APPENDIX A

Washington UTC Complaint 107660

Company: Avista Corporation E964

Customer; Account# 610 10 8565

Velvet Shoemaker
Contact:

1411 Fair Street #314 D
Clarkston, WA 99403

Primary Phone: (509) 758-9069
E-mail addr: givemesomelovebaby@hotmail.com

Complaint: DHFEED Sarviced by: Mike Meeks

Opened on: 10/20/2009 Grouped by: Disconnect
Closed on: 11/02/2009 Disposition: Consumer upheld
Description:

Customer called to say she was disconnected on 10/14. Says the notice amount was $116. Says that

she paid $5140 including the reconnect charge $16 on 10/14 for service to be turned back on. States she
should have a $8 credit on the bill. Says that the company took her payment and applied it to a deposit
instead of applying it to the amount due on the account. Customer states she paid the past due amount in
full. Why was it applied to a deposit? Please provide bill history for this customer. Passed to company at
11:40am on 10/20. Please respond by 10/22.

Re-cpened 1/8/2010
Results:

Customer should not have a prior obligation. The customer paid more than the notice amount 1o be

restored. Advised company to remove the new deposil request and the prior obligation amount and apply
all payment amounts to the original account. Customer's original deposit amount should still be in place.

Activity:
Activity Links
:B; 10/21/2009 12:57 PM Email: Meeks, Mike (UTC) << Clayton, Alene

SEE ATTACHMENTS
Mike good moming,
Velvet L Shoemaker
1411 Fair Street Apt. 314
Clarkston, WA 939403
Account 610108565

Established 8-15-2007

Slow pay

Deposit $172.00 requested 10-14-09, owing $32.00
Paid $140.00 10-16-09

1 Disconnect 10-14-2009

$149.50 Prior obligation

0 NSF

4 Past due nofices

2 Final notices

08-27-09 Past Due Notice $236.53 due, 09-14-09



9-1-09 Agreed to pay $140.00 on 9-1-08

9-2-09 bill $107.72, due 9-23-09, previous balance $236.53

9-4-09 Payment arrangement broke

09-04-09 Final Motice $236.53 due, 09-14-09

09-14-08 Phone Call to Customer, $236.53 09-14-09

9-15-09 cust. Agreed to pay $120.00 9-18-09 Paid & $224.25 on 10-1-09 did not
pay

9-21-09 cust paid $120.00

9-24-09 deposit interest $0.05

10-2-09 bill $63.37 due 10-22-09, previous balance $224.20

10-06-09 payment arrangement broke, collections resumed on account
10-14-089 disconnect

10-14-09 apply deposit $138.00, balance $149.57

10-14-09 apply deposit interest $0.07, balance $149.50

10-14-02 transfer balance to prior obligation $149.50

10-14-09 paid $140.00 cash in Clarkston Construction office

10-14-09 billed reconnect fee $16.00

10-16-09 payment posted to deposit

Account balance is $197.50, $32.00 deposit balance, $16.00 reconnect fee &
148,50 prier obligation. The meter is due to be read on 10-29-09, with due date
of 11-14-09. Avista is willing to add the remaining balance of $48.00 to be

patd with the bill due on 11-14-08, Avista does encourage customer to make
payment arrangements on pricr obligation.

Thank you for your assistance,
Alene

Attached documents:
Bill prep & due date

Usage history
Collection activity

" 11/02/2008 11:03 AM Email: Mike Meeks >> Velvet Shoemaker

ol
Velvet Shoemaker:

| contacted Awista about your billing and the disconnection. A consumer
protection for utility customers requires the company to allow

reconnaction of the service with payment of a proper deposit and
reconnection fee. When the service is disconnected, all of the charges
owing become due. In your case, the company states that $149.50 was due
on the account. When you paid the $140, it was applied to the deposit.

If you had paid the $149.50 plus the $16 reconnection fee, then the
company would restore your service but would probably ask for an
additional deposit in the amount of $172. The $149.50 becomes prior
obligation. This means that the company can continue to show it on your
bill as being unpaid, but as long as you pay your ongoing monthly bills

for current service on time, the company cannot disconnect you for owing
the $149.50. The company will encourage you to make an arrangement on the
unpaid balance. You may want to call them and find out what they will take
per month o pay that off.

| hope this information is helpful to you. Please email me back if you

have any questions.

Sincerely,



*** 11/02/2009 11:12 AM Email: Mike Meeks >> alene.clayton
Hi Alene:

This complaint is now closed. Please note that the Consumer Protection
section has an internal quality review program and all closed complaints
are subjecl to possible review andfor re-opening.

Thanks for your help.
Mike

;‘ 11/03/2009 11:14 AM Phone: Mike Meeks >> customer

Ei

Called and discussed. Customer will contact LIHEAP. Says she understands the
prior cbligation and disconnection rules. Thanks the commission for help,

E 11/04/2009 12:54 PM Action: Diana Otto
Quality review done. Feedback provided.

‘i" 01/08/2010 09:50 AM Email: Mike Meeks >> Alene Clayton
2]
Alene:

This complaint has been reviewed for quality. | have been asked to
re-gpen it.

According to the review the account history does not include the following:
Bill information leading up to the disconnection notice

Total amounts owing after debits or credits are applied to the account
Account notes

How the deposit was requested

a deposit verification calculation

restoral date

deposit arrangements

enough information to substantiate the account balance owing of 197.50

Also, The customer had a disconnection notice for 236.53. The customer
paid 120.00 leaving the amount from this notice still due of 116.53. The
company applied the deposH interest of $.05, leaving the balance at
116.48. The customer was then disconnected and paid $140, which the
customer said covered the $16 reconnect fee, leaving a 23.52 credit. If
you remove the reconnection fee, then she overpaid the disconnection
amount by 7.52. The company should have restored service without
requesting a deposit,

If the customer overpaid the notice amount, was the deposit warranted?
Shouldn't she just have that amount ($140) applied to her account?
Please advise.

Thanks,

Mike

* 01/11/2010 09:02 AM Fax: Meeks, Mike (UTC) << Avista
;_"1

SEE ATTACHMENT, Fax of billing and account notes
*** 01/11/2010 03:08 PM Email: Meeks, Mike (UTC) << cO1WUTC



Attached documents:

Bill prep & due date
Usage history
Collection activity -

Mike: Hopefully I've answered your questions: I've put my answers in purple so
they would be easily identifiable.

If | have missed anything, please et me know. Also, see attachments: | am
also faxing the remarks on the account.

Thanks, Janet

Established 8-15-2007

Slow pay

Deposit on file $138.00 6/4/09- requested 5/08-Balance due deposit $0.00
(applied 10/14/09 - due to shut off)

gewDemsit $172.00 requested 10-14-09 - reason- disconnection of service, owing
32.00
Paid $140.00 10-14-08-( Posted 10/16/09)
1 Disconnect 10-14-2009 $116.48- / Reconnected 10/14/09- Cust pd $140.00.
" Cuslomer paid $140.00 at Clarkston Construction office. The

customer did not call the office to

ask for minimum owing- took $140 cash to the construction
offica, The construction office notified

Business office, and the turn on was issued., The $140 posted
against the deposit on the account

as the balance was Prior Obligation. Avista requested the new
$172 deposit because of the customer's poor

cradit, and the disconnection of service. None of the §140
paid posted against the Prior.  After

the $140 posted against the $172.00 deposit - this sill left
$32.00 owing on the deposit,

DATE 10/14/09

Balance on deposit $32.00

Reconnect fee: $16.00

Prior Obligation : $149.50

Total $197.50 Total collectible $48.00
£149.50 Prior obligation
{0 NSF
- 4 Past due notices
2 Final notices

06/04/09 billed $67.02  due 6/24/09  balance $199.98- use
06/16/09 cust payment $66.48 balance $133.50

06/22/09 applied $.05 deposit interest - balance §133.45
07/06/09 billed $96.57 due 07/24/09  Balance $230.02
07/13/09 payment $134.00 - balance $96.02

07/22109 applied $.05 deposit interest - balance $95.97
08/04/09 Billed $140.61 due 08/24/08  balance $236.58
08/24/09 applied $.05 interest - balance $236.53

08-27-09 Past Due Notice $236.53 due, 09-14-09
8-1-09 Agreed to pay $140.00 on 9-1-09
9-2-09 bill $107.72, due 5-23-09, previous balance $236.53



9-4-09 Payment arrangement broke

09-04-09 Final Notice $236.53 due, 08-14-00

09-14-09 Phone Call to Customer, $236.53 09-14-09

9-15-09 cust Agreed to pay $120.00 9-18-09 Paid & $224.25 on 10-1-09 did not

pay
9-21-09 cust paid $120.00- usage balance $224.25
9-24-09 deposit interest £0.05- Balance $224.20
10-2-09 bill $63.37 due 10-22-09, previous balance $224.20- balance $287.50
10-06-09 10/1 payment arrg. $224.25 broke, collections resumed on account
10-14-09 disconnect for $116.48
10-14-09 apply deposit $138.00, balance $148.57
10-14-09 apply deposit interest $0.07, balance $149.50
10-14-09 transfer balance to prior obligation $149.50
10-14-D8 paid $140.00 cash in Clarkston Construction office
10-14-02 billed reconnect fee $16.00
10-16-09 $140.00 payment posted to deposit
DATE 10/14/09
Balance on deposit $32.00
Reconnect fee: $16.00
Prior Obligation : $149.50
Total $157.50 (Total collectible $48.00)

Account balance is $197.50, $32.00 deposit balance, $16.00 reconnect fee &
1448.50 prior obligation. The meter is due to be read on 10-29-08, with due date
of 11-14-09. Avista is willing to add the remalning balance of $48.00 to be

paid with the bill due on 11-14-08, Avista does encourage customer to make
payment arrangements on pricr obligation.

New deposit is $172.00- Gas and Electric Service: { see attached Elec and gas
usage)

ELEC:

10,092 KWH divided by 362 days X 30.417(average days in month) = 847 average
KWH in a month X rate

G00kw x 06444 $38.66
247kw x 07635 $18.85
Basic fee £5.75
$63.26
lax 6.00% $3.79
Total _ $67.05 x2 =$134.00
GAS:

183 therms divided by 362 days X 30.417 = 15 average therms per manth.
15 therms x 1.05260 £15.78

basic charge £575
$21.53
6.00%%6tax $1.29
$22.82 x2=45.00
$45.00
$134.00

$179.00 Deposit request $172.00

The customer was offered current bill plus 48.00 as a payment arrangement.
Thank you for your assistance, Alene



*** 011272010 10:49 AM Email: Mike Meeks == Alene Clayton
Alene:

| have reviewed the latest response. The customer was disconnected on
10-14, for the notice amount of 116.48. The customer paid $140 to get
restored, the same day. The payment she made covered the past due notice
amount, 5o any remaining balance should not have been prior obligation,
Additionally, the application of the deposit on file ($138), should not

have happened, and any amounts she paid toward a new deposit should be
applied to her active account. There should be no prior obligation on her
account. Please restore her deposit of $138 back on het account and apply
any payments that were made to the new deposil request of $172 to her
account. When she paid the past due amount to get restored, her account
should have been made the same as it was prior to the disconnection, which
included her deposit that was on file. With those changes, | will need

to see the corrections to her billing account so that | can explain this

to the customer. Please provide an updated billing history from 10/14
forward,

Thanks,

*i" 01/13/2010 02:15 PM Email: Meeks, Mike (UTC) << Hadley, Janet
Mike:

I'm still not clear why the Company should not have asked for a deposit
after the disconnect 10/14/09.

