billing and custoner service issues; is that correct?
A My responsibility is to the Enpire
District Electric Conpany. The -- the billing and

custoner service is -- is Ms. Walt's area.

Q Ckay. So you're on -- you're listed as a
W tness on this issue because you were overseeing
the -- the Conpany's response though?

A Yes. | still have oversight, although
not directly.

Q Ri ght .

A Through ny title, | have oversight of
the -- of the electric conpany, yes.

Q Al right. So | wanted to ask you a
coupl e questions sort of froma utility nmanagenent
perspective over this entire set of problens.

Custoner First software went live in
April of 2024, correct?

A April the 8th of 2024.
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Q And based on your testinony, you say that
you ki nd of brought a task force together by August of
2024 to | ook at problens?

A Yes. | didn't directly |lead that task

force, but the Conpany, as a whol e, decided once we

started seeing the billing issues cone to fruition,
that we needed to pull together a teamto -- to take a
| ook at it.

Q So it's fair to say that by August of

2024, the Conpany knew that it had a problemthat
needed to be addressed?

A Yes.

Q kay. And would -- would it be fair to
say that one of the biggest problens is that the
software woul d sort of kick out certain types of
bills?

A Correct.

Q That then had to be nmanually revi ewed and

addressed by a live person?

A Correct.
Q Ckay.
A That is ny understandi ng.

Q So why didn't the utility staff up enough
live individuals to get ahead of the problem and

ensure that people were getting a bill every nonth, by
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that time in August of 20247

A W -- we -- we did add sone additi onal
staff | recall during that tinme period. It wasn't
just adding staff. It was -- it was tine. Folks were
working a ot of hours. | would come in on Saturdays
and even Sundays and see our billing team working on
the weekend as well. So really proud of all the hard
work and effort that they did to try to fix it.

Q And | know that there are a | ot of very
dedi cated fol ks on your staff.

A Thank you.

Q But couldn't -- couldn't the utility have
hired even nore fol ks, maybe | ooked at sone tenporary
folks or -- or other folks to -- just to ensure that
people were receiving tinely bills?

A So corporately there were fol ks added, be
it fromthe |BMteamor el sewhere. But we were to the
poi nt where we needed to fix what was causing the
outsorts and not necessarily man- -- manually gear up
to -- to fix all those. There was thousands and
t housands and t housands of outsorts.

Q Unh- huh. And -- but -- but these -- you
know, these -- these thousands of -- of problens then
persi sted beyond August 2024 for -- for many nonths
after that.

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

Evidentiary Hearing Vol XI

October 14, 2025 Page 112
A They di d.
Q And even --
A Until about October of 2024 we started to
see the -- the down tick with the hiring of Shawn
Gordon. He cane in and we -- we got a |ot of those

| ssues resol ved.

Q Ckay. Wiy didn't the utility conpany
bri ng onboard soneone like Ms. WAlt a year ago?

A That's a good question. | think a year
ago we had different | eadership. Only wth the hiring
of -- of M. West did we start getting talent such of
the quality of -- of Ms. WAlt. And so that's --
that's probably why.

Q Ckay. That's all | have. Thank you.

A Thank you, M. Coffnan.

JUDGE HATCHER: Thank you. And Public
Counsel .
MR. WLLIAMS: Thank you, Judge.
CROSS- EXAM NATI ON
BY MR W LLI AVE:

Q Good norning, M. WIson.

A Good nor ni ng.

Q Still is.

A Yes.

Q | believe you testified that Custoner
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First -- and | think the termyou guys use is "go
live" was rolled out so that custoners were actually
seeing what it did in April 8th of 2024; is that
correct?

A April 8th of 2024 was the day we went
live with the system

Q When did you first intend to go live with
t hat systenf

A Oiginally it was actually scheduled -- |
think a | ot of people forget this -- QOctober of '23.
And then it was changed to make us go last, which
woul d have been Cctober of 2024.

Q l"'mnot following. If you rolled it out
in April of 2024, you weren't last then, correct?

A |"'msorry. '23 -- Cctober of 2023. And
then it was rolled out in April of 2024.

Q Was it only del ayed once?

A | would consider it delayed tw ce.
Agai n, the previous October we were set to go live and
then it was pushed back to -- they wanted Enpire,
being the nost difficult, to go last and so that's why
they pushed it to October of 2023.

And then we saw there were going to be

maj or issues. And of all of the utilities that we

have across this organi zation -- | couldn't even
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count, there's like 18 or 20 -- only one utility
del ayed go live again and that was us. So we del ayed
it six nmonths from Cctober to April.

Q "' mconfused. What was the original
rol |l out date?

A The original rollout date was Cctober
2023. However, previous to that, the -- the -- the
original date was COctober of 2022. They noved it.

Q 20227

A Yes.

Q Ckay. That -- that was what | was not --

A Yes.

Q -- understandi ng --

A Sorry.

Q -- with your testinony. So --

A Not a |lot of people knew that. It was
originally -- they'd noved the schedule out. But I
woul d still say the original go |ive date was

schedul ed to be October 2023. W pushed it to
April 8th of 2024.

Q Now | ' m confused. Because | -- | thought
what you were saying is the original date was Cctober

of 2022, it got noved to Cctober of '23 --

A Al of those are correct.
Q -- and then to April of 2024 is when
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A Al of those are correct. Wat | was
trying to say was not a |ot of people knew about the

first date.

Q | didn't. | just --
A Yeah.
Q -- had heard you say there were two
del ays so --
A Uh- huh.
Q -- that's why | pursued it.
A Yes, sir.
Q And what was the reason for the change in

t he dates?

A The -- the first reason fromthe first
date was because Enpire was -- was |argely regarded,
as Ms. Walt alluded to, the -- the nost difficult one.
W had AM, we had nmultiple jurisdictions, we had
multiple coomodities. And so it was pushed back to
the -- the Cctober 2023 date.

When we were getting ready to go live in
Cct ober of 2023, we fortunately had an interim CEO
conme in; his nane was Chris Huskilson. And he asked
nme, he said, "Are we ready?" And | said, "Do you want
the truth?" He said, "Yes." | said, "No. And he
said, "W'll delay it." And so we delayed it for --
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for six nonths to -- to April.

Q And why did you roll it out in April?
You had all your problens addressed or --

A That's a very good question. W had all
t he probl ens addressed that we could. Absent of going
live in a parallel operation situation, we addressed
everything that we possibly coul d.

Q Did you do any parallel operation wth
your existing system before you nade the cut over to
what's been | abel ed Custoner First?

A When we first inplenented Custoner Watch?

Q l"'mnot famliar --

A | wasn't a part of that.

Q ["'mnot famliar with your systens. |'m
just --

A Yeah.

Q VWell, let's ook at it froma custoner
perspective. Didyou do any -- and I'Il call it
shadow bi |l ling?

A Yes.

Q How | ong?

A | couldn't tell you exactly. | know it
was nont hs.

Q Si x nonths? Shorter, longer? |'mtrying
to get a feel.
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A They did shadow billing, fromny
recollection, for a fewnonths. | couldn't tell you
how many.
Q And they didn't see any of the problens

that arose after you went |ive?
A We did see problens with sone of the

shadow billing and that's why we del ayed it.

Q Okay. So the shadow billing was
before --

A Before go live, yeah.

Q No, before Cctober of 20237

A Yes.

Q Did you see nore probl ens between
Cct ober of 2023 and April of 20247

A | couldn't characterize that at this
point intinme. | wasn't the one that was necessarily
| ooki ng at the shadow billing, but there were
definitely sone issues that were -- that we saw. It

did get better and better throughout the nonths before
we went |ive,

Q That's good to hear. Still getting
better, right?

A It is still getting better. |It's getting
much better.

Q And when did you roll out your AM neter
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system where you had your wireless communications to
get information fromthe neters to your system-- data
systens?

A | believe we rolled out AM in 2022.

Q So that included the comunications as
well as the nmeters, the whole --

A As far as | know. | w sh Joey Sparks was
her e.

Q Did you have any communi cation issues
with the neters at that tinme?

A We have had communi cation issues at
times.

Q Fromthe day they were rolled out?

A Fromthe day they were rolled out? Not
necessarily fromthe day they were rolled out. W had
a couple of different issues. One was -- we were
tal ki ng about new neter sets earlier. Folks were
working -- were working on the billing issues, got
pul | ed away.

We did get that fixed. W hired three
addi ti onal people to make sure that new neter sets
were getting rolled into AM and so that issue got
resol ved.

And then we added an extra CGR to col |l ect
data fromthe --

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

Evidentiary Hearing Vol XI

October 14, 2025 Page 119

Q CGR? Wuld you -- what is that?

A | can't renenber the acronym |It's --
it's -- basically it takes the data fromthe neter and
sends it to the AMS system Collective data recorder,
| think.

Q Wll, I -- 1 believe I've heard that
there were communi cati on i ssues between getting data
fromthe neter to the main systens; is that --

A Just --

Q -- is that not correct?

A | think there have been at tines, but
| -- there's also just day-to-day operations where you
can have issues wth communication. For exanple, if a
stormrolls through -- we'll use Aurora as an
exanple -- and they | ose power, you | ose connectivity.

And then we inplenented a software
upgrade during the process of -- of this tine frane
where we -- the upgrade allowed us to go back three
days to get data that had been m ssed. That's
sonething that -- that's changed since go live.

Q And before, you'd just do one dip of the
data; is that correct?

A As far as | know. |I'mnot the expert on
AM .

Q VWell, | want to get into the things
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you' ve changed. Have you nade any ot her changes to
your systemto inprove the reliability of getting data
fromthe nmeters to your back-end systens?

A | would say primarily it's that -- it's
that upgrade we did in adding that additional CGR and
then adding the three additional people to help new
neter sets are the three things that | woul d say that
we' ve done.

Q Did you do anyt hing physical out in the
field?

A Qut side of the one CGR, |'m not aware of
any.

Q So you haven't added any cell towers to
your networks for getting the data fromthe neters to
your back-end systenf

A That's what the CGR kind of is. It's
akin to a cell tower.

Q So you've inproved the connectivity on
your wireless systemto get data fromthe neters?

A | -- 1 would believe increnentally to the
extent one additional one would do so.

Q Thank you.

A Yeah. |It's nore of a deep dive on AM
than | thought we'd go, so.

Q wll, I -- yeah, | thought you knew
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everything, Tim so | thought 1'd dive into it.
A | -- believe it or not, | don't. It's
t hese fol ks out here that know everyt hing.
Q Anyway, | don't have any further
guestions at this tine. Thank you.
A Yes, sir.
JUDGE HATCHER: Thank you, M. WIIians.
Are there any Comm ssioner questions?
Chair, go ahead.
QUESTI ONS
BY CHAI R HAHN:
Q Mor ni ng.
A Good norni ng, Chair Hahn.
Q You were made aware -- when was -- |
t hi nk you said August of '24 is when you becane aware
that there was an issue with Custonmer First?
A August 2024 was when we created the task
force.
Q kay.
A So we were aware prior to that.
Q How did you communi cate with our Staff on
the i ssues you were experiencing with Custoner First?
A We communi cated with Staff even prior to
go live. W knew we were going to have issues. W
just certainly didn't expect themto |last a year and a
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hal f. |Inasmuch as -- as many as we had, we knew we
were going to have issues.