At the time the customer's past due nolice was mailed 8/27/09 the total balance
on the account was $236.53, and all past due. = balance $236.53
9/2/08 - custorner billed 107.72- due 9/23/09- Balance $344.25
9/21/09 customer payment for $120.00 - balance $224.25
9/21/09 customer stated would pay balance on account of $224.25 by
10/1- did not do/
amount still due on notice $116.48 past due.-
9/24/09 applied deposit interest $.05

10/2/09 - billed $63.37- due 10/22/09 Balance $287.57
10/14/09 Disconnectad for $116.48- Balance $287.57
10/14/08 Applied Deposit $138.00 + §.07 Balance $149.50

10/14/09 $149.50 is now prior

10/14/09 Requested new deposit due to disconnect $172.00
Balance $321.50

($148.50 + deposit $172.00)
10/14/08 Paid $140.00 at construction office - did not call for turn on §
amount 1st.

Construction office reported the payment, and Business office
issued turn on.
10/14/09 Charged $16.00 reconnect Balance $165.50 + 172
dep = $337.50
10/16/09 $140.00 posted to deposit = $32 still owing on deposil - bal usage
$165.50=5197.50

Balance 10/14/0%; $32.00 owing on deposit.
$165.50 balance { $148.50 of this is prior)

balance $197.50



At no point do | show the customer has had a credit? The existing deposit of
$138 was applied after the disconnect and b4 any payment by the customer,
There was then a new

deposit amount requested of $172.00. The $140 payment posted against the new
deposit of

$172- leaving a deposit balance due of $32.00 and $165.50 due for usage
{$149.50 of that is prior)

Where am | going wrong in my thought process? The customer paid more than she
was shut off for, howsver not more that she owed? Whenever an account is shut
off for non pay, we apply the deposit on file + interest, and then re ask for

another deposit based on the disconnect. When the customer pays, the payment
is applied against the new deposit because the rest of the balance is prior
obligation, except for the reconnect.

Thanks for your help on this.
Janet

* 0114/2010 03:43 PM Email: Mike Meeks >> janet.hadley
&
Hi Janet:

Thanks for getting back to me. The customer was disconnected for not
paying the "noticed” amount. To restore service, the customer, either,

pays the “noticed” amount in full; or, if they cannot pay the entire

“noticed" amount, the acoount goes prior and they pay a deposit and
reconnect fee. The total amount owing does not have to be paid in full
because the current bill was not yet past due.

Because this customer paid the amount “noticed” and more, the account must
be made whole. In other words, the former deposit should be back in place
as a deposit on the account, and any payment they made towards a new
deposit should be applied directly to the account.

Thanks,

Mike

E 01/19/2010 01:39 PM Email: Meeks, Mike (UTC) << c01WUTC

Mike: )
| appreciate your help with this. Would you be able to point me to the
rule | should reference so | can clarify,

Thanks,
Janet

%" 01/21/2010 09:52 AM Email: Mike Meeks >> janethadley
Hi Janet;

WAC 480-100-133(1) states that the company must restore the service after
the customer has paid a reconneclion fee (or the company agrees to bill

the reconnection fee) and (c) paid a deposit {or 2 deposit with
arrangements), if the customer has not paid the prior obligation. In this
complaint, the customer had paid the prior obligation. Therefore, the
company may not request a new deposit to restore service.

| hope that helps.



Mike
Eé‘ 01/21/2010 0215 PM Phone: Mike Mesks << Linda Gervais

Called to discuss the interpretation of the rule WAC 480-100-133 regarding
prior obligation. Explained the commission interpretation and clarified our
understanding of the rule.

E’ 0172172010 03:32 PM Email: Mike Meeks >> Alene Clayton

Hi Janet:

| spoke with Linda G. and | believe we have a mutual understanding of the
rule. Please advise if the customer's account has been changed to reflect
that she paid the past dus amount for reconnection and that the new
deposit has been waived and the old deposit returned to her account.
Additionally, any payments she has made to the account should post to her
live account.

Thanks,

Mike

5 0172172010 03:34 PM Email: Mike Meeks >> janet.hadley

Hi Janet:
| meant to send this to you but it went to Alene in error.

Hi Janet:

| spoke with Linda G, and | believe we have a mutual understanding of the
rule. Please advise if the customer's account has been changed to reflect
that she paid the past due amount for reconnection and that the new
deposit has been waived and the cld deposit returned to her account.
Additionally, any payments she has made to the account should post to her
live account.

Thanks,

Mike:

g 01/22/2010 09:35 AM Email: Meeks, Mike (UTC) << Hadley, Janet
Morning Mike:

| have corrected the account to reflect the original paid deposit of $138.00is
still being held on the account.

The money the customer paid for turn on is reflected in the balance for usage.
Thanks for your help and explanation on this.

Attachment:

Have a great weekend,
Janet

@ 01/25/2010 09:58 AM Email: Mike Meeks >> janet.hadley
Hi Janet: '

Could you give me an update on what the customer's account looks like
after the changes? |'would like to call her and advise that her account



has been updated.
Thanks,
Mike

= 01/25/2010 10:47 AM Violation: 480-100-113{2){c) -

1 violation: Customer was charged for a new deposit when the customer did not have an unpaid overdue
balance.

s+ 01/25/2010 10:48 AM Emgil: Meeks, Mike (UTC) << Hadley, Janet

Mike:
See attached. The balance for usage on the customer's account is
$116.58.
This Is due 1/25/10. $0.00 in prior obligation.
The deposit Avista is holding is $138.00 and has been paid.

Thanks,
Janet

;" 01/25/2010 10:48 AM Violation: 480-100-123 -

Company created a prior obligation account for the customer when there was no prior obligation, because
the customer paid the amount for which she was disconnected, to gel restored.

g 01/25/2010 11:26 AM Email: Mike Meeks >> janethadley

Hi Janet:

| have a question about the Transaction register that you sent me. It
shows the original $138 deposit as being billed and a balance of $116.58
owing. |don't understand. The $138 was paid in full, sometime last
year. She doesn't owe thai amount? Looks to me that she has a credit
balance of -$21.42,

Please advise.

Thanks,

Mike

*** 01/25/2010 11:47 AM Email: Meeks, Mike (UTC) << Hadley, Janet

Mike:

When the customer was shut off 10/14/09 for 116.48, the paid deposit of
$138.00 was applied to the account + $.07 interest 10/14/09. A new deposit was
then required of $172.00 this brought the usage balance to $149.50( this was
now prior), plus new $172 deposit. The customer then paid 140.00 10/14/09
that posted 10/16/09 to the new $172 deposit.

| was advised since the customer paid more than the disconnect amount, that the
original $138.00 deposit should be put back as it was, and that the $140 the
customer paid should apply to the usage balance. To correct this | then

applied the 140.00 that posted to the $172 new deposit to the usage account,
and then moved $138.00 back to the original deposit. The balance on the
account is $116.58 Hope this helps.

Thanks,
Janet



01/25/2010 01:48 PM Phone: Mike Meeks => customer

RMA

;‘ 01/25/2010 02:04 PM Email: Mike Meeks >> customer
=]

| just attempted to call you but got a ring, no answer, | reviewed this
complaint and realized | had made an error when | originally worked it.
When you were disconnected back in October, you paid more than the
disconnection amount to be restored. The disconnect amount was $116.48
You pald $140, $16 of which was the reconnection fee. When you paid the
$140, the company should have Just started your original (prior to the
disconnection) account back up.

The company applied the amount you paid to a new deposit and took your old
deposit and applied to the amount left owing. This created a " Prior
Obligation®, and that should not have happened.

You had a $138 deposit on the account. That deposit was applied to the
prior obligation when the service was disconnected. | have advised Avista
to pull back the $138 that was applied to your account, All payments you
have made to the new deposil thal the company requested, have now been
applied to the account. | am aware that this is complicated, but the

bottom line is that you no longer are required to pay on the new deposit.
Your balance owing at this time is $116.58, and you no longer have a prior
obligation. Please call me or email me back so we can discuss. When you
receive your next bill from Avista, these changes should be posted. )

My phone number is 1-888-333-9882,

Thanks,
Mike Meeks
Consumer Program Specialist

‘é" 01/25/2010 02:55 PM Email: Meeks, Mike (UTC) => 'Hadley, Janet'
Thanks Janet:

| finally getit.
Mike



APPENDIX B

_STATE OF WASHINGTON

WASHINGTON UTILITIES AND TRANSPORTATION COMMISSION

1200 8. Evergreen Park Dr. 5.W,, P.O. Box 47250 « Olympia, Washington 98504-7250
(360) 664-1160 » TTY (360} 586-8203

March 8, 2010

Linda Gervais

Regulatory Compliance

Awvista Corporafion

1411 East Mission

Post Office Box 3727

Spokane, Washington 99220-3727

Dear Ms, Gervais:

The Utilities and Transportation Commission is conducting an investigation into the business
practices of Avista Corporation related to disconnection of eleciric and natural gas services for
nonpayment,

Under Washington state law, RCW 80.04,090, the commission has the right to inspect the
accounts, books, papers and documents of any investor-owned electric or natural gas company
doing business in this state,

In order to complete this investigation, commission staff requires the following information:

‘Please list, by month, the number of completed disconnections for nonpayment for services
in 2009, The data should list, for each month, the total number of customers who had
electric service disconnected for nonpayment, and the total number of customers who had
gas service disconnected for nonpayment,

Please provide the requested information by March 16, 2010, The response should be directed to
Rayne Pearson, Compliance Investigator, Consumer Protection. Ms. Pearson can be reached at
(360) 664-1111, or by e-mail at rpearsoni@utc.wa.gov. You may also contact Ms. Pearson if you
have any questions regarding this data request.

Sincerely,

h.v,ﬂ.-k/,,— gé«__f

David W. Danner
Executive Director and Secretary




APPENDIX C

STATE OF WASHINGTON
WASHINGTON UTILITIES AND TRANSPORTATION COMMISSION

1300 §. Evergreen Park Dr. S.W., P.O. Box 47250 = Olympia, Washington 98504-7250
(360} 664-1760 « TTY (360} 586-8203

March 24, 2010

Linda Gervais

Regulatory Compliance
Avista Corporation

1411 East Mission

PO Box 3727

Spokane, WA 99220-3727

Dear Ms, Gervais:

As you know, the Utilities and Transportation Commission is conducting an investigation into
the business practices of Avista Corporation related to disconnection of electric and natural gas
services for nonpayment.

Under Washington state law, RCW 80.04.090, the commission has the right to inspect the
accounts, books, papers and documents of any investor-owned electric or natural gas company
doing business in this state.

In order to complete this investigation, commission staff requires the following documents and
information:

1. Alist of all residential customers (electric and natural gas) in Washington state who were
disconnected for nonpayment during the two-week period of October 15 through 31,
2009,

2. For each customer listed, provide a document or worksheet that shows the complete
statement of debit and credit activity for the period of August 1 through December 31,
2009. This includes late fees, current charges, pledges, payments, reconnect fees,
disconnect fees, etc. and the balances owing after each application. Please separate the
account histories by product (gas or eleciric), and by account number or address, if
different. An example of the preferred spreadsheet format is enclosed, and will also be
sent electronically.



Linda Gervais
March 24, 2010
Page 2

3. The name, title, telephone number, and e-mail address of an Avista contact person that
our staff can work with directly for questions that may arise conceming any details of the
data, '

Please provide all requested documents and information by April 14, 2010. The response should
be directed to Rayne Pearson, Compliance Investigator, Consumer Protection. Ms, Pearson can
be reached at (360) 664-1111 or rpearson(@utc.wa.gov. You may also contact Ms. Pearson if you
have any questions regarding this data request.