Q Did you establish a regular cadence with
Staff to talk through the i ssues you were experiencing
Wi th Custoner First?

A Yes.

Q How often was that?

A Mont hl y.

Q Okay. \What actions were taken as a
result of those cadences?

A From t he Conpany's perspective?

Q Yes.

A W just -- we gave updates on our -- our
billing nmetrics. And it -- it really put a focus for
us on doing what's right for our custonmers. W -- it
was an update on billing nmetrics. And since Cctober
of -- of last year, we have seen a gradual decline in
what they call BPEMS or those billing exceptions in
our system

Q kay. When was the Aurora Custoner
Service Center closed?

A Custoner -- | don't know the -- the date
of when it was closed. |'msorry.

Q Was it during the test year which this
case covers?

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

Evidentiary Hearing Vol XI

October 14, 2025 Page 123

A | do not know the exact date of when
It -- when it was closed. |'msure soneone in
custoner service could get that answer for you today
t hough.

Q Was that closure done at your direction?

A No.

Q Whose direction was it done?

A | believe at the tine it m ght have been
Jody Allison, whoever's over the custoner at that
point in tine.

Q Ckay.

A She's no | onger here.

Q During the | ocal public hearings, there
were at |east two cities that nentioned problens with
Li berty restoring street lights that were out. |
think particularly in Bolivar, but | also think I
recall another city nentioning it as an issue. |
can't immediately recall which one.

| noticed in the stipulation and
agreenent there is areliability provision, but I'm
not sure if the two are related. Wat action does
Li berty plan to take to inprove street |ight outages
inthe -- in the territory?

A Right. W're actually working with the
City of Bolivar for an extension to their MESA right
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now. And we're hyperfocused on ensuring that they
continue to have street lights and adequate street
| i ghti ng.

Q kay.

A Absol utely.

Q Al right. | think that's all | have.
Thank you.

A Thank you, Chair.

JUDGE HATCHER: Thank you. Are there any
ot her Comm ssi oner questions for M. W] son?

Comm ssioners, if you're on your phone,
that is *6 to unnute. The Bench does have a couple
guestions. W'Il|l go ahead and get to those.

QUESTI ONS
BY JUDGE HATCHER:

Q M. WIlson, can you tell nme why it was
essential for Algonquin to install Custoner First
billing at Liberty?

A So every single utility was on their own
billing platform They needed to get everyone on the
same platform Plus, we had different systens that
were no | onger going to be supported. And so they
wanted to get everything on one system

Q What woul d have happened if you further
del ayed the inplenentation of Custoner First in
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April of 20247

A We woul d have just del ayed the anount
of -- of issues we had for custoners on billing.

Q Are you testifying that it -- it needed
to go live in order to get the problens addressed?

A Certainly not. [|'mjust saying that had
we delayed it, | don't know that anything would have
been different.

Q And why has it taken Liberty so long to
respond to problenms with the new billing system once
It becane evident?

A That's a very good question. | think it
was just the enormty of the anpbunt of exceptions that
were occurring that we just could not get to. And
over tinme, as you inprove people, as you inprove
processes, that -- it had just taken |onger than we'd
li ke.

Q An OPC witness testified that there was
an allocation of 7.84 percent of business IT and
corporate IT at the sane percentage that was all ocated
to an entity called Liberty Power. And their
testinony indicates that Liberty Power may not be in
exi stence anynore. Do you know if that's true?

A That is true.

Q And Liberty Power, was it allocated part
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of the cost of Custoner First?

A | do not know the answer to that.

Q kay. And | think the |last question |
have is the nonthly average billing that -- for the
average custoner -- you know, when utilities give that
aver age custoner statenent using 1,000 --

A Uh- huh.

Q -- kilowatts?

Do you know what the average custoner
using 1,000 kilowatts, what their nonthly bill would
be?

A In -- in year one of the phase-in?

Q Curre- -- no. Currently.

A | don't have that with ne.

Q kay.

A Ms. -- Ms. Enery has all that information
on -- on the average bills.

Q But it sounded |like you were ready with
year one?

A | have year one right here.

Q Pl ease go ahead.

A | was going to let Ms. Enery do this,
so -- she can do a better job than | can. Year one
for -- this is a residential tinme-choice plus, is
going from $167.75 to $176.66, which is an $8.91
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difference with 5.31 percent delta.
Q kay. Thank you.

JUDGE HATCHER: And I'Il ask again if
there are any Commi ssioner questions for M. WIson?
kay. That will circle us back into recross
exam nation and now we do include the signatories to
t he Non-Unani nous Stipulation. W'Ill start with
M. Opitz.

MR. OPITZ: No, thank you, Your Honor.

JUDGE HATCHER: M. Vandergriff?

MR. VANDERCRI FF:  Yes, Your Honor.

RECROSS- EXAM NATI ON

BY MR VANDERGRI FF:

Q Earlier -- | don't renmenber if it was the
Chair or if it was the Judge -- asked you about the
nmonthly talks you had with Staff --

A Uh- huh.

Q -- regarding the issues with Custoner
First. You testified that you had nonthly talks wth
Staff; is that correct?

A Correct.

Q When did those nonthly tal ks begi n?

A | do not know off the top of ny head when
t hose commenced.
Q Do you know - -
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A | want to say February -- | -- | don't
want to guess.

Q No further questions.

JUDGE HATCHER: Thank you.
And Consuners Council.
MR. COFFMAN:  Yes, thank you.
RECROSS- EXAM NATI ON
BY MR COFFMAN:

Q | -- 1 just want to followup on the
Judge's question regarding the -- | think you said
typical bill and -- and you gave a -- a nunber for the
year one, | guess neaning that -- what the
non- unani nous stip would have the first year increase
to be?

A Correct.

Q That was -- it was $176. 667

A Yes. For the residential tine-choice
pl an, the schedul ed TCRG

Q And ny -- ny question is to what -- what
Is the usage anmount? Is it -- is that a 1,000 per
kil owatt hour usage bill or is it a different?

A | believe that it is. 1'll let -- it's
actually Ms. Witt -- Ms. Enery's --

Q Ckay.

A -- docunent.
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Q And we -- what |'mlooking for is, is

that the average bill? |Is that the nedian bill? |Is

that just a typical bill that was picked for sone
ot her reason? And -- and exactly how nuch?

A "1l let Ms. Enery handle the main
guesti ons.

Q kay. Thank you.
JUDGE HATCHER: No further questions,
M. Cof f man?
MR. COFFMAN: That's right.
JUDGE HATCHER:  Thank you.
And Public Counsel.
MR. WLLIAMS: Thank you, Judge.
RECROSS- EXAM NATI ON
BY MR W LLI AVE:
Q | want to followup on Chair Hahn's
guestions about Bolivar and street lights. You said
sonet hi ng about ongoi ng negotiations. Wat were you

referring to?

A So they let their MESA agreenent expire.
Q Their what agreenent?
A MESA agr eenent .

Q What i s MESA?
A Muni ci pal Electric Supply Agreenent,

sonet hi ng al ong those |1 nes.
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Q So it's a contract with the Gty and
Enpire for electric service to the municipality?
A Yeah, for the |ights.
Q And that con- -- the current -- is there
currently a contract in place?
A Technically, I'"'mnot sure. They let it
expire. W're trying to extend it.
Q And how are those negotiations goi ng?
A | wasn't there, so | couldn't tell you.
Q Thank you. No further questions.

JUDGE HATCHER: Thank you. And redirect?

MR. COOPER: No redirect, Your Honor.

JUDGE HATCHER  Thank you.

M. WIson, you are excused fromthe
stand for today.

THE W TNESS: Thank you.

JUDGE HATCHER: Ms. Enery, please rel ax.
|'"'mgoing to send you to lunch. W are at 11:40. And
| amanticipating that we will conme back from |l unch
t oday, we have one Custoner First w tness renaining
and then we wll nove to Incone Statenents and
M scel | aneous issues, which would start wth
Commi ssi oner questions. Those two issues m ght nove
fairly fast.

Okay. Here's the plan for this
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afternoon. We have one w tness renai ni ng on Custoner
Experience. M. Reed is comng in Thursday. So we
only have Charlotte Enery, if sonebody can nod but
yeabh.

MR WLLIAMS: Well, that's true for the
Conpany. There are other witne- --

JUDGE HATCHER. Onh, dang it. That's
right. That's right. You' ve got ne. Ckay. W have
several custoners for Custonmer First.

MR. WLLIAMS: | know one who wants to
testify.

JUDGE HATCHER  Yes, yes, yes. |I'm
sorry. | don't -- Ms. Enery, you're still going to
| unch.

kay. Let's take lunch. W will cone
back at 1:00. Wat ny announcenent was going to be is
we are not -- we are not going to nmush any of day two
into any of the remaining tinme of today. W mght do
that later on this week, but for now, | want to nake
sure that the Conm ssioners have sone tine to go
over all of the issues to determne if they have
guesti ons.

W w il take lunch. Let's cone back at
12:45. That will be right at an hour for [|unch.

12:45. We are on recess. Thank you all.

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

Evidentiary Hearing Vol XI
October 14, 2025 Page 132

(A recess was taken.)

JUDGE HATCHER: Let's go back on the
record. And we are mdway through the issue of
Cust onmer Experience. Qur next witness is Conpany
w tness, Charlotte Enery.

As Ms. Enery nmakes her way to the stand,
the Bench would Iike to discuss the issue -- MPM
| ssue, which was raised in opening statenents and al so
di scussed in the parties via e-nmail. | just wanted to
make sure to let all the parties know that that order
has officially been issued today separating that issue
fromthis case.

It has established its own case and that
Case Nunber is EO 2026-0101. Again, that is
EOQ 2026-0101. The Conm ssion has designated that case
to be the -- the case that addresses Liberty's market
price protection nmechanism Ckay. | think that takes
care of that announcenent.

Let's nove on to our witness. M. Enery,
pl ease rai se your right hand.

(Wtness sworn.)

JUDGE HATCHER: Thank you. Wbuld you
pl ease state and spell your nane for our court
reporter.

THE W TNESS: Sure. It's Charlotte
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Enery, spelled Ch-a-r-l-o-t-t-e E-me-r-y.
JUDGE HATCHER: Thank you. Enpire, your
W t ness.
MR. COOPER.  Thank you, Your Honor.
CHARLOTTE EMERY,
being first duly sworn, testified as foll ows:
DI RECT EXAM NATI ON
BY MR COOPER:

Q Wul d you state your title?

A Sure. Senior Director of Rates and
Regul atory Affairs.

Q Is it your understanding that your
testinony has been mt- -- admtted as Exhibits 17,
18, 19 and 207?

A Yes.