Sin De;el_y,

l,é_»-f . NP

David W. Danner
Executive Director and Secretary

Enclosure



APPENDIX D

Account] Electric Meter] 1
Customer Nai Custorner A Gas Meter| Q
nBa 4572009
Close Date
Account Stalus CPEN [BILLEDY)
Deposit Currently on Fite] 5 130.00
Energy Assistance If Applicable|LIHEAP Energy Assistance

E/13/2009 |8l $120.53 9/2/2009] $239.04 | $100.49 | $97.00
£/13/2005]EA Paymant (5220.00) |
2009 | PAST DUE 515153 9/23/2008]
G/14/2008 (Bl $187.37 10/2/2009] $120.53 | $66.84
9/15/2003 | FINAL NOTICE $151.53 9/23/2008)
9/22/2009 | IVR CALL OPEN ACCOUNT . $151,53 923 2005)
9/24/2008 | ACTION CARD $151.53 10/8{/2005)
COLLECTIONS Field Request rasulted in
| 9/29/300| ARRANGEMENT MADE WITH 0584
9/29/2009)5 DAY NOTICE
10/7/2009|PAST DUE . $218.37 10/22/2008|
10413720098l $266.08 11/2/2009] $187.37 | §78.72
10/14/2009| FINAL NOTICE 5218.37 m;mmuil
23, IVR CALL OPEN ACCOUNT $218.37 10/22/2009)
1023/ 2005| ACTICN CARD $218.37 116/ 2008)
10/27/2002| DISCOMNECTED
ﬂa:i:mﬂ [APPLY DEPOSIT (597,00
1027/ 2009 AP PLY DEPOSIT INTEREST (50,20
10/27/2005[TRF A/R TO PRICR OBLIGATION $168.89
1027/ 2008] Depasit Request for 5130.00 $130.00
10,27/ 2008) DEPOSIT REQUEST letter sand 2003-10-27

REMARE: Ofd [A]minimurm for tfo 581 (1/2 dep 365 +
516 reg recl if pd b 4pm. Than nead to mi angs on
bal. [A] will go pay $100 @ ps today & chw/ropt # &
10/27/2003|mk arrgs an bal

(REPARK: Has sppt w)/ CAP for energy assistancs on
11/19, md arrgrts for another pymt to be dee 11/3
wihier she gets 5 from state. Sug using EAP 5 thru
winter & then consider CLB when her credit is
10/27/2009| finished

[REMARK: por *fr caa--wantad 1o verify 5220 posted
to the acet (8-13-2009) cist is clalming they naover
10/27,/2003| recived th pymt

1027/ 2003 Payment Arrangement 10-27-2008 550.00

10/ 27/ 2008| Payment Arrangement -11-03-2004 $80.00 MAIL

10427/ 2009 Payment Arrangement - Current Bill Plus $144.89 -

10427/ 2009 RECONNECTED
A0/ 27 5009 RECOMNECT CHARGE 51600
1028/ 7009| DEPOSIT PAYMENT £00.00 $130.00

116/ 3009[SHORT TERM ARRANGEMENT BROKEN

REMAREK: (8] want to know if eap payment had corma
Inyat advised not yet she is going to call them and ley
us know what i3 going an. advised arrg was broken
becauge ¢he didat make the 80 on 11-3-09, needs
12/1/2003 new arrg will call 12-2-09

11/11/2008 61 5286.85 12/3/2009| $266.09 | $117.97
12/ Bf 2009 PAST DUE 515797 12/232003)
12/14f2009 Bl S438.71 1/5/2010) S286.86 | $15L.85

REMARK: [A] callled, revd Fir from CA that will be




VR CHLL OFEN BOCDRINT

03-15-200F $300,.00

njgssst 00-21-3008 510000

(197132007 WER Ami: $300.00cr for affecties date: 2009-10-02

RERMARK: o cal badl B3 pmw H wew gort bowr 5300 pro..
thpre are Ipmis in cur pendisg dated 30002 & 10413

1023 30003 fiar $300.. 5 will | ch b reeaids eie & wafel s back

|08 a0 WLk Aot 500050 r for effective date: 2002-10-13

10/ 34/ 3009 | DEFOSIT PATMENT 5o0.58 186,00 |
3036 | Cusst Li ]
1634/ 2008] s P ol
A0/14/2009 | DEFOISIT FAYMENT A1
27/2009 wen S300.00
| 20372009 [ Dust Py st £a00.00
A0/ 2772059 FOwst Pyt NSF £A03.00
10/27/2009] Dust Paymacat - HEF 430000
| a0/28/2008] REMARED s refumed et - HSF
20/ 28/ 2005 RETURM CHECE CHARGE 515.00
10/26/2009] KETURN CHECE CHARGE 1500
| 1026/ 2008 ACTION CARD : EETURNED CHECK/PAYMENT
B2 5 DS | HEODNMECTED:
RERNEE: wz never got an EMC 1his spriag, iha narer
calbin] sk mbsest |, Suraicas are off now, no 540l
1171 |2 om sub houring 1o sck elg for proj stane, she
i iy Tor B4, sht shabes has Bad colen cander, hiaa
10419/ 3 (Hel |eokas [T
RIMARK: momming codestomy rhpation must be Sani)
i W T warataly, i il i EWAC, D, Py Caa,
b BAA-THD e ban on maplel T4 484-7807 ATTH *
|'s) DO 2-4-54, givas varbal corsant for dr. be
B0/ 28/ 2005 release info *fed®
o b B e coy parg S 10000 10/ 3nd can pay
5200 1173 = 5300000 Tlrst wk of now. ean can do ek
556w for 4 mo e 1K care of the dep end fes on an
187 0/700% | EMAC e
|5/28/005 | AFPLY DEFDST [8368
|08 008 | AP PLY DEPOSIT INTEREST
1eaymus [T ATLTO PRIDE DBUGATION #4018
[ far
DEPOET R ltbar aenk 2000-10-2F w
164593008 [AECORNICTIR
S16.00
EERT iif1afpoos| fnings | $1ia7
dai]
421917 EERERTEL
FrERC] 1273/ 0KrF| 533659 L1765
£219.07 FETEETEIE
421917 EETRTR L
[ LREE]
$17a38 yfrja0in|Gasaes | Sisaes

3 | 39305

REWIARE: amil - par tanant, moved out 121 &
wanded e Bl cicse date, Told her aveady closed,




Account]

Eleciric Mater 1

Custorner C Gas Meter 1

Custamar Nama
Opan Data

1048 H00T
Close Date
Account Status OPEN [BILLED)]
Currently on File| 121,40
Energy Assistance i Applicable| LIRAF Energy & -

Paymert Arrar 08-20-2005 5200.00

&5/ 2008 [ Payment Arrang k- Curreet Bill Plus $490.39
af1z/2009| 601 573514 | wifI008|  §666.3% S68.75
8/15/2009|PAST DUE 510729 10/2009
| B/25/2000|SHORT TEAM ARRANGEMENT BROKEN
wﬂmlm HOTICE 5107.79 9180,/ 2008
9/8/2009] VR CALL OPEN ACCOUNT $107.29 S A0/200 |
FEMARKS: web w) rech for 107,29 pymnt attempled
o make argmmnvts an rang bal but johng unable to
%/10/200%| commi to amgthing
8/11/2006| el £759.54 Ay 2009] 573514 $64.40
| 9/13/2009| ACTION CARD $107.29 9/25/2008
COLLECTIONS - resulted in ARRANGEMENT MADE
SF21/ 2005 WITH O5M on 2005.09.21
REMAARES! recl2 747720110 for 5110 pymnt rored by
= wtved mot on acct cant disouss acet said [C] in
1041/ 3004 | hespital advsd he shid contact us
1042/ 20049 | Cust Payment [5110000)
| 10v6/2009 | PAST DUE £130.44 10/21/2008)
| _10713/2008 Al s75424 | 10/30/2009]  $799.54 $64.70
FINAL NOTICE $I_3-0.4-| :I.EEEIIIE
10y/20/2009 | IVR CALL OPEN ACCOUNT 513044 10/21,/2009
LO/23/2008| ACTION CARD 5130.44 11752008
1023/ 2009| ASCONNECTED
1gg§ggm AFPLY DEFOSIT [5350,00)
10y23/2009| APPLY DEFOSIT IMTEREST 50,31}
1023 200G | eposit Request for $2 78,00
10/23/200% | DEPOSIT REQUEST lethar sent 2009-10-23
REMARKS: recR2TATT20010 for $110 pymat rprid by
* advad fod on aock cant discwss acct sald [C] In
10423/ 200% | haspital advsd he shid contact us
307242008 [RECONNECTED
IEEE RECONMELCT CHARGE 531,00
10/25/2000| DEFOSIT PAYMENT 51820
13/10/2000 | Bill 5662.51 132 /e000|  §T54.24 515658
12112008 |EA Payment 1540E00)
12/7/2009 PAST DUE SEE0.00 13/23/3009)
13/11/2005 | 6 433.35 1fa/300] 465251 176.84
12,14/ 2005 [FINAL NOTICE 2000 12/22/3008
12,021,/ 3005 [IWR CALL QIPEN ACCALNT S REOL00 1242243008

132372008 |gat this back as he was shut off 10/23/09

REMARKS: cust upsel sboul depodit, said be cannot
ke p paying depositi-hed ene priar- tald him 1§ he
wiare to pay his bills and avoid recleving notices he
eeauld be able to got it back-that he wont qualify to

| 12/22/3005

Payment Arrang A 01-04-2000 £204.00




Account Electric Mater 1
Customar Name Customer O Gas Meter) 1
Open Date 3f14/2004)
Closs Date |
Account Status CPEN (BILLED)|
Depasit Currently on File| 5 314.00
Energy Assistance if Applcable|[LIHEAR Enerﬂrﬂsslstmce
B12/200%| PAST DUE $182.37 B27,/2009
#/18/2003| Cust Payrmaent (518237
/182003 Bil S100.82 9/E/2008( $183.37 | $100.82
|_9/11/2008|PAST DUE $100.82 5/ 25/2000
| @13/ /z009]eil 430737 10/7/2009] $100.82 | $106.55
10/12/2005|PAST DUE $207.37 10/27/2009
10/16/2009 6l 5330.09 1152009 $207.37 | 812292
10/18/2000|FINAL NCTICE £207.37 10/ 7/2009]
1026/ 2009]IVR CALL OPEN ACCOUNT £207.37 10/27,
10,25/ 2009 ACTIIN CARD £207.37 11/11
10,/30,/2009| DISCONNECTED
1043042009 TRF A/R TO PRIOR OBLIGATICH 5330.09
| 10,/30//2000| Deposit Request for $314,00 5314.00
10302009 DEPOSIT REQUEST letter sent 2002-10-30
10430/200%) Payment Arrangement 10-30-3009 $307.37
| 10/30/2000| Payment Arrangament 11-13-2000 $218.36
10/30/2008| Payment Arangement 11-30-2005 $218.36
10y 30/ 2009 RECONNECTED
11/1/2009| RECONNECT CHARGE $32.00
11/2/2009| CEPOSIT PAYMENT 520737 531400
REMARE: Sys has EA appt on 11-18, advised of 5300
fule, She will CB by due date of next bill to set argmts
for difference ar when gets postcard if befiore due
date.Just started new job and struggling, wantad
10/2009| deposit walved leld her cannot
11/10/3009| Payment Arrangement - Short Term - Daleted
11/10/2003| Payment Arrangenment - 11-13-2008 5168.72
| 11,/10/200%  Payment Arrangament - Current Bill Plus $200,00
11/26/2003| Bill $500.65 13/8/2009) 5330000 | 517059
REMARK:SMAF appt. went wall they adv, har 4-6 wk
(before we see money. Adv, ber total amount des
607.31 we can hold for 300,00 ,but need to arrange
11,/18/2000 | for the 307.31. She will cll back with arran, Dates
REMARK: Al told her we have not seen agayrient
since 87117055t will rec. final notice and not
11/18/2005| complete safe frarm disconn. at that ime
1118/ 2005| PAST DUE 410663 1247/ 2000]
11/18/2005| SHORT TERM ARRAMGEMENT BROKEN
REMARKS: Also told her we have not seen apayment
since 8/11/00-still will rec, final notice and not
1724/ 2008 | complete safe from disconn, at that time
HIE,I’!WIFINAL!IHTIEE 510663 1247/ 5009
12/4/2008IVR CALL OPEN ACCOUNT S106.63 12/7/2009
129/ 3009 Cust Payment [5106.63)
REMARK: customer callad with past card, enter In
1211/ 2008]grant &
1214/2009|EA Payment (256000}
12/17/2003|EHI {5101.73) 1/8/2010| S500.68 | 516422
1224/ 2009 DEFOSIT PAYMENT
MEFER AR TO DEPOSIT




Account Electric Meter 1
Customer Name Customer E Gas Meter 1
Open Date 11/6/2003
Close Date| 1/0/1900
Account Status OPEN (BILLED)
Deposit Currently on File| 5 214.00
Energy Assistance If Applicable|LIHEAP Energy Assistance

" 8/10/2009

Bil

8/28/2009)

566.30
9/g/2009|8ill $115.56 of29/2000| $66.30 | 349.26
10/2/2003|PAST DUE $115.56 10/19/2009
10/8/2009|Bill $173.08 10/28/2008| $115.56 | $57.52
10/9/2002|FINAL NOTICE 511556 10/19/2009
REMARK: [E] cld for an ext - DENIED - no pymts here
since June and that was his deposit applied. Informed
10/13/2009|needs notc $115.56 pd by 10-19-09.
10/16/2009(IVR CALL OPEN ACCOUNT $115.56 10/19/2009
10/20/2003[ACTION CARD 4115.56 11/3/2009
10/22/2009|DISCONNECTED
10/22/2003|TRF A/R TO PRIOR OBLIGATION $173.08
10/22,/2008|Deposit Request for $214.00 5214.00
10/22/2003{DEPOSIT REQUEST letter sent 2009-10-22
10/22/2008|Payment Arrangement 10-22-2000 $173.00
10/22/2009|Payment Arrangement 11-16-200% $214.08
10422/2009|RECONMECTED
10/22/2009|RECONNECT CHARGE $32.00
10/23/2009{DEPOSIT PAYMENT $173.08
11/6/2008 Bl $317.27 11/30/2009| $173.08 | $144.19
11/18/2009|REMARK: Has appt with SNAP on 12/1 at 9:15 am,
11/18/2008|Payment Arrangement Deleted
11/18/2009|Payment Arrangement 11-18-2009 558,19
11/18/2008|Payment Arrangement - Current Bill Plus $300.00
11/19/2009|Cust Payment (558.19)
11/23/2009|SHORT TERM ARRANGEMENT MET
12/9/2009|gill $398.64 12/30/2008] $317.27 | 5139.56
EA (5597.00)




Account ElectricMeter[ 1
Customer Name Customer F Gas Meter 0
Open Date 6/3/2009
Close Date
Account Status OPEN {BILLED)
Deposit Currently on File] 5 108.00
Energy Assistance if Applicable|LIRAP Energy Assistance
#/4/2008|Bill $126.52 8/24/2000] $39.52 | 587.00
REMARK: * sys has POA for daughter, will either send
in or put in drop box at local office. Advised can't
8,20/2009|discuss acct w/fo that or permission from [F]
B/20/2009|Payment Arrangement - 08-20-2009 $39.52
8/20/2009|Cust Payment 1540.00)
9/2/2009|Bill 4£157.27 9/23/2009| 5126.52 ST0.75
9/28/2009|PAST DUE $157.27 10/13/2009
i0/2/2009|Bil 510692 | 10/22/2000] $157.27 | $a0.6s
~ 10/5/2009|FINAL NOTICE $157.27 10/13/2009
10/12/2009|IVR CALL OPEN ACCOUNT $157.27 10/13/2009
10/14/2009 |ACTION CARD $157.27 10/28/2009
10/15/2008 |DISCONNECTED
REMARE: * is father and has permission to discuss
10/15/2005 [this account at any time. He said daughter is special.
10/15/2009|TRF A/R TO PRIOR OBLIGATION $196.92
10/15/2008 | Deposit Request for $108.00 $108.00
10,/15/2009] DEPOSIT REQUEST letter sent 2009-10-15
10/15/2003| DEPOSIT PAYMENT $108.00
10/15/2008 |RECONNECTED
10/15/2009| RECONNECT CHARGE $16.00
10/15/2008 [Cust Payment {592.00)
10/15/2009|Payment Arrangement 10-16-2009 5200.00
10/15/2009{Payment Arrangement - Current Bill Plus $60.00
10/21/2009|SHORT TERM ARRANGEMENT MET
11,/2/2009)Bil $158.18 11/20/2009] $196.92 | $53.26
11/25/2008| PAYMENT ARRANGEMEMNT BROKEM
12/3/2009 Bl 5209.08 12/23/2009| $158.18 | 550.90
12/11/2009EA Payrment




Account] Electric Mater] 1
Customer Name| Custormer & Gas Meter] 1
Dpen Drabe &7/ 2000
Close Date
Account Status OPEN (BILLED)
Depasit Currently on File] 3 200,00
Enargy Assistance If Applicable| LIRAP Enargy Assistance
852009 DISCONNECTED
#/6/2008|APPLY DEPOSIT {3 100.00)]|
B/6/2000{ APPLY DEPOSIT INTEREST 50,06}
S5/ 2009 TRF A/R TO PRIGE DBLIGATION 598,96
Bf5/2003| Deposit Request for $420.00 5420.00
Bf5/2000| DEPOSIT REQUEST letter sent 2009-08-06
8/6/3009| Payment Arrangement 08-06-2008 5226.00
#/6/2009] Payment Arrang - Current Bill Flus $200.00
/62009 | RECONNECTED
8/6/2009 | RECONNECT CHARGE 416,00
B/7/2009 | DERFOSIT PAY MENT £3126,00
8/11/2009|SHORT TERM ARRANGEMENT MET
H14, 20005 | Bl S609,20 q{ymoa 5482.19 5227.07
84272005 CANCEL BILLING [532,99)
8/27 /2009 @il 5599,12 9/17,/2009] $482.19 5249.98
8/27 /2009 |REBILL $22.91
B/27/2009| Payrnent Arrangement - Current Bill Plus 200,00
9715, 3000 | gl 577537 10/5/2009| 5599,12 5175.25
108/ 2008 | PAST DUE 4547 24 104732003
1014/ 3009 | @il $925.25 11/3/2008| §775.37 5149.88
10715 /2009 | FINAL NOTICE £5A7.24 10/23,/2009
10/22/3004 | IVR CALL OPEN ACCOUNT 4587 24 10//23,/ 2005
10//26/2009 | ACTION CARD 258724 1175/ 2008
10272009 | DISCONNECT ED
10/27/2009 | APPLY DEPOSIT {5226.00)
10y27/2005 | APPLY DEPOSIT INTEREST [50.21)
104237/2008 | TRF A/R TO PRIOR OBLIGATION 5316.91
1042772009 | Deposit Reguest for 5412.00 541200
10272003 | GEPOSIT REQUEST letter sant 2009-10-27
REMARK: * Spokang Tribe EA calted in pledge for
559, .ordered thon...adv she have [G) call far further
10/30,/2008 [arrg
10y30,/2009 | RECOMNECTED
10y/30,/2008 | RECOMMNECT CHARGE 516,00
11/2/2005 | DEPOSIT PAYMENT £150,00
11/2/2008 |DEFOSIT PAYMENT 550,00
11/12/2000) 611 SE51.97 12/4/2005| $925.25 5152.83
12/8/2008]EA Payment [S377.00)
12//9/2008|PAST DUE 5153.00 1234 [ 2000
1215,/ 3000 | Bl £645.49 1/6/2010| $851.97 $22052
1216,/ 2000 | FINAL MOTICE $153.00 12/2a/2000
12/23/2003 |IWR CALL OPEN ACCOUNT £153.00 12342000
REMARE: Didn't EXT informed her that we are not
doing any disconnect from 1224 - 12/27 and the last
tirne she made 3 pymt on the acct was in OCT when
she was dissconnected and even with the EA pymit of
5377 it still leaves a Irg balance.
REMARK: * had me cancel the 58,00 pladge and she
b gaing to be making a larger pledge probley around
302.00
9 ACTION CAR




Account Electric Mater 1
Customer Name Custormner H Gas Meter 1
Open Date 5/5/2007
Close Date
Account Status OPEN (BILLED}
Deposit Currently on File| S 134.00
Energy Assistance if Applicable|LIHEAP Energy Assistance

i i e o bl b : E AITILS 3 Al e At
8/7/2009]PAST DUE $269.41 B 242008

8/7/2009| PAYMENT ARRANGEMENT BROKEN
8/13,/2008] Gill $1,502.63 9/2/2008| $1,452.93 |  $33.70
8/14/2003] FINAL NOTICE $269.41 8/24/2009
£/21/2003| VR CALL OPEN ACCOUNT $269.41 8/24/2009
8/25/2009] ACTION CARD 5269.41 9/2/2009
B/ 28/2003| DISCONNECTED
£/26,/2003| APPLY DEPOSIT {5215.00]
E/28/2003| APPLY DEPODSIT INTEREST (50,15} -
8/26/2008 | Deposlt Request for $362.00 5362.00

8/28/2000| DEPOSIT REQUEST letter sent 2005-08-28

REMARK: She asked for min 5181 1/2 dep + $16

racon if paid today b4 4pm,then can pay $400 9710,

bill +$360.0 Will call back with receipt & for 5200 for

TO. Said husband just had tumor removed from
£/28/2008 | brain, but is now back to work.

_B/28/2000 | Payment Arrangement 0B-28-2003 $205.00
£/28/2009| Payment Arrangament - 09-10-2009 5400.00

8/28/2008 | Payment Arrangement - Current Bill Plus $360.00
/282003 | RECOMNECTED

_8/28/2009|RECONNECT CHARGE $32.00
8/31/2008 | DEFOSIT PAYMENT 5205.00
/14,2008 |Bill $1,405.33 10/2/2009] $1,502.63 | $117.85
9//15/2009 | SHORT TERM ARRANGEMENT BROKEN
10/7/2008| PAST DUE 5274.85 104222009
10/13/2009| il $1,451.92 11/2/2008] $1,405.33 $86.59
10/14/2008| FINAL NOTICE 5274.85 10/22/2009
10/21/2003|IVA CALL OPEN ACCOUNT 5274.85 10/22/2005
10/23,/2008 | ACTION CARD 4274.85 11,/6/2009
10//26/2003| CISCONNECTED
10/26,/2003| APPLY DEPDSIT . . ($205.00)
10/26,/2003| APPLY DEPDSIT INTEREST (50.13)
10,/26,/2009| Deposit Request for 534000 534000

10,/26/2009|DEPOS T REQUEST lotter sent 2009-10-26
REMARK: quoted min $186.00 (1/2 dep $170. + rec
10/26,/2009|516.} She is trying to get EA appt..