Q And is it accurate to say that
recommendations found in that testi nony would be
nodi fi ed as necessary to support the Non-Unani nous
G obal Stipulation and Agreenent ?

A Yes.

MR. COOPER. That's all | have, Your
Honor. And we woul d tender Ms. Enery for
Cross-exam nati on.
JUDGE HATCHER: Thank you. And just to
reiterate for our |listeners, we do have a pending --
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I'"'msorry, not a pending. W have a Non-Unani nous
Stipulation and Agreenent. The signatories to that
agreed not to cross-exam ne the other signatories'
W t nesses except for after Conm ssioner questions.

So we wi Il be skipping over MECG as well
as Staff, and going to M. Coffman with Consuners
Counci | .

MR. COFFMAN:  And | have no questions for
Ms. Enery. Thank you.

JUDGE HATCHER  Thank you.

And M. WIllianms with Public Counsel.

MR. WLLIAMS: No questions, Thank you.

JUDGE HATCHER: Thank you. That will
take us to Conmm ssioner questions. And to rem nd our
| i steners, three of our four Conm ssioners are on our
WebEx. And the Chair has retired for lunch and is on
her way back.

Are there any Conm ssioner questions for
Wtness Enery? Conmm ssioners, if you called in on a
phone, it is *6 to unnute.

COW SSI ONER M TCHELL: Judge, it's
Comm ssioner Mtchell.

JUDGE HATCHER: Yes, Commi ssi oner
Mtchell, go ahead.

QUESTI ONS
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BY COWVM SSI ONER M TCHELL.:

Q And you may not be the best person to
answer this; and if you're not, please let nme know
But is it your thought that the Custoner First
software application and all of its acconpanying
attributes were, in fact, used and useful as of the
test year?

A As of the test year, | would say no.
Mostly because the systemdid not go into service
until April of 2024 and our test year ended
Septenber 30th of 2023. But we did have an update
period and a true-up period ordered in the case. And
so | would say by the tine those periods | apsed,
this -- the -- the software and the vari ous conponents
of that woul d be deened used and useful .

Q Thank you. That's my only questi on.

JUDGE HATCHER: Thank you, Comm ssi oner.
| appreciate that.

Are there any ot her Conmm ssioner
guestions for Ms. Enery? Thank you. And that wll --
even though it was one question, that will take us

back t hrough recross-exam nati on.

W'll go to MECG |'m seeing no
questions. No questions from Staff is being
I ndi cated. Consuners Council, you're up.
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MR. COFFMAN: No questi ons.

JUDGE HATCHER: And Public Counsel.
MR. WLLIAMS: No, thank you.

JUDGE HATCHER: And redirect fromthe

Conpany?

MR. COOPER: No redirect.

JUDGE HATCHER: Ms. Enery, thank you very
much. | appreciate you being here today.

THE W TNESS: Thank you.

JUDGE HATCHER: And for -- to note for
the parties and for those listening, |'mjust
confirm ng ny understandi ng that witness -- Conpany

W t ness John Reed, who would be testifying on this
I ssue, will be in attendance on Thursday.

MR. COOPER. That is correct.

JUDGE HATCHER: Then we will nove on to
Staff witnesses. Staff, go ahead and call your first
Wi t ness.

MR. VANDERGRI FF: Staff calls to the
stand Matt hew Young.

JUDGE HATCHER: Thank you, M. Young.
Pl ease rai se your right hand.

(Wtness sworn.)

JUDGE HATCHER: Thank you. Pl ease have a

seat. Wuld you state and spell your nane for our
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court reporter, please.
THE W TNESS: Matthew Young,
Ma-t-t-h-e-w Y-0-u-n-g.
JUDGE HATCHER: M. Vandergriff, your
W t ness.
MAT THEW YOUNG
being first duly sworn, testified as foll ows:
DI RECT EXAM NATI ON
BY MR VANDERGRI FF:
Q M. Young, how are you enpl oyed?
A Good, thank you. Oh, the wong question.
|'"'ma Regulatory Auditing Supervisor with
the M ssouri Public Service Conm ssion.

Q Are you the sane Matthew Young t hat
prepared Directs 122 -- Exhibits 122, 122-C, rebuttal;
150, surrebuttal; true-up direct, 174; and true-up
rebuttal, 1797

A Yes.

Q Do you have the understandi ng that you've
nodi fi ed your positions to reflect the Non-d obal
Stipulati on and Agreenent?

A Yes.

MR. VANDERGRI FF: | tender M. Young for
Cross-exam nati on.

JUDGE HATCHER: Thank you. Let's check
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ny cheat sheet. Again, we -- this is going to be
I nvol ving signatories to the Non-Unani nous d obal
Stipulation. W'IIl be skipping MECG W'Il go to
Consuners Counci | .

MR. COFFMAN: No questions, Your Honor.

JUDGE HATCHER: Thank you. Then we'll be
ski pping the Conpany as a signatory. And then we'll
be going to Public Counsel.

MR. WLLIAMS: No questions, Thank you.

JUDGE HATCHER: Thank you. That |eads us
to Comm ssioner questions. So are there any
Commi ssi oner questions for witness -- Staff Wtness
Young? And that's *6 to unnute if you' re on a phone.

Ckay. Hearing none, thank you,
M. Young. | appreciate you being here today.

M. Vandergriff, go ahead and call your
next w tness.

MR. VANDERGRI FF: Staff calls to the
stand M. Tyrone Thonason.

JUDGE HATCHER: M. Thonason, if you
woul d pl ease rai se your right hand.

(Wtness sworn.)

JUDGE HATCHER: Thank you. Please state
and spell your nane for the our court reporter.

THE WTNESS: MW nane is Charles Tyrone
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Thomason, C-h-a-r-l-e-s T-y-r-o0-n-e T-h-o0-ma-s-o0-n.
JUDGE HATCHER: Thank you. And,
M. Vandergriff, your w tness.
CHARLES TYRONE THOVASON,
being first duly sworn, testified as foll ows:
DI RECT EXAM NATI ON
BY MR VANDERGRI FF:

Q How are you enpl oyed?

A | ama Senior Research Data Anal yst in
t he Custoner Experience Departnent as part of
Commi ssion Staff.

Q Are you the sane Tyrone Thonmason t hat
prepared Directs [as said] 123; 123-C, rebuttal; 148,
surrebuttal; true-up direct, 1727

A Yes.

Q Do you have the understandi ng that you've
nodi fi ed your positions to reflect the Non-d obal
Stipul ati on and Agreenent?

A Yes.

MR. VANDERGRI FF: | tender M. Thomason
for cross-exam nation.

JUDGE HATCHER: Thank you. And again, we
wi Il skip MECG and go to Consuners Council .

MR. COFFMAN:  No questions for
M. Thomason. Thank you.
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JUDGE HATCHER: Thank you. We'Ill skip
Enpire and go to Public Counsel.
MR. WLLIAMS: Thank you, Judge. Just a
coupl e.
CROSS- EXAM NATI ON
BY MR W LLI AMS:

Q Good afternoon, M. Thonason.

A Good afternoon.

Q Do you recall hearing earlier testinony
about Enpire having neetings with the Conm ssion Staff
regardi ng custoner service issues?

A Yes, | do.

Q Do you know when those neetings started?

A Yes. | have that information.

Q If you would be so kind as to indicate
when Staff started neeting with Enpire regardi ng that
t opi c.

A So | have to correct M. WIlson's
statenents a little bit. The very first neeting took
pl ace on August 14th and that was actually called by
t he Consuner Services Departnent because they were
hearing conplaints fromcustoners. Sorry, August 14th
of 2024.

The next neeting took place on
Septenber 5th, and that was -- that was not a Custoner
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First-specific neeting. That was our regularly
schedul ed quarterly neeting, during which topics were
di scussed -- followup topics fromthat August
meet i ng.

The next neeting that took place was in
Decenber -- was on Decenber 5th of 2024. That was,
again, our regularly scheduled quarter -- quarterly
meet i ng.

The first Custoner First-specific neeting
after that was on Decenber 13th of 2024.

After that, the -- the next neeting was
on February 6th of 2025. And then after that, that is
when those neetings -- those neetings becane nonthly.

Q Thank you. Staff's currently undertaking
an investigation of Enpire's billing issues that the
Comm ssion ordered, is it not?

A That is correct.

Q Does Staff have any tineline in mnd for
when it anticipates having a report in that case?

A My understanding as of nowis that we are
anticipating getting it out before the end of the
year.

Q Had Staff anticipated having the report
out earlier than that?

A Yes, we did.
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Q And why had -- has the date slipped?

A Mul ti ple reasons. One of which being
sinply Staff workload. W have | think five or six
different departnments working on this case. So
coordinating all that, getting it onto one report, in
addition to all the other rate cases going on, it's a
bit difficult to schedule that all in.

The second thing is that we keep finding
new i ssues that require further follow up.

Q No further questions at this tinme. Thank
you.

JUDGE HATCHER: Thank you. | believe
that takes us to Comm ssioner questions. Are there
any Conmi ssi oner questions for Staff Wtness Thomason?

kay. Hearing none, the Bench al so has
no questions. Thank you, M. Thomason. | --

MR. VANDERGRI FF: Staff doesn't have
redirect.

JUDGE HATCHER: | was going to -- yeabh,
are -- are we doing that wwth -- we haven't crossed
that bridge yet. Thank you. No redirect from Staff.

Thank you, M. Thomason. | appreciate
you being here today.

M. Vandergriff, go ahead and call your

next w tness.
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MR. VANDERGRI FF: Staff calls to the
stand Ki m Bol i n.

JUDGE HATCHER: Ms. Bolin, please raise
your right hand.

(Wtness sworn.)

JUDGE HATCHER: Thank you. Please state
and spell your nanme for our court reporter.

THE WTNESS: My nanme is Kinberly Bolin.
And Bolin is spelled B-o-1-i-n.

JUDGE HATCHER  Thank you.

M. Vandergriff, your wtness.

BY MR VANDERCRI FF:

Q Good norning, M. Bolin.
A Good norning -- afternoon.
Q Afternoon. Woo.

How are you enpl oyed?

A | am D vision Director wwth the M ssour
Publ i c Service Comm ssi on.

Q Do you adopt Jim-- Janes A Busch's
direct testinony 104, 126; surrebuttal 154 as your own
and affirmthat the statenents and opinions therein
are true and correct, to the best of your know edge?

A | do.

Q Do you have the understandi ng that you've

nodi fied your positions to reflect the Non-d obal
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Stipul ati on and Agreenent?
A Yes, | do.
MR. VANDERGRI FF: | tender Ms. Bolin for
Cross-exam nati on.
JUDGE HATCHER: Thank you. And we w |
just go directly to Consuners Council.
MR. COFFMAN. | have no questions for
Ms. Bolin. Thank you.
JUDGE HATCHER: And M. Wl lianms, Public
Counsel .
MR. WLLIAMS: Thank you.
CROSS- EXAM NATI ON
BY MR- WLLI AVE:
Q Ms. Bolin, does Staff have any issues
with billing determnants in this case?
A Yes, we do.
Q And what are those issues?
A J Luebbert, who's a witness on this -- on
this sane matter will be up here to testify on that.
Q You don't know what the issues are?
A Well, we do have -- we don't know that
they' re accurate.
Q And why is it that you don't know that
they' re accurate?
A There was sonme estimations and the data
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Is just -- we don't feel that it's accurate.