10/27/2009| Fayment Arrangement - Current Bill Plus $200.00
10/27/ 2009 | RECONMNECTED

10,27/ 2009 | RECONNECT CHARGE 516.00
11/2/2009|EA Payment [5274.85)

11,/11/2009 (gl $1,162.45 12/3/2009| $1,491.92 | $150.51
12/8/2008|PAST DUE $216.51 12/23/2008
12/8/2009|PAYMENT ARRANGEMENT BROKEN

12/14,/2009|Bill . 1/5/2000] $1,162.45 | $159.06

12/14/2003{EA Payment




Account Electric Mater 1
Customer Name Customer | Gas Meter| 0
Open Date 4/24/2008 '
Close Date,
Account Status OPEN (BILLED)
Deposit Currently on File| 155.40

Energy Assistance if Applicable|LIHEAP Energy Assistance

8/3/2008 Payment Arrangement - Deleted
8/3/2008 [Payment Arrangement 08-03-2009 $125.00
8/3/2000|Payment Arrangement - Levelized $191.00

REMARK: rep trix, is on levelized 5163/mo, gets
$460/mo, was denied L& contested it, hoping for
back pay, cac has no $ for utilities but will help for
83,2009 |rent, she has 5125 to pay toward levelized
8/6/2009|SHORT TERM ARRANGEMENT BROKEN '
8/6/2009|Bill $531.04 9/25/2009| S443.63 | $87.41
£/10/2009| Payment Arrangement 08-10-2009 $125.00
£/10/2009| Payment Arrangement 08-25-2009 566.00
£/10/2009) Payment Arrangement - Levelized 5191,00

£/10/2009|Cust Payment ($125.00)
£/13/2009)SHORT TERM ARRANGEMENT MET
9/4/2009]Bill 5489.54 9/25/2009| 5531.04 | SE3.50
2//30/2009|LEVELIZED PAYMENT PLAN ARRANGEMENT BROKEN
9/30/2009|PAST DUE $118.63 10/15/2009
10/6/2009) Bill 5572.22 10/26/2009| $489.54 | SEI.68
10/7/2009|FINAL NOTICE $118.63 10/15/2009
10/14/2009|IVR CALL OPEN ACCOUNT 5118.63 10/15/2009
10/16/2003|ACTION CARD $118.63 10/30/2009
10/19/2009|DISCONNECTED
10/18/200%|TRF A/R TO PRIOR OBLIGATION $201.31
10/19/2009%| Deposit Request for 5304.00 530400

10/19/2003| DEPOSIT REQUEST letter sent 2009-10-19
10/18/2009 | RECONNECTED

11/4/2003Bill $683.66 | 11/24/2009] $572.22 [ $111.44
12/7/2003]Bill $839.44 | 12/28/2009] $683.66 | $155.78
12/17/2009|[EA Payment




Account]| Electric Meter 1
Customer Name Customer J Gas Meter) 1
Open Date 10/22/1930
Close Date
Account Status OPEN [BILLED)
Deposit Currently on File| 5 294.00
Energy Assistance if Applicable|LIRAP Energy Assistance

1Bl aLs ;.!
9/16/2009| $175.16 | 569.80

9/21/2009 [REMINDER . $135.27 9/28/2009
9/25/2002 (gill $209.41 10/15/2009] $135.27 | 574.14
9/28/2002 |PAST DUE $135.27 10/13/2009
10/5/2003 |[FINAL NOTICE $135.27 10/13/2009
10,/12/2008 |IVR CALL OPEN ACCOUNT $135.27 10/13/2009
10/14/2008 [ACTION CARD $135.27 10/28/2009

10/15/2009 | DISCONNECTED

REMARE: [)] appears to be incapacitated, , crylng,
yelling, profanity. pd osm $100.00 after disc advsd
deposit is required 1/2=147.00 she will pay the
additional 47.00 at Yokes today; no arrg due to would
10/15/2009|not discuss rest of balance;

REMARK: adv * to have * call to arrng for bal (1/2
10/15/2008 |dep + 290.00); she then hung up

10/15/2009 | TRF A/R TO PRIOR OBLIGATION $209.41
10/15/2009 | Deposit Request for $294.00 5294.00
10/15/2009 | DEPOSIT REQUEST letter sent 2009-10-15
10/15/2003 | RECONNECTED .

10/15/2009| RECONNECT CHARGE $16.00
10/16/2004 | DEPDSIT PAYMENT $109.41
10/16/2009 | DEPOSIT PAYMENT $100.00

REMARE: educated cust on balance on account;
10/21/2008|usage + deposit owing;she says trying to get eap apt

10/22/2008|Payment Arrangement - Current Bill Plus $300.00
10/26/2009|Bill $319.94 11/13/2008| $208.41 | 11053

REMARE: Told * to call us w/his SNAP pledge as soon
as he gets his post card. If he doesn't receive pledge
11/2/2008|card b4 11/13, adwsd him to cb to mk arrgs.

11/2/2009]|Payment Arrangement - Current Bill Plus Deleted

11/9/2009|EA Payment . {5960.00)

11/16/2009|TRANSFER A/R TO DEPOSIT $84.59
11/24/2009Bill ($412.60)]  12/16/2009] 5319.94 | 5142.87
5161.83

2009 Bill {50.??} lﬂ.ﬂlllﬂ |




Account Electric Meter 1
Customer Name Customer K Gas Meter 1
Open Date 4282005
Close Date
Account Status]| OPEN (BILLED)
Deposit Currently on File| & 286.00
Energy Assistance if Applicable|LIRAP Energy Assistance

D  $294.63 | 9/4/2000] $183.98 | $110.75

9/16/2003 B 541049 10/6/2009] $294.63 | $115.86
10/9/2009 |P4ST DUE $410.49 10/26/2008
10/15/2003]Bill $533.60 11/4/2009] $410.49 | $123.11
10/16/2003|FINAL NOTICE $410.49 10/26/2009
10/23,/2009IVR CALL OPEN ACCOUNT $410.49 10/26/2009
10/27/2009|ACTION CARD $410.49 11/10/2009
10/28/2009 | DISCONNECTED
10/28,/2008|TRF A/R TO PRIOR OBLGATION 5533 60
10/28/2009|Depasit Request for $320.00 i $320.00
10/28/2009|DEPOSIT REQUEST letter sent 2009-10-28

REMARK: a sister to lady that lives here {*) calling
very upset that we want 533.00 before we will turn
10/28/2009|on acct. advised need permission to discuss acct

10/28/2009|RECONNECTED
10/28/2009|RECONNECT CHARGE $16.00
11,/5/2009]EA Payment 15150.00)
11,/5/2009|EA Payment (550.00)
11/13/2009]8ill 5504.13 12/7/2000] $533.60 | $170.53
11/24/2009{EA Payment 15655.00)
12/1/2009| TRANSFER A/R TO DEPOSIT 515087

REMARK: called * at CORD re $176 from 10/28/09 1o

see |s that the amt they pd or did they pay 52007 left

12/1/2009|msg to call re this acct

REMMREK: * from cord states that there were two
12/1/2009|checks 1 for 50 and one for $150

12/16/2009]Bill 4$171.27 1/7/2010| $504.13 | $171.27




Account) Electric Mater

Cust Narme/ Customer L Gas Meter 1
Open Date 9/3/2002
Cloge Date
Account Status, OPEN (BILLED}
Dljﬂ'ltﬁ.l‘mh'm File] & 147.00

Energy Assistance If Applicable|LIRAP Senior Quireach Energy Assistance

£/14/2002] Bill 20,61 S/3/3005) $I3LE60 $59.21
e I 5144.90 10/5/2005|  590.81 $54.03
10/8/2008|PAST DUE S144.90 | 20/23/2005
10142009 Bl S201.21 11/3/2008]  5144.90 $56.31
1015/2009| FINAL NOTICE £144.90 10/23/2009
10/22/2005] VR CALL OPEN ACCOUNT $144.50 10/23,/2009
10y/26/2009 ACTION CARD 5144.50 11/3/2009

10/27/2000 | REMARK: called cust re discon $144.90 Jeft msg
10/28/2009] REMARE: no cb from msg re discon, to osm
10/30/300%9 | ISCONMECTED
10/30/200%(TRF A/R TO PRICR DRLIGATION Sa01.21
1030/ 3004 | Deposit Reguest for 5230.00 £330.00
10y/30/ 2005 | DEPOSIT REQUEST letter sent 2009-10-30
REMARK: Called about gas belng off sz she made a
pyerit of $100 en 10-03-09 had a conf # but could not
find by that # sd she made it over the ph wrep adv
her acct had not been access since July needs 2 ck
wonk if pymt cird needs 2 call us bk she hung up no
1031/ 2008 | qte
REMARE: sd she is going 2 sue us for cutting of sve,
o gle given for & reco this acct 1s CARES they

pted 2 contact cust no responde, gas was cut in
A0y33/ 2009 | liew of elec since she is CARES cust

REBARE: [L] cb. ) too could not find any pmt, acct
|zccess atc...she pd $147 by DO for tlon tomarrow
afternoon..will be cking w/bank to find pmt. adv i
there nead copy front & back to verify..[F wein ermor
1031/ 2008 fweill wiork with her..che web an Monday
10431/ 2003 | Payment Arrangement - 11-02-2009 $147.00

1 Fayment Arcangement - 11-10-3000 $316.21
nmmlnamnuacrtn
1;,‘_1@'&&:0“!5:7 CHARGE 432,00
11/2/2009|DEPOSIT PAYMENT $147.00

11/13/2009Bil 333834 13/4/2008) 530121 5137.13
11/13/2005|PAST DUE $83.00 12,/2/ 2009
11/13/2009[SHORT TERM ARRANGEMENT BROKEN
11,/20/2008| FINAL MOTICE SEI.00 1222009
1241/2009)EA Paymant 15200.00}

Bill




Account Ebectric Meter, 1
Cust Name Customer M Gas Meter 1
Dpen Date 11/3/2000|
Close Date
Account Status OPEN (BILLED)
Deposit on Flle| 5 96.34
Energy Assistance If Applicable|LIHEAP Energy Assistance

02-Aug-09[Bill 71.70 21-Aug-08 $362.34 $81.86
26-Aug-09[ARRANGEMENT BROKEN
26-Aug-09[PAST DUE $271.70 11-Sep-09
01-5ep-09|Bill $352.33| 22-Bep-08]  $271.70 $60.63
01-Sep-09)Payment Arrangement - Current Bl Plus $71.70
Current Due Date - 08-21-2009, Override Dug
01-Sep-09|Date - 10-05-2008 )
10-Sep-08]FINAL MOTICE £271.70]  17-Sep-09
10-Sep-09] ARRANGEMENT BROKEN
17-Sep-00|IVR CALL OPEN ACCOUNT $271.70] 17-Sep-09
21-Sep-09|ACTION CARD $271.70| 05-0ct-09
25-Sep-09|PAST DUE $352.33 12-0ct-08
01-Oct-09(Bill $418.72 21-0ct-08 $£352.33 566,30
02-Oct-0B[FINAL NOTICE $352.33 12-0ct-09
09-0¢t-08|IVR CALL OPEN ACCOUNT $352,33 12-Oct-09
13-Dcl-08[ACTION CARD $352.33 27-0ct-09
15-0ct-09|DISCONNECTED
15-Dct-08|TRF AR TO PRIOR OBLIGATION $418.72
15-0ct-08| Deposit Request for $150.00
15-0¢ci-09|DEPOSIT REQUEST letter sent 2009-10-15
REMARKS: catholic charities wp 31 If cust pays
amount nesded to reconnect per eric;pledge
15-0¢t-09|good through 10629
Payment Arrangerment - Short Term - 10-16-2009)
16-0ret=08 | $60.00
16-0ct-08|Payment Arrangement - Current Bill Plus $62.95
Payment Arrangement - Short Term - 11-04-2009
16-0ct-09]$100.00
16-0ct 09|RECONNECTED
16-0cl-08|RECONNECT CHARGE $16.00]
18-Oct-08|DEPOSIT PAYMENT $B0.00| 5 15000
30-0cl-09[Bil $400.20]  19-Nov-08]  $418.72 §71.67
08-MNov-09[SHORT TERM ARRANGEMENT EROKEN
12-Mav-09]PAYMENT CATHOLIC CHARITIES, {$31.00)
24-Nov-09|PAST DUE $130.57) 11-Dac-09
02-Dac-09]Bil $520.65|  22-Dec00]  $490.29 $70.30
03-Dec-09]FINAL NOTICE $130.57] 11-Dec-09|

EA Paymeni
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Account Electric Meter 1
Customer Name Customer P Gas Metar 1
Open Date 5,/26/2009
Close Date
Account Status OPEN (BILLED)
Deposit Currently on Flle| 5 260.00
Energy Assistance If Applicable|LIRAP Enargy Assistance

" 8/14/2009]

593.94 |

9/3/2009

{$18.00)

5111.94

9/15/2009

$210.44

10/5/2008

$93.94

$116.50

10/8/2009

PAST DUE

5210.44

10/23/2003

10/24/2009

Bill

429198

11/3/2009) $210.44

581,54

10/15/2009

FINAL NOTICE

5210.44

10/23/2009

10/22/2009

IVR CALL OFEN ACCOUNT

5210.44

10/23/2003

10/26/2009)

ACTION CARD

5210.44

11/9/2009

10/27/2009

DISCONMECTED

10/27/2008

REMARKS: OSM @ door & she explzining to me that
she has 2 babies' & call was lost {| was in process of
asking her if she had made any pmts & s said 'honey |
really dont know'

10/27/2003

REMARKS: [F] can't understand why we shut her off.
Mo payments on acct. Quoted BIF 5567.98. Has no
money so quoted min $145 before 4pm. Kept talking
over me & cussing.