Q And if | wanted to delve deeper into the
| ssue, J Luebbert is who I should ask?

A Yes, it is.

Q Thank you. No further questions at this
tinme.

JUDGE HATCHER: Thank you. And that w ||
nove to Comm ssioner questions. Are there any
Commi ssi oner questions for Staff w tness KimBolin,
adopting the testinony of Janmes Busch? |If you're on
t he phone, it's *6 to unnute.

QUESTI ONS
BY JUDGE HATCHER:

| don't hear any questions, but | wll
cone back and ask in just a second. The Bench does
have just a couple.

A kay.

Q | want to discuss this 100 basis point
reduction. | maght refer to it as a 100 basis point
reduction, but I'"'maware that is -- it is an effective
100 basi s point reduction.

Wth that nouthful said, if the
Commi ssion authorizes a return on equity, whatever
t hat nunmber may be, will the Conpany have the
opportunity to still earn that authorized return on
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equity?

So if we need sone nunbers, Staff
recomended an effective 100 basis point reduction to
the return on equity. So let's say that the
Comm ssi on approves Staff's disall owance and approves
the ROE of 9.5. WII| the Conpany have the opportunity
to earn 9.5?

A The Conpany al ways has the opportunity to
earn any rate of return. G anted,what our rates woul d
reflect would be I ower, but there's always the
opportunity. It's not a guarantee.

Q How woul d that work in the context of the
recommended reduction?

A |"m not sure | unders- -- there's always
things we allow and disallowin determ ning a revenue
requirenent.

Q l"'mtrying to wap ny head around and
al so make sure it's clear on the record. Staff is
proposing the effect of a 100 basis point reduction.
Can you sunmarize how Staff is envisioning that that
wor ks?

A We used our 9.5 RCE to determ ne an ROR
and applied it to rate base and did our expenses --
our revenues m nus our expenses and cane up with a

revenue requirenent. And then substitute -- then
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subtract ed what we cal cul ated as hundred basi s point
reduction to that nunber, the total revenue
requirenent.

Q So the Conpany woul d be -- would have the
opportunity to earn the 9.5, but on a | ower nunber?

A The revenue requirenent that we woul d
recommend in this case would be a | ower nunber, but
t he Conpany al ways has an opportunity to earn any rate
of return. 1It's not a guarantee that they will earn a
rate of return in any case.

Q Thank you. | appreciate that.

My second question and | think this is

ny -- ny |ast question. The second one, | want to
tal k about the stipulation, the Non-Unani nous d obal
Stipulation that was filed. Does that stipulation
reflect Staff's equival ent disall owance?

A It nore than does, because Staff's case
Is 128.8 mllion dollars. That includes all of our
renoval of Custoner First assets fromrate base and it
I ncl udes the 100-point reduction we did. And this
97 mllion is basically 30 mllion |ess.

Q Al right. Thank you. | do have a
coupl e nore questions.

A kay.

Q | want to return to the 100 basi s point
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effective disallowance. WII| that disall owance be
lifted if the Conpany neets the quality standards set
out in the stipulation?

A They will get an opportunity to defer to
a asset 13 mllion dollars a year and they'll be
broken up by nonth. So if they hit the netrics one
nmonth, they'Il get -- 1/12th of that 13 mllion wl|
go to a deferred asset that we will look at in a
future rate case to determne howit is recovered, if
it is recovered. Recovery will be determned in a
future case.

Q If the disall owance continues, so if they
are | guess m ssing sone of those nonths or mss sone
of the nonths out of that year, is that effectively
setting the Conpany up to operate under two different
RCEs ?

A No, | don't believe so. Because the
deferred asset is based on what we believe is in rate
base for Custoner First tinmes a rate of return they
woul d have earned if it was in rates. |t has nothing
to do with the 17.8 mllion dollar, 100 basis point
reducti on.

Q kay. And on the stipulation, this
all ows a phase-in of the allowed increase. Do you

know if this is a consistent, steady increase or is it
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back- or front-|loaded in any one nobre -- any one year
nore than -- nore so than another?

A No. It's a steady increase. It goes
orig- -- goes to 32.3 mllion would be in this -- the
decision for this year. Then you would add anot her
third the second year. And then the final third,
whi ch woul d get you to 97 mllion, the third year.

So it's a steady one-third. Every year
the sanme anmobunt that's being in -- the increase.

Q What happens in the nonth if the Conpany
woul d not neet the netrics?

A We have actually two deferrals. One is
t he phase-in, which has nothing to do with the
metrics; and then we have the other deferral that does
do the netrics. |If they do not neet the netrics, they
do not get a deferral for that nonth.

Q Does that nmean that the Conpany never
gets to recover whatever costs were allocated for that
nonth's worth of recovery?

A That is correct.

JUDGE HATCHER: Okay. |I'Il ask the
Comm ssioners once again if there's any Conm ssi oner
guestions for Staff Wtness Bolin? |If you're on a
phone, it's *6.

Ckay. Hearing none, that takes us back
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to recross-examnation and we wll start with MECG

MR. OPITZ: No, thank you.

JUDGE HATCHER: And then we go to
Consuners Counci | .

MR. COFFMAN:. Yes, thank you. 1've got a
coupl e questi ons.

RECROSS- EXAM NATI ON

BY MR COFFMAN:

Q Now, building off of the question from
the Bench regarding the rate of return and this -- to
make sure | understand this as well, is the Staff --
the Staff is asking the Conm ssion to adopt the terns
of the Non-Unani nous Stipul ation, which doesn't
necessarily include a specific rate of return; is that
right?

A That is correct.

Q And so if the Comm ssion adopts what you
want, which is this Non-Unani nous Stipulation in
total, there will not be a rate -- an official rate of
return ordered in this case; is that correct?

A That is correct. It wll not be a term
outlined in the stip.

Q And | would note that even the
7.01 percent ROR that is in paragraph five of the

Non- Unani nous Stipulation is nmerely a nunber that

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

Evidentiary Hearing Vol XI
October 14, 2025 Page 151

woul d be plugged into nmechanisns that require it; is
that right? Such as PISA or -- or -- or tell nme, what
mechani sns do you believe that woul d be plugged --
that 7.01 percent would be plugged into?

A You're correct. It's nmechanisns |ike
PISA. |I'mnot sure on other nechanisns they have out
right now, but PISAis the nmain one.

Q So i s your understandi ng of
cost-of-service regulation that the Conmm ssion doesn't
necessarily have to pick a rate of return -- a return
on equity nunber, provided that the rates are
currently sufficient to allow a reasonabl e opportunity
to earn --

A Yes.

Q -- a return?

A We al ways -- a reasonabl e opportunity.
There is no guarantee of a return.

Q And so that -- that requirenent, |egal or
ot herw se, would be based on just earning a reasonable
return, not necessarily reaching a specific nunber?

A That's correct.

Q Right. Oay. GCkay. And then just a
clarifying question on the Custoner First deferral.
The Non-Unani nous Stipulation includes a 20 mllion

dol | ar reduction associated with Custoner First,
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20 mllion and sone change. But that -- that won't
necessarily be a denial of those costs in the future
provided that Liberty Enpire nmeets certain netrics,
correct?

A That is correct. |f they neet the
metrics in between this rate case and their next one,
t hey have an opportunity to defer the assets. And in
the next rate case, if everything is corrected, they
can then get the 20 mllion in rate base.

Q So is it possible that at the end of the
day, the utility winds up with being nade whole as if
t hey never received a reduction at all?

A Well, this case has 20 mllion as a
revenue reduction associated wth Custonmer First and
the deferral is only up to 13.7 mllion.

Q Okay. But is it possible that the
utility wll ultimately get the val ue of that
13 million with interest if they neet certain netrics?

A They' |l get that. | don't know if it
will be with interest.

Q kay.

A But if they would neet all the netrics
every nonth after the rates go into effect, then yes.

Q And is the ques- -- the question | have

Is does -- do those deferrals include interest or is
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that interest on the deferrals an issue that you would
see the Conmm ssion nmaking | ater down the road?

A That woul d be sonething the Conm ssion
woul d make a determ nation |ater on.

Q OGkay. | think | understand. Thank you.

JUDGE HATCHER: Thank you, M. Coffman.
M. WIIians.
MR. WLLIAMS: Thank you.
RECROSS- EXAM NATI ON
BY MR WLLI AVS;

Q I"'mgoing to start with the Custoner
First regulatory asset. You referenced sone
perfornmance netrics. \What are those performance
metrics?

A W have not defined themyet. | think we
have a date of May 2026 to reach an agreenent on the
metrics --

Q So --

A -- or --

Q -- It's an agreenent to agreenent?

A This is an agreenent to develop netrics.

Q Well, you don't have them now, right?

A We do not have them now.

Q And |' m uncl ear about sonething on the
Custoner First regulatory asset. This 1,145,863, is
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that the -- are you -- are the parties saying that's
what return woul d have been on the asset bal ance had
it been included in a rate base? The return is the
one mllion?

A It's the nonthly return. The -- if you
go to paragraph four, it wll say: Furthernore, the
Custoner First reduction is conprised of a rate base
anount of 149,287,965 earning a zero rate of return,
and then in parenthesis it has 13,750,356 and that is
your nunber. It's as if they were earning a return on
that 149 mllion.

Q Ckay. So the 1.1 mllion represents a
return?

A Yes. A nonthly.

Q Oh, and the -- the phase-in. There's a
deferral of 97 mllion, correct?

A Yes, there will be.

Q And at the end of the three years, then
that 97 mllion is to be rate based; is that correct?

A That is correct.

Q And - -

A There are no carrying costs until it goes
into the next rate case then it wll be rate based.

Q So it will return -- it wll earn a

return until it's anortized out at sone point or taken
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out of rate base?

A Correct.

Q Whereas, had it been a or- -- carrying
costs, it would have been a -- an anount presunmably
for sonme period of time? Normally those are anortized
out, correct?

A Carrying costs -- and those carrying
costs could have gotten rate base treatnent also.

Q Does the Conm ssion typically give
rate-base treatnent for that kind of an itenf

A | have seen in sone cases they have give
things rate-base treatnment | wouldn't agree with, but
yes, they can.

Q Wll, it's sonething Staff's agreed to
t hough, right?

A It is -- we agreed to that as a total
package of this settlenent.

Q It's not sonething Staff normally agrees
to, is it?

A | don't know that we would normally agree
toit or I can say that, but it is -- we felt that was
appropriate for this settlenent.

Q Thank you. No further questions.