10/27/2009

REMARKS: customer indicating she has a phone appt
w/snap for 10/28 w/Mary, adv that after putting thru
order for tfo had to add the rest of balance to current
bill, she will call back sfter appt and we will change
arrng accordingly.

10/27/2009

TRF AfR TO PRIOR DBLIGATION

5291,98

10/27/2009

Deposit Request for $260,00

5260.00

10/27/2009

DEPOSIT REQUEST letter sent 2003-10-27

10/27/2009

TRF A/R TO PRIOR OBLIGATION

529195

10/27/2009

Payment Atrangement 5147.00 10-27-08

10/27/2009

Payment Arrangement - Current Bill Plus $404.98

10/27/2009

RECONNECTED

104272009

RECONNECT CHARGE

532,00

10/28/2009

REMARKS: gtd to SNAP bal after her payment is
£435.98 - SMAP won't be doing PS5, customer will
need to apply for reg. eap

10/28/3003

DEPOSIT PAYMENT

$146.00

$260.00

10/30/20039

SHORT TERM ARRANGEMENT MET

11/12/200%

$444.86

12/4/2009

529198

$152.88

11/12/2009

Payment Arrangement - Current Bill Plus $437,98

11/12/2009

REMARKS: had gnap appt on 11/9 doesn't know if she
will pet any funds

12/8/2008

EA Payment

(5851.00)

12/16/2008

REMARKS: Discussed snap payment

13/15/200%

15297.61)

1/6/2010

$444.86

5148.53

DEPOSIT PAYMENT

$114.00




Account Ebectric Meter 1
Cust Namie Customer Q) Gas Meter 1
Open Date| 8272004,
Close Date|
Decount Status OPEN (BILLED)
Deposit ly on File| & 220,00
Energy Assistance if Applicable LIHEAR Enarpy Assistance

PAST DUE

5246.00

Bfa/2009
/1072009 8l $15848 /28,2009 5115.00 $43.08
B0/ 2005 FINAL NOTICE S22L00 #/19/2003
B/18/2009| VR CALL OPEN ACCOUNT $221.00 8/19/2009
8/20/2009) ACTION CARD 522100 9/3/2009
8/21/2009 |Payment Arrangement 08-21-2009 $111.00
82172005 |Paymant Arrangernent 09-08-2009 550,00
82172000 | Payment Arrangement - Current Bill Mus 5103548
8/26/2009|SHORT TERM ARRANGEMENT BACKEN
9,/2/2008 |PAST DUE 4264 48 918 3009
552009 |Eil $205.22 9/39/2005] $158.48 $45.74
9y 10/ 2000 | FINAL NOTICE 5254 48 O 182009
9/17/2009| VR CALL OPEN ACCOUNT 526448 9/18/2008
9/21/2009|Cust Payment 550,00
921 2008 [ACTION CARD 521448 105/ 2005
9/22/2009| REMARKS; collections; left mess to call cares i
10,/2/2009|PAST DUE $261.23 10/1%/2009
1082009 il 520498 10/26/2009| $205.23 549,66
104/3/2008 [FINAL NOTICE 526122 10/19/200%
10V16/2009 IV CALL OPEN ACCOUNT $261.22 10/19/2009
10/20/2005| ACTION CARD 526122 1132009/
10427/ 2005 |DISCONNECTED
10y 772009 | APPLY DEFOSIT [S140.00)
10427 /2005 |APFLY DEPOSIT INTEREST {50.23)
10/ I 2009 [ TRF AR TO PRIOR OBLIGATION 56465
10/27/2009|Deposit Request for 220,00 5220.00
10372000 | DEFOEIT REQUEST latter sent 2009-10-27
REMMARKS: Quoted $300.65 (364,65 bal, 5220 dep, 516 rec) w/ min of 5126
for turnon [1/2 dep 5110, 516 rec). Let her know this is good until dpm &
willl need proof of pymt before we turnon. 5d on LS & $ not bn unth 10430,
10282009 |will call bl
10/30/2008 | Payment Arrangement 10-30-2008 5130.00
10,30/ 2008 | Payrment Arrangement 11-13-2009 $50,00
10304/ 2009 | Fayment Arrangement - Current Bill Flus $104.65
10,30y 2009 | RECONNECTED
10,30/2009 [RECONNECT CHARGE S16.00
11,2/ 2009 | DEPOSIT PAYMENT $130.00
11//6/2009 | gill $152.01 11/30/2009] $200.88 $87.36
11/18/2009 [SHORT TERM ARRANGEMENT BROKEN
12/3/2000 | PAST DUE 5177.36 12/28/ 2048
12,/9/2009 | Bill $230.24 12/30/2008( $152.01 587.23
12/10/2008 |[FINAL NCTICE 417736 12/18/2008
12/14/2009 | EA Fayment {5633.00]
12/24/2008 | TRANSFER AJR TO DEPOSIT o000




Account Electrle Mater 1
Customar Namao Curstomar R Gas Matar 1
Open Date O/2/1992
Close Date
Account Status OPEM (BILLED])
Daposit Currantly on File H 20000
Emergy Assistance if Applicable|LIRAP Energy Assistance

BIBIII EHG PR e | R R B e 51.&? e 2000 LDET :

8/5/2000 [FINAL NOTICE S18L00 8/13/2005 -
Ef12/2009 | VA CALL OPEM ACCOUNT $181.00 813/ 2009
£/14/3008 |ACTION CARD $181.00 8/28,/2003
B/17/2000 | DISCOMNECTED 50.00 /17,2000
Bf17/3000| APPLY DEFOSIT (5215.00)
| E/17/2008 | APPLY DEFOSIT INTEREST i50.27)

|REMARE: * sys mom will call back with payment arrg,
| B/17/300% made che for bal in full untill mom calls

Ef17/300% ] Deposit Request for $372.00 5372.00
BT 2008 | Deposit Reguest later sent 8-17-09

| B/17/300% Payment Arrangement 08-17-2009 $194.00

B/17/200%) Payment Arrangement- current bill plus 568080
X/ AECONMECTED

B/17/300% RECONNECT CHARGE 516,00
BS1B/H0059 | DEPOSIT PAYMENT 5181.00
_B{‘.I._E@Jﬂ DEFOSIT PAYBENT £13.00
Ef30/300% SHORT TERM ARRANGEMENT MET
G2/ H005|am . £631.13 9/23,/2009 $718.07 $128.39
o/ 28/3008 | PAST DUE £306,33 10132009
CURRENT BILL PLUS PAYMENT ARRANGEMENT
SR04 BROKEN
| 10/2/2008|ai £719.16 10222009 $631.19 $87.97
10/5/200%| FINAL NOTICE 5306.39 107132004
10/12/2008|IVAR CALL DPEN ACCOUNT 530639 10713,/ 3004
10y/14/2008 [ACTION CARD $306.30 10Y28/2009
10152008 | MSCONNECTED
10Y15/2009 | APPLY DEPOSIT INTEREST {50.12)
10/15,/2008 |APPLY DEPOSIT ﬁiﬂi.ﬂtlr
10y15/2000 | TRF &/R TO PRIOR OBLIGATION $35.24
10y15/2008 | Depesit Request for $374.00 £374,00

10/15/2000 |OEPOSIT REGAIEST letter sent 2009-10-15
10/15/2009 | Fayment Arrangerment -10-23-2009 5100.00

10/15/2000 [Payment Arrangerment - Current Bl Plus 5114.00
10/15/2009 | RECONNECTED

10/15/2009 | RECONNECT CHARGE 16,00
10/22/2000|SHOAT TERM ARRANGEMENT BROKEN
11,/2/2009| DEFOSIT PAYMENT £100,00
13/2/z00 Bl 5708.30 11/20/2008 iT19.16 | $170.25

11/10/2009 | REMARE: cancelled agency pledge $486.00

REMARE: * wanted to know if ea had made pledge. |
11/13/20008 adv'd the pledge was cx per notes
|REMARK: Original geant grant deleted ot thawed

1124/ 3005 |over incoemn, re ran & grant is 547.00
11,25/ 3000 DEPQSIT PAYMENT F184.74
11/25/ 3008 |Cuist Payment [£170.26)
12/3/2008]Bil $733.65 12/23/2008 $30030 | 319561
12/11 /3005 (EA Payment
A2/17 3000

APPLY DEPDSIT




8/3/2009

Account Electric Meter 1
Customer Name Customer 5 Gas Meter) 1
‘Open Date 12/19/2005
Close Date
Account Status OPEM [BILLEDY
Deposit Currently on File| 5 336.00
Energy Assistance if Applicabla]LIRAP Enarpy Assistance

Bill

9/3/2009

5840.51

$200.07

£/6/2009 |PAYMENT PLAN ARRANGEMENT BROKEN
B/27/2009|Payment Arrangement 09-08-2009 250,00
B/27/2009|Payment Arrangement - Current Bill Plus $100.00 .
9/1/2009|Bill $976.02 9/23/2009| S808.58 $167.44
979/ 2009 | Cust Payment [5250.00)
9/11/2009|SHORT TERM ARRANGEMENT MET
9/25/2009] PAYMENT ARRANGEMENT BROKEN
9/25/2009|PAST DUE 5230.29 10122009
10/1/2009]| BN 5B82.26 10/21/2009| 5576.02 5156.24
10/2/2009|FINAL NOTICE $230.39 10/12/2009
10/9/2009|IVR CALL OPEN ACCOUNT 5230.39 10/12/2009
10/13/2009| ACTION CARD 523039 10/27/2009
10,/15/2009| DISCONNECTED
10,15/2009|APPLY DEPOSIT 15326.00)
10,/15/200%| APPLY DEPOSIT INTEREST 130.51)
10,/15/2009(TRF A/R TO PRIOR OBLIGATION 560,12
10/15/200%| Deposit Request for $336.00 $336.00
10/15/2009]|DEPOSIT REQUEST letter sent 2009-10-15
10,/15/2009| Payment Arrangement 10-15-2008 $400.00
10/15/2009| Payment Arrangement 11-02-2009 $230.00
10,/15/2009 | Payment Arrangement - Current Bill Plus $93.00
10,/15/2009 RECONMNECTED
10/15/2009| RECONNECT CHARGE $16.00
10,/16//200% | DEPOSIT PAYMENT 4336.00
10/16/2009|Cust Payment {564,001
10/26/2003 |Transaction Reglster for [5] Account 690095397 faxed
10,/30,/2003|Bill £694,09 11,/19/2000| 5882.26 £203.24
11/2/2002|EA Paymant [5472.97)
11/5/2009| Fayment Arrangement - Current Bill Plus $222.02
11/24/200%|EA Payment [5796.00)
Bil [$364.50) 12/22/2009] 5694.99 |  $209.48

13/2/2008




Account Electric Matar 1
Customer Name Customaer T Gas Meter) 1
Opan Data 1/1/1579
Close Date
Account Status OFEN (RILLED)
Deposit Currently on File] & 26200
Energy Assbstance If Applicable|LINEAP Energy Assistancs

PAYMENT ARRANGEMENT BROKEN

8/5/2009
| 8/11/7009 6l

812/ 2005 FINAL ROTICE

£170.37

£/19,2009]IVR CALL OPER ACCOUNT

517037

B/21/ 2009 ACTION CARD

£170.37

8/24/2005]FREE FIELD

COLLECTHOMS : CUSTOMER SAID PAID PRIOR TO VISIT
#/24/2005 | on 20049-08-24

8,25/ 2005|Payment Arrangement 08-25-2000 $200.00

8253005 Cust Payment

[$200.00)

828/ 2003|SHORT TERM ARRANGEMENT MET

9/10/2000|Bill

517258

5/50/2000) 5283.54

483,54

1045,/ 2009|PAST DUE

S172.58

10/20/2008

109, 2008 @il

S24T.73

10/259/2008| 517258

575.15

10412/ 2005 FINAL NOTICE

517258

10/20/2008

$172.58

10/20/2005]

10/15/2005[IVR CALL OPEN ACCOUNT
10421/ 2003 ACTION CARD

$172.58

11f4/3008

| 10422/ 2005 DISCONNECTED

REMARKS: was trying to help daughter * undarstand
svcs at her mom's house have been disconnectad, she
didn't believe me, | adv at 9:21am we disconmacted
sves. gtd min for tio 15 5147 ($131 1/2 dep + 316

A0y/22/ 2003 | recann). gtd bal in full $509.73.