JUDGE HATCHER: Thank you, M. WIIians.
Redi rect ?
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MR COOPER: | think I'm --
JUDGE HATCHER: No, no. W still have
recross. Ckay.
MR. COOPER G ven the Bench questions.
JUDGE HATCHER: Conpany, go ahead.
RECROSS- EXAM NATI ON
BY MR COOPER:

Q Ms. Bolin, just a couple things kind of
on mechanics that you got into in regard to the --
sort of the netrics, the Custoner First regulatory
asset .

First, just to confirm nothing about
t hat proposal is intended or would result in a change
In rates between this rate case and the next rate
case, correct?

A That is correct. The asset woul d be
| ooked at at the next rate case.

Q And you nade a comment that perhaps al
of that -- all of the foregone 13 mllion could nmake
Its way back to the Conpany. However, as a practical
matter, if we're not agreeing to netrics until My of
2026, there's not really a way it could all go back to
t he Conpany, is there?

A That is true, since the netrics won't be

in until My 2026.
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Q And even after that point, it's still a
nmonthly test, correct?

A It is.

Q One nonth the Conpany could qualify and
t he next nonth they mght not. And that wl|
differ -- nmake a difference on the anounts that
they're able to book to the regul atory asset?

A That is correct.

Q And as to billing determ nants, Staff
IS -- or in the Non-Unani nous Stipul ati on and
Agreenent, the parties have agreed to Staff's billing
determ nants, correct?

A That is correct.

MR. COOPER. That's all | have, Your
Honor .
JUDGE HATCHER: Thank you, M. Cooper.
And now we w |l go back to redirect.
MR. VANDERGRI FF:  One questi on.
REDI RECT EXAM NATI ON
BY MR VANDERGRI FF:

Q Ms. Bolin, you were asked questions
about the Conpany's opportunity to earn -- for an
opportunity for earnings, correct?

A Yes.

Q Al right. Do you believe that with
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aggressive cost control in revenue growth, that the
Conpany could increase its opportunities for earnings?
A Al ways.

MR. VANDERGRI FF: No further questions.

JUDCGE HATCHER: Thank you. | appreciate
you being here, Ms. Bolin. You are excused from our
W t ness st and.

And the next wtness | have is
J Luebbert. Is that correct, M. Vandergriff?

MR. VANDERGRI FF:  Yes, Your Honor.

JUDGE HATCHER: All right. Please raise
your right hand.

(Wtness sworn.)

JUDGE HATCHER:  Thank you. Pl ease have a
seat and state and spell your nane for our court
reporter.

THE WTNESS: Ckay. M nane is
J Luebbert. |It's the letter J, Luebbert,
L-u-e-b-b-e-r-t.

JUDGE HATCHER: Thank you. And your
W tness, M. Vandergriff.

J LUEBBERT,
being first duly sworn, testified as foll ows:
DI RECT EXAM NATI ON
BY MR VANDERGRI FF:
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Q Well, good afternoon, M. Luebbert.
A Good afternoon.
Q Are you the sane M. Luebbert that filed

Exhibits direct, 131; surrebuttal true-up direct, 162
and 162-C?

A | think nmy direct testinony got stricken.
Q Ch, that's right.

A But | did file surrebuttal.

Q Al right. Do you have the understandi ng

that you' ve nodified your positions to reflect the
Non- 3 obal Stipul ation and Agreenent ?
A Yes.

MR. VANDERGRI FF: | tender M. Luebbert
for cross-exam nation.

JUDGE HATCHER: Thank you. And that goes
to Consunmers Council, M. Coffnman.

MR. COFFMAN: No questi ons.

JUDGE HATCHER: And M. WI i ans.

MR, WLLIAMS: Thank you, Judge.

CROSS- EXAM NATI ON

BY MR W LLI AMS:

Q Good afternoon, M. Luebbert.
A. Good afternoon.
Q Did you hear ny questions to the prior
W t ness about billing determ nants?
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A | did.

Q And did Staff -- did you have issues wth
the billing determinants in this case?

A So ny -- nenbers of ny departnent deal
primarily with billing determ nants as part of the
rate case process. And we certainly had issues
wth -- wth accuracy throughout the course of the
case.

| know that ny testinony in -- in
surrebuttal touches on a little bit of sonme of the
| ssues that could arise if there are -- there's
m ssing information or mssing interval data,
especi ally whenever it relates to having tine-of-use
rat es.

Q Well, what's the nature of the data
| ssues that you're referring to?

A As -- as we went through the case --
sorry, ny voiceis alittle bit shot.

As we went through the case, there were
multiple iterations of fixes to data fromthe Conpany.
Utimtely, you know, Staff doesn't have --
necessarily have direct access into any of their --
their billing systenms. And so we are reliant on them
to get us accurate information.

There -- there were nultiple iterations
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of fixes based upon rebills throughout the course of
the case that had to get incorporated.

Q And when you say rebills, you're talking
about changes to custoner bills?

A Yeah. And ultimately billing
determ nants that we -- we utilized.

Q And those billing determ nants are based
on billed revenues in part; is that correct?

A The -- the determ nants thensel ves woul d
be based off of the conponents that are utilized to
develop a custoner bill. So if -- if you're m ssing
kWh from one custoner, that's going to inpact the
billing determnants. If you're -- if you' ve got that
sane usage indicated in the wong nonth, that would
al so inpact those billing determnants. And so if you
fix those, sonetines there are changes.

Q Is it unusual for conpanies to have sone
| ssues that affect billing determ nants?

A No, it's fairly regular to have changes
in billing determ nants based upon when a report m ght
get pulled. Now, I will say this case was -- was an
outlier as far as what |'ve been involved in with the
nunber of changes to the billing determ nants over
time.

Q Wul d that apply to the magnitude as
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wel | ?

A | would say so based off of the nunber
of -- the nunber of revisions, yeah.

Q And has Staff had issues with Liberty in
t he past over billing determ nants?

A | don't think that I was involved in
billing determ nant processes in the |ast rate case,
for Liberty at |east.

Q So you don't know is your answer?

A | don't.
Q Thank you.
JUDGE HATCHER: Thank you, M. WIIians.
That will bring us to Comm ssi oner
questions. Are there any Conm ssioner questions for
Staff Wtness Luebbert?
COW SSI ONER M TCHELL: If | may, Judge.
Comm ssioner Mtchell.
JUDGE HATCHER: Yes, please go ahead
Conmi ssioner Mtchell. Go ahead, Comm ssioner.
QUESTI ONS
BY MR M TCHELL.:
Q Thank you for your testinony. And
what -- what |'mwondering is we've heard about
problens with billing determ nants, about problens

Wi th netering, about problens with comrunication from
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the nmeters to the central data systemto the billing
system

And ny question is, do you -- do you
think that, in general, the data set that Staff is
working with to do their audits and all of their
analyses, is the integrity of that data adequate for
you to do your work?

A That's a good question. | think through
the -- the course of settlenent, obviously we -- we
got confortable enough as the Staff to be able to cone
to an agreenent with the other signatory parties.

Part of that agreenent is |ooking at
providing information that can -- that can give us
sone of those answers to nake sure that as -- as we go
forward, having sonme assurances on -- on the integrity
of the -- of the data that we're going to be utilizing
| think is going to be inportant.

| think we -- at least | also recognize
that we've got an ongoing investigatory docket and
wi Il be providing the Comm ssion with our report in
that in -- in the not-so-distant future. And | would
expect that there may be sone -- sone recommendati ons
that conme out of that case as well that would
hopefully inprove that -- that data set and the
process goi ng forward.
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Does that answer your question?

Q Thank you. That helps ne. It does. And
| think -- | think it gives ne sone confort that your
anal yses of the data set -- or revenue requirenent in

the range of 127 mllion is being reduced to 97 or in
that ballpark, so | think that will make up the gap.
So thank you. It does answer ny question.

JUDGE HATCHER: Thank you, Conm ssioner.

Are there any ot her Conmm ssioner
guestions for Staff Wtness Luebbert? Thank you.

The Bench has no questions. But hold on,
we're going to go to recross-exam nation and we'l|l
start wth M. Opitz. He indicates no questions.
Consuners Counci | .

MR. COFFMAN: No questi ons.

JUDGE HATCHER: And the Conpany. | did
it out of order the first tine. Sorry.

MR COOPER I'mwlling to go last if
you want to |l eave ne there in that spot.

| do not have any questions. Thank you.

JUDGE HATCHER: Thank you.

Publ i ¢ Counsel .

MR. WLLIAMS: Thank you. No questi ons.

JUDGE HATCHER: Thank you. Redirect?

MR. VANDERGRI FF: No direct -- redirect.
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JUDGE HATCHER: Thank you.

M. Luebbert, you are excused for today.

THE W TNESS: Thank you.

JUDGE HATCHER: | appreciate you being
her e.

| just want to confirmthat was the | ast
Staff witness on the Custoner Experience issue. And
we're now going to the Ofice of Public Counsel. W
wll swear in Dr. Marke. Dr. Geoff Marke, please
rai se your right hand.

(Wtness sworn.)

JUDGE HATCHER: Pl ease take a seat and
state and spell your nane for our court reporter,
pl ease.

THE WTNESS: MW nane's Ceoff Marke, and
that's Ge-o-f-f Ma-r-k-e.

JUDGE HATCHER. M. WIIlians, your
W t ness.

MR, WLLIAMS: Thank you, Judge.

GEOFF MARKE,
being first duly sworn, testified as foll ows:
DI RECT EXAM NATI ON
BY MR W LLI AVE:
Q M. Marke, did you prepare and cause to

be filed direct testinony that's been marked as
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Exhi bit Nunmber 202 that includes H-- highly
confidential and confidential information; testinony
that's been marked as Exhibit 203, which is rate
design direct; Exhibit Nunber 204 that's been narked
as rebuttal testinony; Exhibit Nunber 205 that has
confidential and public information that's surrebuttal
testi nony?

A Yes.

Q Do you have any changes to any of that

testinony for it to be your testinony here today?

A Just one change.
Q And what is that change?
A In ny surrebuttal testinony on page 13,

line 19, | wote: M. Any Black. And that should
read: M. Any Walt.

Q Since the pre-filed testinony is already
I n evidence, with that change of -- this is all your

testinony, of course, right?

A Correct.
MR. WLLIAMS: | tender the wtness for
questi ons.
JUDGE HATCHER: |I'm -- |'mthinking about
the -- the nanme change. As a precaution, Counsel,

woul d you please file an errata for your w tness

I ndi cating that nane change? Only because | don't
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have his rebuttal with nme to make that change and t hat
m ght be com ng necessary to cite it at sone tine.

MR WLLIAMS: Sure. W -- sure. W can
file a rebuttal -- or errata, | nean.

THE W TNESS: Errat a.

JUDGE HATCHER: Yeah, thank you. |
appreciate it. I'msorry. | knowthat's alittle
extra work.

kay. Let's go to our cross-exam nation
for OPC witnesses. Consuners Council.

MR. COFFMAN.  No questions at this point.
Thank you.

JUDGE HATCHER  MECG

MR. OPITZ: No, thank you.

JUDGE HATCHER  Staff.