10/33/2009| Depasit Requast for 5262.00

526200

L{J&mtﬂl’m REQUEST letter sent 2009-10-22
10/22/30A|Fayment Arrangement 10-22-2000 5200,00

10,22/ 2009| Fayment Arrangement 11-02-2009 5325.73

10,/22/2009 | RECONNECTED

10,22/ 2005} RECONNECT CHARGE

51600

10,/22/2003|DEPOSIT PAYMENT

1022/ 2009| TRE A/R TO PAIOR OBLIGATION

524773

RERARK: ¥ 15 [T's] DALMGHTER, MO FORMAL

PERMISSHIN TO 5P¥, notes show *'s hush was on o2

now she says [T] & on o, her husb lives here tho, he

|5 mok on oxygen any longer, [T] NOT AVAIL TO TALK
13/2/2003]W/. MO PERM

REMARES; [T] WILL BE HOME IN ABOUT 1 HR, WILL
CALL HER T GET PERMISSION TE SBK T %, * HAD
CALLED SAYING SHE CAN'T PAY TILL FRIDAY, NO
11/2/2006 |PERMISSHON = NO ARRNG/RELEASE

REMARE; mailing medical equipment record form
and letter to verify that now [T] is om 02 per har

| 13/2/2009| daughter

11/5/ 30509 SHORT TERM ARRANGEMENT BROKEN

11/3/2009| DEPOSIT PAYMENT

11/8/2009{ Cust Payment

13,5005 Bill

13/1/3008] 5247.73

$138.80

1274/ 3003 PAST DUE

12/21/2005]

13/10/ 2009 | Bl

12/31/2008| 516853

5146.88

12411/ 2003 [ FINAL NOTICE

12/21/2005]

12/14/2008] EA Payment
]




APPENDIX E

Washington UTC Complaint 107116
Company: Avista Corporation E964

Customer; Account¥ 10052797

Natasha Kidder
Contact:

2807 N. Smith
Spokane, WA 99207

Primary Phone: {509) 487-1486

Complaint: HGETHNE Serviced by: Rachel Stark

Opened on: 0972372009 Grouped by: Disconnect
Closed on: 0971872009 Disposition: Company upheld
2]

Ms. has been disconnected since June 29, 2009. The company keeps telling her there is theft of service.
She slates no one has been home and they do not need any electricity, so she does not understand why
the company Is saying there was any thefl. The company keeps saying they need to send someone out to
investigate and then restore service. When they did send someone 1o her home, the guy did not get out of
his truck and stated to the company that no one was home, when in fact Ms.' boyfriend was home to make
sure the Avista tech. if needed had someone to speak with and to get into the back yard. Ms. would like
the issue resolved so she can get service restored.

7/130/09 3:47 URGENT complaint passed to Avista via email.
Response due August 3, 2009, by 5:.00pm PST

Results: -

The company Is in compliance when they sent the consumer disconnect notice in June 2009. Company
has record of use when customer was disconnectad. Customer fails to contact UTC after voicemails were
left. Customer was informed what is owed and how to resolve issue to have service restored,

This consumer does not have service because when the company went to restore service, there may or
may not have been a jumper hooked up and it melted the meter and the fusebox. Ms. did pay $550 toward
the charges the company required, '



Balance at time of disconnect 6/29/09 $867.32

Prior Obligation $867.32

Balance on account 7/23/09 $1140.09
71009 closing bill  $31.49
7123108 theft KWH use $22.45
7/23/09 Theft charges $218.83

$272.77 collectible

Electric and gas customer _

Collection activity: ($266.88 collectible use + $110.00 deposit)

6/5/09 - Total balance use= $995.68($728.80 of that- prior Obligation) -

6/5/09 past due notice $376.88 due 6/22/09

6/12/08 final $376.88 due 622/09

6/19/08 call to customer

6/29/09 Shut off non pay $376.88 Elec meter read 6303

6/20/09  Apply deposit $200 + 0.21 interest

6/29/09 request new deposit $264.00

Mo response from customer - account closed effective 6/29/09

FI709 reading on meter 6311

T21109 check for possible thefl of service- Serviceaman Note:

“can't get to meter, 6ft fence and locked gate- doorbell works
s0 power Is on. no alley access.”

7122109 power shut off at pole.

7/23/09 customer quoted full deposit $264 + theft $241.28 + $32
after hrs disconnect = $537_28 to turf on

7124109 cust called sys no way Avista shut off meter- can't enter
back yard. Advised did disconnect 6/29- told cust need to come
back to home and check our meter- stated would be home.

7/24/0% went back to customer home - no one was home @5:20pm
could see red seal ( red seal indicates meter off non pay)
could not see if cut,

7127/09 Natasha called was advised need to have access o meler
to complete investigation before turn on- customer screaming,

yelling.

F130/09 Natasha called - again was advised need access to meter before
turn on - Screaming , yelling, banging phone on counter.- She
hung up.

713108 issued another order to go to home to see if can access meter.

Before Avista can grant service to the customer, we need to have access

to the Electric meter, which the customer has refused to grant. The

customer will then need to pay a total of $537.28 b4 turn on. The electric and
gas are both off at the home.

attachment- Bill read, due dates, Collection activity, billing hlstaary

gas and elec meters, hili and payment record.

If | can help further, please let me know.

Thanks,

Janet

SEE ATTACHED INFORMATION FROM THE COMPANY

*** 08/06/2009 04:46 PM Voice Mail: Rachel Stark >> Consumer
Eﬂ’t voicemail for consumer to return call.

é‘ 08/13/2009 01:57 PM Action: Rachel Stark

Avista mails their bills and notices from California.



VWAC 480-100-178 Bill due date requirement is 18 days.

WAC 480-100-128{6)(I) 1st notice due date requirement is 11 business days.

WAC 480-100-128(6)(ii) 2nd notice due date requirement is 6 business days.
=+ 08M7/2009 02:00 PM Email: Rachel Stark << Janet Hadley

Hi Rachel:

Just wondering where we are with this complaint? The service is still off and

the customer has not contacted Avista,

Thanks,

Janet

‘; 082472000 01:20 PM Veice Mail: Rachel Stark >> Consumer

[
Left voicemall for consumer and let her know | will be out of the office for

the next two days and to call me the end of the week or | will call her next
weak,

=== 08/31/2009 04:23 PM Voice Mail: Rachel Stark >> Consumer
?ixllad consumer asked to return call.

” 09/02/2009 02:27 PM Action: Rachel Stark

reatﬂd account history spreadsheet

SEE ATTACHED SPREADSHEET

En';‘ 09/09/2009 04:58 PM Email: Rachel Stark >> Janet Hadiay

I am out of the office tomorrow and will get back to you on this complaint when
| return,

Thank you.
Rachel

g 09/16/2009 04:50 PM Email: Rachel Stark >> Janet Hadley

Janet,

Could you please tell me if the company sent has received any other contact
from this consumer?

Thanks.
Rachel

o 0918/2009 08:54 AM Email: Stark, Rachel (UTC) << Hadley, Janet
Rachel:

We've had no word from the customer and no payment. Both the electric and gas
are still off and the account has closed. No one has applied for the service.



Happy Fridayl
Janet

*** 09/18/2009 08:56 AM Email: Rachel Stark >> Janet Hadley
'Il%lank you Janet,

*** 09/18/2009 03:03 PM Action: Rachel Stark

éahackad compliance of bills and notices.

The company Is In compliance with all bill due dates.

The company is not in compliance with the following notices.

Past Due Motice mailed November 4, 2008, $216.10 due November 19, 2008 - There
was the Memorial Day Holiday on November 11, the due date should have been
November 20, 2008.

Final Notice mailed Movember 10, 2008, $216.10 due November 19, 2008 - the past
due notice was not In compliance which makes this notice not in compliance.

The company called the customer November 18, 2008, 1o collect $216.10 - because
the Past Due and the Final Notice were not in compliance, the company should
not have called the customer to collect,

Past Due Notice mailed January 7, 2009, $134.00 due January 22, 2008 - There
was the Martin Luther King Jr. Holiday on January 19, the due date should have
been January 23, 2009.

Final Nolice mailed January 14, 2009, $134.00 due January 22, 2009 - the past
due notice was not in compliance which makes this notice not in compliance.

Past Due Notice mailed February 10, 2009, $579.74 due February 25, 2008 - There
was the President's Day Holiday on February 16, the due date should have been
February 26, 2000,

Final Motice mailed February 17, 2009, $579.74 due February 25, 2009 - the past
due notice was not in compliance which makes this nofice notin compliance,

The company called the customer February 24, 2009, to collect $579.74 - because
the Past Due and the Final Notice were not in compliance, the company should
not have called the customer to collect.

Because tha February notice for $579.74 was not in compliance, when the company
came to disconnect and charged the customer $8.00 for the field visit, they

were not in compliance with the disconnect notices, thereforg, should not have
charged this customer $8.00. Need to refund customer.

E.g* 09/18/2009 04:36 PM Voice Mail: Rachel Stark => Consumer

Leit voicemail for consumer and let her know | am recording violations against
the company for a couple of notices they sent to them. | told her in February,
she was sent a past due and a final disconnection and should not have come to
her home to disconnect service because the company did not account for the



holiday when they scheduled the due date. | told her the company charged them
£8.00 for a field visit charge and they should not have. | told her | am going

to have the company credit her account the $8.00. | did let her know the

company shows she was disconnected for nonpayment and they were in compliance
with that disconnection. | let her know the company showed there was theft at

the home and she has been shut off at the pole. | let the customer know to

have service restored; they need to pay at least 1/2 of the new deposit of $264

plus her theft charges $241.28 plus a reconnect fee of $32.00. | let her know

I am closing her complaint,

09/18/2005 04:59 PM Email: Rachel Stark >> Janet Hadley
Good afternoon Janet,

I have advised this consumer of their account history and balance, | have also
advised them of charges regarding the theft of service and what they need to
pay to have service restored. | have also advised them the company needs to
credit their account $8.00.