MR. VANDERGRI FF: No, thank you.

JUDGE HATCHER: Enpire?

MR. COOPER: No questions.

JUDGE HATCHER: Thank you. That will
bring us to Bench and Conm ssi oner questions. Are
there any Comm ssioner questions for Dr. Marke? The

chair has questions. Go ahead.

QUESTI ONS
BY CHAI R HAHN:
Q Good afternoon, Dr. Marke.
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A Good afternoon, Chair.

Q Let's wal k out what happens if the
Comm ssion were to order the OPC/ Consuners Counci l
posi tion.

So if the Conmm ssion were to take the OPC
position and order zero dollar rate increase over the
next two years, they do make inprovenents -- let's
assune the inprovenents that they nake cone to
fruition and that they have a properly operating
Custonmer First systemand they're responsive to
custoners at the right level with netrics in line wth
our other investor-owned utilities.

What happens in the next rate case as far
as arate inpact? So would they be able then to
recover anounts fromthis rate case noving forward or
the entire Custoner First rate case noving forward,
pl us expenses incurred over the next couple of years
before that next filing? How -- how would it work?

A Well, that's a great question, Chair. |
think like a ot of things, it depends.

So at a m nimum what woul d happen is
that those investnents that are bei ng used would
depreciate. So the nunbers woul d change over tine.
That woul d be one thing right off the bat. Ooviously

what takes place in that test year is going to include
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costs and expenses that will be relevant to that test
year .

What woul d happen? If the Conpany -- if
the -- if the Conm ssion adopts OPC s position, ny
under standi ng i s nothing would prevent the Conpany
fromfiling a case as soon as possible. They woul dn't
need to wait the additional 24 nonths to bring things
up to -- to speed.

They' d effectively -- we -- the nessage
t he Comm ssion would effectively be sending is that,
you know, rates -- a rate increase isn't warranted if
t he Conpany can't properly bill custoners today. And
| think that's a notivating nessage to send to the
Conpany. They have every incentive fromthere on out
to nove forward and basically get their act together.

Q From your perspective, what woul d happen
I f the Conmi ssion were to order that to their ability
to access capital?

A That's -- that's a great question too.
So this was -- this was a topic of concern internally.
W westled alot with it. W took a ot of confort
i n | ooking at other states.

In particular, you had -- need to
appreciate -- and | think you do -- Liberty M ssour

Is one affiliate in, you know, a host of other
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affiliates, you know, across the country. It is the
| ar gest one, but it's one.

Now, their Custonmer First billing program
has been inplenented in other states. And if you | ook
at other states, they've had the sane problens. New
Hanpshire cones to mnd. In New Hanpshire, they filed
a DE/ 19/ 064 docket where they sought a -- | want to
say it was like a 25 mllion dollar rate increase.
Much smaller utility. They sought a 25 mllion dollar
rate increase.

The Conpany cane in and effectively what
happened was their -- their nunbers were wong. The
Custoner First, the billing determ nants, everything
associated with it was in such a probl em where they
had to effectively refile the case. And even then,
the Comm ssion ordered PAWC, as a third party, to cone
i n and do an independent audit of their books.

That del ayed things another year out into
the -- the future and ultimately that case was settl ed
| ast year -- at the end of |ast year in Decenber.

So the Conpany cane in for a 20 mllion
dollar rate increase. They agreed to a $300, 000
settlenment. So a .1 percent increase fromwhat they
asked for. The Conpany initially asked for a
10.3 ROE. They stipulated to a 9.1 ROCE.
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Now, the credit netrics, the regulatory
envi ronnment did not change in New Hanpshire. It
stayed exactly where it was. And as M. WIIlians, you
know, spoke about in his opening, today Al gonquin had
better credit netrics then two of our larger -- nuch
| arger utilities here in Mssouri.

So fromthat perspective, if New
Hanpshi re Comm ssion can -- can nove forward with
sonething like that and it didn't upset the issues, at
| east that gives us a degree of confort that Liberty
M ssouri would be in the sane position.

Q So if we were to order OPC s position,

t he Conpany, after the disposition of this case, could
just turn around and file another rate case changi ng
the test year?

A In --

Q O any -- yeah.

A Sure. They -- they absolutely could. |
mean, they can -- if -- if -- if the Comm ssion orders
what is stipulated, then | -- ny understanding is that
they would be stipulating for a two-year noratorium

Q |'"malso going to ask you -- I'mgoing to
borrow Conm ssi oner Kol kneyer's chart because | |eft
m ne upstairs.

A. Sur e.
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Q But is this a chart that OPC provi ded?

A It is.

Q kay. It did have JD Power's score. And
had the | owest JD Power ranking, but it didn't have,
| i ke, the average or, |like, where our other
i nvestor-owneds are. Cearly this side does have
our --

A Uh- huh.

Q Where do you specul ate that the average
may be? Were do you think our other investor-owneds
are in this rankings?

A It is a great question. W -- you know,
we spent a |ot of tine thinking about that design.
Utimately we -- we elected just to put Liberty up
there, you know, for sinplicity sake.

But our other utilities rank higher. 1In
2024 -- and | included this in ny direct testinony.
|'ve got a breakdown of -- of what the highest scored
utility was, Sawnee Cooperative; what the average
score was; where Anmeren M ssouri ranked, which is a
little bit of average; where Evergy ranked, which
was -- | want to say |like bottom 30 percent; and then
where Enpire ranked, which was the seventh worst
utility in the country by JD Power scores. Those

nunbers are incl uded.
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If -- if the Commssion is so inclined,
you know, it -- it was a fairly sinple google search.
It was just, you know, 2020 JD Power residenti al
scores. And it -- we went back as far as -- as what's
publicly available, and that's 15 years' worth of
dat a.

But the average scores are a bit
m sl eadi ng i nsofar as that over that 15-year period,

t hey added additional categories, so the overall
nunbers changed over that tinme. But the one
consistent factor is -- is this utility has
effectively ranked in that bottom you know, 5 percent
now for -- for as long as we've been tracking that.

Q Ckay. In the stipulation, there's
8.5 mllion dollars in arrearage forgiveness,
currently 15-mllion-sonething in arrears. Not
knowi ng the split of the residential versus comrerci al
ratepayers that are in that arrearage, do you think
that is a fair dollar anmount in that progranf

A That's a great question too. What we do
know is this: W do know, because of the
di sconnection rule, that the utilities are required
to -- to record what the arrearage anount is on a
nmont hl y basi s.

Based on the nost recently filed data
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that I've seen, it's a -- it's just south of
18 mllion dollars. And that's just for residenti al
cust oners.

Now, the -- the key nunber where | think
there's a disconnect is -- and | can't renenber if it
was Ms. Walt or M. WIlson that said this about
15 mllion dollars. But they're -- they're referring
to bills that are over 90 days in -- in arrearages.

So there's -- there's a -- any -- you
know, those nunbers that are bel ow 90 days are
obvi ously, you know, a nunber too that they're going
to need to collect. And the concern is noving
forward, you're going to have custoners -- they're not
goi ng to be disconnecting custoners any tine soon.

| think -- I think the 8.5 mllionis --
Is a nice start noving forward. | do have a | ot of
fears that those nunbers are going to increase noving
forward. 1've got concerns, especially inlight if --
If we get the rate increases and ot her exogenous
factors, that it's going to be very difficult for
custoners to -- to pay that.

But | do agree that there are custoners
today that will definitely benefit fromthat, at | east
for a peace of m nd.

Q Anot her itemthat was kind of brought up
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in the local public hearings, fol ks would say things
| i ke, you know, 30 or 40 percent is just way too nuch,
we'd really |ike sort of, you know, smaller increases.

The stipulation does have, you know,
basically 5 or 6 percent a year. How does the OPC
vi ew t hat phase-in approach to the stipulation as a
resol ution?

A So on the one hand, the phased-in
approach has the ability of keeping it in a
single-digit annual increase. So each year's not
going to hit that double digit. Now, collectively as
an aggregate, | think it's about 19.5 percent, which
Is nore difficult to -- to obviously absorb than a
single digit, which is nore |ike 7 percent.

The -- how do we viewit? | nean, we
viewit as -- as too -- too high. Especially in |ight
of all the evidence that we've seen.

And | would say this: This is a 2024
docket. | nmean we're -- we're about to hit 2026.

The -- the test year is | think for 2023. W're
tal ki ng about rolling up -- you know, none of this
information is particularly accurate.

| think it would be nore than reasonabl e
just to sit back and say, you know, this rate case

itself is not a good, clear picture or indicative of
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what rates are going to look like in the future,
because we're operating with very stale data and
hi ghly questionable data at that in terns of the
billing determ nants and what has cone in.

So for -- for all of those reasons, |I'm
very skeptical of -- of -- or the office is -- has
taken the position that we're very skeptical of that.
And | think that's -- that's well warranted.

I f you think about what this case was
initially filed under, | don't renenber the exact
nunber, but it was significantly |less than what that
179 mllion ended up being. And that -- that's only
because our office pointed out that, yeah, you didn't
I ncl ude the FAC fuel cost. And that again had to junp
up, you know, the dollar anount associated with this.

And you're starting to see these
reoccurring thenmes, you know. If -- you know, when --
when we sent out nailers to -- to custoners to notify
t hem about, you know, public hearings, well, we m ssed
that. | nean, it's -- it's just one thing after
anot her.

And, you know, if -- if | would point to
any evidence, | nean, | think M. Thomason, you know,
articulated it well. It's like Staff's not in a

position to file their report yet. W're alnost a
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year into it and, you know, maybe we'll be ready at
the end of the year, but we're still finding issues.

And that's -- that's the big concern that
| would caution the Comm ssion is at the end of the
day, you clearly don't want to be in a position where
you' re being inundated with phone calls again cone
February, after -- after rates have been ordered.

| don't have the confort sitting here
today that things are better. I'moptimstic that we
can nove towards that and | think the Conpany has
taken at |east, you know, on paper the right
direction. Directionally, you know, have gotten
creative in terns of their settlenment. |'d absolutely
agree with that. But yeah, it gives ne a | ot of
pause.

Q Clearly you're sort of an expert on the
| ow-i ncone prograns. This stipulation includes a | ot
of -- alot in lowincone prograns --

A Uh- huh.

Q -- which nmay be an inprovenent over the
status quo over the next year or two or whenever the
next rate case is. How do you view those particul ar
prograns in the stipul ation?

A Honest -- not well is -- is the short

answer. And we -- we've got a nunber of prograns.
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And you need to look at it just historically. The --
the -- the | owinconme prograns that we've had for
Enpi re have been sone of the worst across our
utilities.

So the fact that parties have stipul ated
to neeting, you know, once a quarter, great. | nean,
we' ve been doing that with other utilities for years
now. Maybe that wll help things nove -- nove things
forward a little bit.

But -- but you can look at it
historically -- and | think this will cone out wth
t he wor kshop docket that you've seen. The -- the
| ow-i ncome prograns haven't perfornmed very well. W
haven't spent that noney.

|"moptimstic about the Critical Medical
Needs program It is a different denographic. It's a
| argely rural denographic. | think that there's --
"Il -- 1 could speculate on -- on other reasons, but
It -- it is a nore difficult denographic to go ahead
and -- and find commtted funding in a programt hat
wor Kks.

Now, one of the live issues is still the
| ow-i ncone rate design, the -- the custoner charge
wai ver that -- that | recommended. And that's -- |I'm

not necessarily married to that idea. But to ne, from
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an admnistrative ease, fromthe ability to go ahead

and -- and inplenent that in -- in a way, | feel I|ike
that's -- that's a nmuch nore direct and -- and
seanl ess process than what we've -- are currently

contenplating in this stipulation or what we've done
to date.
Q Thank you.

JUDGE HATCHER: Thank you, Chair.

Are there any ot her Conmm ssioner
gquestions for Dr. Marke? *6 to unnute if you're on a
phone.

Ckay. Hearing none, we wll go back to
recross-exam nation. M. Coffman.

MR. COFFMAN:  No recross. Thanks.

JUDGE HATCHER  Thank you. M. Opitz.

MR. OPITZ: No, thank you.

JUDGE HATCHER: M. Vandergriff.

MR. VANDERGRI FF: No, thank you.

JUDGE HATCHER: M. Cooper.

MR. COOPER: Thank you.

RECROSS- EXAM NATI ON
BY MR COOPER:
Q Dr. Marke, going back to one of Chair

Hahn's questions about what if the Conpany [as said]

orders OPC s position of no rate case in this case,
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correct? And | think the -- the question was, you
know, what woul d happen in the next rate case
essential ly.

Wul d you agree that -- that it's your
proposal that in that next rate case, there would be
no recognition of any return or costs or anything el se
that the Conpany m ght have incurred between now and
t he next rate case?

Now, sone of those -- and -- and |'|
finish this up. Certainly there would be a test year,
right? But the purpose of the test year is to set
rates on a going-forward basis; not to go back and
pi ck up past dollars, correct?

A Correct.

Q And so circling around, there really
woul d be no -- no recovery, no return, no anything for
t hat period between rate cases under your
reconmendati on, correct?

A Wel |, you have rates in effect now that
are -- that are recovering expenses for your assets.
You know, noving forward, again, the -- what the test
year is, what that's including, whether or not
sonething is used and useful and, again, our -- our
position is that it's not at the nonent.

Q But again, that's just Custoner First,
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right? There's plenty of other assets that are in
service today and -- and even you woul d agree are used
and useful today, correct?

A That is true. | will say collectively --
' m second guessing nyself here, but I'm-- I'mfairly
confident at the nonent that if you took all of OPC s
| ssues that are effectively still out there, that
would bring it down to -- to zero.

Q Well, we can look at it | guess in a
different context. | don't -- | don't know --

A Ckay.

Q -- that there would be agreenent on that.

A vell --

Q But regardless certainly, you know,
there -- Staff, for exanple, has a revenue requirenent
that's -- that's well above zero even after its
adj ustnents for Comm - -- Custoner First, correct?

A That is Staff's position, yes.

Q Yeah. You tal ked about the Conpany being
able to cone back for another rate case, correct?

A | did.

Q And in your testinony you tal k about
that. You say: No increase to rates until the
Conpany, at a mninmum can denonstrate that they are

capabl e of accurately charging for their services,
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correct?

A Could you direct -- that sounds correct.

Q Yep. Rebuttal testinony, page 12, lines
19 to 20.

A Yes.

Q And the key to that is -- in that
sentence is denonstration, correct?

MR. WLLIAMS: Judge, I'mgoing to
object. This seens to ne like it's getting beyond the
scope of the Conmm ssioner questioning.

MR. COOPER: | think the Conm ssion -- or
Chair Hahn had asked about this process for com ng
back with -- with the next rate case under OPC s
proposal. And so | want to explore what -- what that
woul d ook like in Dr. Marke's concept.

MR. WLLIAMS: Sounds to ne |ike you've
al ready done that.

JUDGE HATCHER: Overrul ed. Go ahead.

BY MR COOPER:

Q Now, you tal k about denonstration. Wuld
your vision be that that denonstration be shown by
sone sort of conpliance with netrics related to the
custoner billing process?

A | don't know. | nean, right now we're --
the -- the netrics, as | understand it, are
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aspirational. | nean, we've agreed to the idea or the
concept of a netric, but what that would include...

Q So in your mnd, you haven't cone to a
deci sion on what the netrics would | ook Iike that you
woul d |li ke at to determ ne whether the Conpany had
adequately denonstrated it was accurately charging on
a goi ng-forward basis?

A Well, | don't think it's rocket science.
| nmean, it's -- we're -- we're tal king about j ust
accurately providing a bill in a tinely fashion.

So, you know, reasonable mnds can differ
as to sone of the mnutia around those netrics, but --
but I would say that when you don't have -- when you
don't have the need -- well, let nme restate this.

When we stop getting inundated with phone
calls fromLiberty custoners, when the Staff is --
where we're getting calls from you know, down the
street fromvarious elected officials and so forth, |
mean, | think that would be a directionally good sign
that the Conpany is doing better.

Q But still sonmewhat anbiguous if we're
trying to decide where the line is that they've been
able to denonstrate, correct? There's sonme work to
decide that, isn't there?

A That's sone work to decide about the
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netrics itself. As far as whether or not things are
operating snmoothly or not, | feel like that's |ess
anbi guous at the end of the day.

Q So at least in that context, you think
It's doabl e?

A Absol utely.

Q Yeah. Ckay.

A Well, let nme rephrase it. Do | think
it's doable that they can refile a rate case and show
that they've provided evidence to support it? Sure.

Q Do -- do you think it's doable to conme up
wth the netrics that would hel p denonstrate that?

A In ny direct testinony | included four
different audits from-- fromdifferent states. So
the -- the one, you know, common thene in the JD Power
scores -- and ny direct testinony tal ks about this --
I's you |l ook at the worst performng utilities across
the country at -- those seven | think is what |
pi cked.

60, 70 percent of themare
billing-related i ssues. Were the Comm ssion cane
down on that conpany and perforned third-party audits,
there were specific netrics associated with it.

M. Cooper, | think what | would do is

| ook to see what's taking place in those other states
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in the Northeast and see whether or not those netrics
and those actions would be appropriate for Liberty.

Q Now, also as to your -- your
recommendati on of no -- no increase in revenue
requirement -- and this is in your surrebuttal on
page seven, you say: The purpose of a cost
di sal l owance is not only to renedy past harns, but
also to provide a financial incentive for the utility
to make prudent managenent deci sions going forward,
correct?

A Correct.

Q Now, woul d you agree that in this case
there's not nerely the potential for managenent
decisions, but in fact, in this cal endar year, 2025,
there's been a fairly significant change i n nmanagenent
itself for this conpany?

A What was the first part of that question?
' msorry.

Q Well, you've tal ked about the
di sal l owance. One of the reasons is to provide
I ncentive for the Conpany to make prudent nmanagenent
deci sions, correct?

A Correct.

Q And in this situation, we not only have

the potential for managenent deci sions generally, but
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in fact, we have different persons that have taken
over the managenent of this conpany, haven't we?

A You have.

Q And in your testinony, even you call this
group of folks a talented group of industry
prof essionals, correct?

A | did.

Q Ckay. And -- and even as to Ms. Walt,
you conplinmented her background as being inpressive,
that the created position is at |least directionally
pl aci ng a greater enphasis on custoner experience and
all of that is encouraging, correct?

A Correct.

Q Ckay. That's all the questions | have.

JUDGE HATCHER: Thank you, M. Cooper.
That will take us to redirect, M. WIIlians.

MR WLLIAMS: | first have a questi on.
| provided this as a denonstrative exhibit. | did
not -- we don't have an exhibit nunber for it. | know
Chair Hahn asked sone questions about it. | don't
know i f the Conm ssion wants to have an exhi bit nunber
for it or not.

JUDGE HATCHER: 1'Il let you nake that
call, M. WIIlians.

MR WLLIAMS: Well, if you want one, it
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wi Il be Exhibit 228.

JUDGE HATCHER: That's a questi on.

THE W TNESS:  Yes.

MR. WLLIAMS: Sure. 1'Il offer
exhibit -- this exhibit and it would be Exhibit 228,
be the handout.

JUDGE HATCHER: Al right. And |I've
al ready got copies, as |I'mdropping pens and
everything el se. Any objections to the adm ssion of
Exhi bit 228, which was OPC s denonstrative? It is a
t wo-si ded tabl e and graph.

Heari ng no objection, so admtted.

(OPC Exhibit 228 was received into
evi dence.)

MR. WLLIAMS: Thank you.

REDI RECT EXAM NATI ON
BY MR W LLI AMVS:
Q You recall getting questions from Chair
Hahn about the concept of a phase-in with Public
Counsel 's perception on that?

If there's a phase-in of rates, | know
the stipulation and agreenent contenplates no carrying
costs, but it also contenplates putting the bal ance,
which is 97 mllion, in rate base at the end of the

t hree-year peri od.
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Soin-- it's a different kind of way of
collecting I would call carrying costs. Wuld you
agree with that?

A | woul d.

Q And what does Public Counsel think
about -- if there's carrying costs in sone form
associ ated with a phase in, what does that do to the
| npact of a phase-in?

A It would raise it. It nmakes nore
pronounced an otherwise -- | think it mnimzes the
I ntent behind that phase-in.

Q I s that another way of saying it nakes
nore -- nmakes it nore difficult to nmake a phase-in
pal at abl e because there are additional costs that are
I ncurred due to the carrying costs or sone treatnent
of the conpensation nore than just spreading the
anount over tine?

A Yes.

Q No further questions.

JUDGE HATCHER: Thank you, M. WIIians.
We're going to take a slight detour. W
have anot her Conm ssi oner question and then we w ||
circle back around for recross and redirect based on
t hose questi ons.
Chai r.
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FURTHER QUESTI ONS
BY CHAI R HAHN:
Q Apol ogies, but it also jogged ny nenory.

Was the Public Counsel a signatory to the

Li berty Water rate case stipul ation?
A | wasn't involved in the Liberty Water

case.

MR. WLLIAMS: Nor was |, and | do not
know of f hand.

THE WTNESS: Yeah, |'msorry.

CHAIR HAHN:. | -- I'mrecalling that the
Li berty Water stipulation, which | think OPC was a
signatory to, had a phased-in rate for water with
carrying costs specifically for the city. So | just
couldn't immediately recall.

MR. WLLIAMS: You may very well be
right. And I -- it wouldn't surprise ne if there's a
statutory all owance of carrying costs for a phase-in.
|'"d have to ook at the -- | know there's specific
authority for phase -- phase-ins.

CHAIR HAHN: There -- yeah, | know there
Is specific authority for the phase-in, but | just
couldn't recall if -- since you highlighted the
carrying costs in here and this -- there were carrying

cost in that stipulation that was actually going to
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cost the ratepayers in Bolivar nore for the sane
service; whereas, in this case, the stipulation
doesn't have carrying costs. So | was just trying to
recall OPC s position in that case.

MR, WLLIAMS: Well, | suggest to you
this agreenent does have carrying costs, they're just
in a different form

CHAI R HAHN:  Thank you. Sorry.

Apol ogi es for the detour.

JUDGE HATCHER: Thank you, Chair.

And let's go back to our recross.
Consuners Council on --

MR. COFFMAN: No questi ons.

JUDGE HATCHER: Hearing no questions.

VECG

MR. OPITZ: No, thank you.

JUDGE HATCHER: Staff.

MR. VANDERGRI FF:  No, thank you.

JUDGE HATCHER: Enpire.

MR. COOPER: No questions.

JUDGE HATCHER: And circle back -- yeah,
redirect.

MR. WLLIAMS: | thought we'd already
done that.

JUDGE HATCHER: W did, but the -- the
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Chair had additional --

MR. WLLIAMS: Ah. No further questions.

JUDGE HATCHER: Okay. Thank you.

Dr. Marke, thank you.

THE W TNESS: Thank you.

JUDGE HATCHER: Appreci ate your being
here today. You are excused -- excused from our
W t ness stand.

And now let's take a nonent as we switch
fromwhat | have been calling our live litigated
| ssues, and now we will nove to our two next topics.
And this is where it's going to get a little dicey.

And, Comm ssioners, this is where |'m
going to need you if you have any questions. So
Commi ssi oners, just a heads-up, we are changing into
t hose uncontested issues. These issues will be
brought up without the benefit of a wtness, because
we have al ready accepted all of the pre-filed
testinony onto the record.

So there will be no direct, there will be
no cross-exam nation. W wll proceed directly to
finding out if the Comm ssioners have questions and
then we'll call the wtnesses fromthere.

M. Opitz.

MR. OPITZ: Your Honor, at this tine |
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woul d ask to be excused until tonorrow norning from
t he heari ng.

JUDGE HATCHER: Any objections? Hearing
none, you're so excused.

MR. OPITZ: Thank you.

MR. VANDERGRI FF:  Your Honor, we have
Br ooke Mastrogi annis scheduled for this issue, but she
did not wite testinony so she shouldn't be |isted.

JUDGE HATCHER: (kay. Under st ood.

Al of the witnesses that are |istening,
| really appreciate your patience. | know that you
have been on call and that it is likely that you nmay
not be called up today. The Conmm ssion regrets that,
but it's unavoidable in this circunstance. And it's
not due to the fault of any party or any position,
It's just how litigation happens sone tine.

So with that, we will turn first to
I ncone Statenent issues. That topic contains a good
coupl e dozen or so issues. | wll read those issue
nunbers, but not the issues thenselves; that woul d get
to be fairly I engthy.

I ncone Statenent issues. This covers
| ssues 38, 40, 44, 45, 46, 47, 48, 49, 50, 51, 52, 53,
54, 55, 56, 57, 58, 59, 60, 61 -- nowwe're going to
skip a few-- 66, 67, 68, 69, 70, 71 -- we're going to
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skip afew-- 76 -- we'll skip the one -- 78, 79 --
we'll skip one -- and 81.

Before | ask for Comm ssioner questions,
are there any questions fromthe parties about what |
am doi ng and our procedures?

kay. Are there any Comm ssi oner
questions on the topic of Incone Statenent issues, any
of the issues that | have listed? Conm ssioners, if
you're on the phone, that's *6 to unnute.

COWM SSI ONER KOLKMEYER:  Judge, | think
"' mgood. This is Conm ssioner Kol kneyer.

JUDGE HATCHER: Thank you, Comm ssioner
Kol kneyer. Understood. Hearing none --

COW SSI ONER M TCHELL: None from ne,
Judge.

JUDGE HATCHER: Thank you, Conm ssioner
Mtchell. | appreciate that.

Heari ng no questions, that takes care of
all of the issues that | |isted under the topic
headi ng of I ncone Statenent issues.

For those listening, that neans that your
counsel has submtted the pre-filed testinony, it is
already admtted and on the record and there are no
further questions for you.

That will nove us to our second topic.
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And that topic is | abeled M scell aneous issues. This
covers issues 26, 27 -- and we're going to skip a
|l ot -- 139 and 140.

Since this is a slightly shorter section,
Il will briefly summari ze each of those issues.
Twenty-six is the PAYGO tracker regul atory asset, 27
Is the PAYQGO tracker regulatory asset, 139 is continue
to defer the retirenment cost of Asbury, 140 is heat
rate efficiency testing procedures.

Are there any Conm ssioner questions on
any of those four m scell aneous issues; 26, 27, 139 or
1407

Heari ng none, that is the end of ny
schedul e for today, Counselors. | do not want to add
anything extra to today. | am/looking at the
remai nder of the schedule and | do see that our
afternoon certainly mght go as fast as this in sone
ot her cases.

And, yes, | amtenpted to put all of
those right up today, but that would not be fair to
t he Comm ssioners who are still reviewing and still
preparing for any questions that m ght cone. And that
Is going to nake it a little bit difficult on those
W t nesses.

| have -- | stated at the beginning of

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

Evidentiary Hearing Vol XI
October 14, 2025 Page 195

our hearing and I'l|l just restate it again. Because
thisis alittle bit of a unique scheduling situation,
but one that is unavoidable, | amreluctant to excuse
any w tness.

However, that said, | wll bend over
backwards trying to make sure that any w tness that
does need to cone testify has that opportunity, can
call in through the WbEx, or we will rearrange dates
or tinmes as needed.

MR. COFFMAN:  Yes, Your Honor.

JUDGE HATCHER. M. Cof f man.

MR. COFFMAN:. | have a question rel ated
to that. | have one witness on tonorrow s schedul e,
Jim Thomas, but he is -- and he's |isted nunber 45 out
of 45 wtnesses on that day. He's -- he's avail able
all day tonorrow, but not on Thursday.

So ny concernis if w get -- if we do
get bogged down with sone of these other issues, would
It be possible to take himout of order and just
assure himthat he would be on the w tness stand
tonorrow at sone tinme?

JUDCGE HATCHER:  Yes.

MR. COFFMAN. kay. Thank you.

JUDGE HATCHER: Before we adjourn, and we

are at the point of adjourning, tonorrow s schedul e
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has one live issue, and that is capital structure.
My -- that's Capital Structure, Return on Equity, Cost
of Debt. That's issue one.

My intent is to go to that issue first.
We'll go through our litigated issue and then we w ||
return to this procedure that we just had for incone
statement issues and m scel | aneous issues and we w ||
cover the remaining eight or nine or so that are
|isted for tonorrow.

And 1'I1l just run through those real
qui ck. So again, we will cover the litigated issue,
which is issue one, Capital Structure, ROE, Cost of
Debt .

After we finish litigating that issue, we
will then nove to Billing Determ nants and Rate
Design, starting wth Conmm ssioner questions. Then
Cash Working Capital, starting at Conm ssi oner
guestions. Then Prepaynents, the sane; Material,
Supplies and I nventories; Custoner Deposits and
Cust omer Advances; Regul atory Assets and Liabilities;
Al l ocations; Allocators CAM Requl atory Assets and
Liabilities, the remaining issues; and then Custoner
Pr ogr ans.

Does anybody have any questions?

M. WIIians.
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MR WLLIAMS: | don't have a questi on,
but | think I'll nmake a suggestion perhaps.

JUDCGE HATCHER: Pl ease.

MR WLLIAMS: |f you nove Custoner
Prograns up, that would take care of M. Coffman's
concern, | believe.

MR. COFFMAN.  And -- and if | mght add,
there is really only one issue that has been contested
anong the Custoner Prograns issues.

M5. CARTER  Qur w tness, however, wl|
be driving in fromJoplin so we --

MR. WLLIAVS: Okay.

M5. CARTER It is a four-hour drive.

MR. COFFMAN:.  What -- what about taking
those first thing after |unch tonorrow?

M5. CARTER: That -- that would be
perfect.

MR. COFFMAN. Just an i dea.

JUDGE HATCHER: First thing after |unch
for Custoner Prograns? (oing once, going tw ce.

Sol d.

MR. COFFMAN: That's great. Thank you.

JUDGE HATCHER: What if we don't finish
ROE, Capital Structure, and Cost of Debt?

M5. CARTER We wll.
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JUDGE HATCHER: | |ike the confidence.

MR, WLLIAMS: Judge, |I'd point out -- |
nmean, you said they're not contested issues. Parties
have wai ved cross and | think that's what you neant.

MR. COFFMAN.  That's right, that's right.

JUDGE HATCHER: Yeah, yeah. | -- 1 don't
mean non-contested in the -- yeah, I'ma |lawer. |
don't nean it in a legal sense. | -- | neant those
| ssues that -- how do you want to call it? That have
been -- that are being submtted w thout openi ngs and
Cross-exam nati ons?

MR WLLIAMS: This is where the parties
have wai ved cr oss.

JUDGE HATCHER: CGkay. For the issues
that the parties have wai ved cross. Thank you.

MR. GRAHAM  And we understood you.

MR WLLIAMS: | did too. | just want to
make it abundantly clear.

JUDGE HATCHER: | get it. This isn't ny
first time mscomunicating. That's understandabl e.

MR. WLLIAMS: No, the communication was
there. | just want to nake it clear on the record.

JUDGE HATCHER: Thank you. | appreciate
t hat .

kay. Any last comments, input,
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guestions?

M. Pringle.

MR PRINGLE: This is just strictly for
the record. Just wanted to note that for the |Incone
Statenent issues and the M scel |l aneous issues, it was
Paul Graham and Travis Pringle at the table on behalf
of Staff. W were here. W were here.

MR. GRAHAM \When they all got settl ed.

JUDGE HATCHER: | see other counsel in
the room Should we start introductions? No. Ckay.

Ckay. We're -- we're delving into hunor,
which | appreciate, but that neans we're probably not
doi ng any business. Folks, it is ten after 2:00 on
day one. Last call. W are adjourned for the day.
Thank you all. | appreciate it. 1'll see you
tonmorrow at 9:00 a.m W are off the record.

(Wher eupon, the proceedi ngs were
adjourned at 2:12 p.m, to reconvene on COctober 15,
2025 at 9:00 a.m)
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CERTI FI CATE OF REPORTER
|, Tracy Thorpe Taylor, CCR No. 939, within the
State of M ssouri, do hereby certify that the
testinony appearing in the foregoing matter was duly
sworn by ne; that the testinony of said witnesses was
taken by nme to the best of ny ability and thereafter
reduced to typewiting under ny direction; that I am
nei t her counsel for, related to, nor enployed by any
of the parties to the action in which this matter was
taken, and further, that | amnot a relative or
enpl oyee of any attorney or counsel enployed by the
parties thereto, nor financially or otherw se
interested in the outgome of thjml on\) ﬂjﬁ(
Tracy Thor pu Tayl or, R{DR
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