Avista mails their bills from California, and are not in compliance with the
following notices.

| am recording 3 violations of WAC 480-100-128(6)(l) because the past due

notice due date requirement is 11 business days, and the company mailed the
following past due notices:

November 4, 2008, $216.10 due November 19, 2008 - There was the Memorial Day
Holiday on November 11; the due date should have been November 20, 2008.

January 7, 2009, $134.00 due January 22, 2009 - There was the Martin Luther
King Jr. Holiday on January 19; the due date should have been January 23, 2008.

February 10, 2009, $579.74 due February 25, 2009 - There was the President's
Day Holiday on February 16; the due date should have been February 26, 2009,

| am recording 5 violations of WAC 480-100-128(6)(ii) Final notice due date
requirement is 6 business days, and the company mailed the following notices.

November 10, 2008, $216.10 due November 19, 2008 - the past due notice was not
in compliance which makes this notice not in compliance.

The company called the customer November 18, 2008, to collect $216.10 - because
the Past Due and the Final Notice were not in compliance, the company should
not have called the customer to collect.

January 14, 2008, $134.00 due January 22, 2009 - the past due notice was not in
compliance which makes this notice not in compliance.

February 17, 2009, $579.74 due February 25, 2009 - the past due notice was not
in compliance which makes this notice not in compliance.

The company called the customer February 24, 2009, to collect $579.74 - because
the Past Due and the Final Notice were not in compliance, the company should
not have called the customer to collect,

Because the February nolice for $579.74 was not in compliance, when the company
came to disconnect and charged the cuslomer $8.00 for the field visit, they



were not in compliance with the disconnect notices, therefore, should not have
charged this customer $8.00. Please credit the customer's account.

I have completed my investigation and this complaint is now closed, Please note
that the Consumer Protection Section has an internal quality review program and
all closed complaints are subject to possible review and/or re-opening.

Please let me know if you have any questions.
Rachel

09/22/2009 01:54 PM Violation: 480-100-128(6)(i) -
3 violations. The company mails their notices from California, therefore, the past due notices due date
requirement is 11 business days, and the company mailed the following past due notices:

November 4, 2008, $216.10 due November 19, 2008 - There was the Memorial Day Holiday on November
11; the due date should have been November 20, 2008.

January 7, 2009, $134.00 due January 22, 2009 - There was the Martin Luther King Jr. Holiday on
January 19; the due date should have been January 23, 2009,

February 10, 2009, $579.74 due February 25, 2009 - There was the President's Day Holiday on February
16; the due date should have been February 26, 2009,

08/22/2009 01:57 PM Violation: 480-100-128(6)(ii) -
5 violations. The company mails their notices from California, therefore, the final notices due date
requirement is 6 business days, and the company mailed the following past due notices:

November 10, 2008, $216.10 due November 19, 2008 - the past due nolice was not in compliance which
makes this notice not in compliance.

The company called the customer November 18, 2008, to collect $216.10 - because the Past Due and the
Final Motice were not in compliance, the company should not have called the customer 1o collect

January 14, 2009, $134.00 due January 22, 2009 - the past due notice was not in compliance which
makes this notice not in compliance.

February 17, 2009, $579.74 due February 25, 2009 - the past due notice was not in compliance which
makes this notice not in compliance.

The company called the customer February 24, 2009, to collect $579.74 - because the Past Due and the
Final Notice were not in compliance, the company should not have called the customer to collect.

= 09/23/2009 11:42 AM Phone: Rachel Stark << Consumer

Consumer called very upset because she does not feel like the company is in
compliance with her disconnects. She Is not paying theft charges; she said she
did not steal any electricity. She said she was nol even home when the company
states they came out to disconnect her service. She sald doesn't think the
company really disconnecled her. Ms. was in Alaska from June 15, 2008, to July
22, 2009, She said she locked her fence because she did not want anyone back
in her yard because she had things in her yard she did not stolen.

| told her | would recpen her complaint because | feel | need 1o ask the
company why they reconnect this consumer without a payment.



Get account commentsinotes from the company.

Ms. is stating the field tech. who comes out to disconnect service tells
consumer to write a post dated check even though the consumer tells them the
check is not good. She states when she went to energy assistance, the person
who worked on their energy assistance, told them the customer who came in
earlier who lives about 2 blocks down from her told them the same story.

| also asked this consumer to provide me with any proof of payments she made
and we can work on what to do to have service restored.

= 09/23/2009 04:55 PM Email: Rachel Stark >> Janet Hadley
Good afternoon Janet,
I need to reopen this complaint. | have a few questions.

The consumer called very upset because she does not feel like she should have

to pay for any theft charges. She said she did not steal any electricity. She

said she was not even home when the company states they came out to disconnect
her service on June 29, 2009. She said doesn't think the company really
disconnected service and that is why there was usage. Ms. was in Alaska from
June 15, 2009, to July 22, 2009. She said she locked her fence because she did
not want anyone back in her yard because she had things in her yard she did not
want stolen. She would like to know how the tech. got into her backyard to
disconnect service if the fence was locked. | would like to have that

confirmed as well.

| would also like to know if this customer has any other payments than the ones
you previously gave to me. If not, how did this customer have their service
rastored without making a payment? May | also have any and all account
comments orfand notes for this consumer,

This customer also tells me the field tech. who comes out to disconnect service
tells consumers 1o write a post-dated check even though the consumer tells them
the check is not good until a certain date. She said the tech. told her

boyfriend if he wrote a posted-dated check, the company would hold off on
processing the check until the date they needed. Also, she siates when she
went to energy assistance, the person who worked on their energy assistance
told them another Avista customer came in earlier who lives about 2 blocks down
from her told him the same story, When he reported that information to Avista, -
it was not noted.

Also, can you please tell me if the $8.00 field visit charge was credited back
to this consumer’'s account?

Response due September 28, 2009, by 5:00pm PST

Thank you.

Rachel

é’* 09/28/2009 02:46 PM Email: Rachel Stark << Alene Clayton
Good Morning Rachel,

Verified with serviceman disconnected power 6-29-02 meter read 6303



Meter read 7-7-09 6311 indicates 80 kwh used since disconnect

7-21-09 Billing department sent for possible tampering investigation, findings
not able to access meter, gate locked 6' fence, door bell working

7-21-08 disconnected service at pole

7-24-09 customer disputes having access to meter for disconnect 6-29-09, made
appointment with customer to obtain access to meter to verify disconnect.
5:20pm serviceman arrived at residence says no one is home, could mot verify if
seal was cut.

7-31-09 serviceman can see red seal, couldn't get in gates to if seal is cut,
can see extension cord running out window to neighbor's house,

It is not our policy to knowingly accept a check that does not have funds in
the bank.

9-23-09 $8.00 field visit charge reversed.

Before Avista can grant serviee to the customer we need to have access to the
- Electric meter, which the customer has refused to grant.

Thank you for your assistance.
Alene G Clayton

Awvista Utilities-Customer Service
1411 E Mission Avenue
Spokane, WA 99252
5008-495-7907

** 08/28/2008 02:52 PM Email: Rachel Stark << Alena Claylon
Rachel,

Enclesed document: customer account remarks

Alena

SEE ATTACHED CUSTOMER ACCOUNT NOTES

;‘ 10/01/2009 03:19 PM Phone: Rachel Stark << Consumer
£
Consumer called requesting from the company until the complaint is resolved, if
she can pay the new deposit and the reconnect fee. She has a friend and her
two kids staying with her and would like heat. | told her | would contact the
company and get back to her,

E’ 10/01/2009 04:22 PM Phone: Rache! Stark >> Janet Hadley

Spoke with Janet regarding consumer's request to pay the deposit and reconnect
fee until the complaint is resolved regarding the fraud. She stated the

company does not have access to the customer's electric meter and needs to have
access o see if the meter had been tampered with. She said the customer has
refused to grant access and that usually tells the company there probably was
fraud even though the consumer is claiming there is not.



| talked to Janet about the consumer stating she was in Alaska at the ime the
service was suppose 1o be disconnected on June 29, 2008, and prior to her
leaving, she locked her fence because she did not want anyone in her back yard.
She said her fence should have been locked and wanted to know how the
serviceman got into the back yard to disconnect service. Janet stated he was
able to disconnect service. When the company saw usage, they opened an
investigation of fraud and the serviceman went out again and was able to see an
extension cord from the meter to the neighbor's home.

With Janet on the line, | conferenced called the consumer so to grant access to
the company to the meler. | had to leave a voicemail. My voicemail stated the
company is unwilling to reconnect with a payment of the deposit and reconnect
fee because of the possibility of fraud. 1 asked her to contact me and left

the toll free number to let me know a good time to have to company come to her
home. |told her she could also contact the company regarding scheduling a
time to have access to her meter. | told her until that is complete, the

company will not restore service.

*** 10/01/2009 04:47 PM Email: Stark, Rachel (UTC) << Hadley, Janet
B

=)
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SEE ATTACHED ACCOUNT INFORMATION

;‘ 10/02/2009 10:11 AM Phone: Rachel Stark << Consumer
=]
Ms. is saying the company has access and has had access to her meter since they
got back the end of July. The company even came to disconnect their gas

service so why didn't they check her meter when they shut her off? She says

she has been speaking 1o a supervisor named Palty and let her know the company
can come out o investigate. Consumer states Paity and the company is playing
games with her and she is tired of it. She would like to have this issue

resolved and have service restored. | told her | need her to send any

information regarding payments because without those, | cannot show the company
they are missing payments. She said she would get them and call me back.

*** 10/02/2009 10:56 AM Email: Rachel Stark >> Janet Hadley
Good morning Janet,

Ms. called me and is saying the company has access and has had access to her
meter since they got back the end of July because her fence has been unlocked.
She is still stating the company came to her home and the tech. did not get out
of his truck. She did say the company even came to disconnect their gas
service so why didn't they check her electric meter when they shut her off? |
also would like to know the answer 10 that question.

The information you provided below does not show additional payments. Why did
the company restore service when there was no payment? Also, how can the
company apply a deposit and deposit interest if there was no payment toward a
deposit or use? | believe there may be some missing payments. Is there a
separate deposit payment information missing?



Response due October 7, 2009, by 5:00pm PST

Thank you.

Rachel

;* 10/02/2008 10:57 AM Email: Stark, Rachel {UTC) << Hadley, Janet

B

| will be out of the office Friday 10/2 and return Monday 10/5. I you need
immediate assistance please contact Alene Clayton on 508 485 7997

& 10/0212009 11:25 AM Emil; Rachel Stark >> Alene Clayton

Good moming Alene,

Can you please look at this email.

The consumer would like to see if we can have a tech. come to her home today to
investigate the meter regarding tampering. Then hopefully we can finish this

one up once | am able to show payments, and how much this consumer will nead to
pay o have service restored. They would like to pay today.

Thank you.
Rachel

gé‘ 10/02/2009 12:32 PM Email: Stark, Rachel (UTC) << Clayton, Alena
Good afternoon Rachel,
I will review and get back with you.

Thanks.
Alene

*** 10/02/2009 D1:18 PM Email: Rachel Stark >> Alene Clayton

%&nk you Alene.

*** 10/02/2009 04:04 PM Email: Stark, Rachel (UTC) << Clayton, Alene
Eood afternoon Rachel,

Meterman gained access to meter today.

Meter seal had been cut. No damages to meter base.

3-25-09 customer paid $200.00 for reconnect, paymeant applied to deposit.
6-29-09 service disconnect, deposit $200.00 plus 0.21 % applied to account.
9-17-03 gas meter disconnected due no application of service, had 22 therms of
unbilled usage. Unfortunately serviceman didn't have instructions to check
electric meter.

To restore service customer would need to pay $574.85, deposit $264.00,

diversion charges $294.85 reconnect $16.00. Quote for reconnect has changed due
to 1 hour meter man charge for today's service call.



Once payment is called in, a lineman would be dispatched to restore electric
service. Since gas is off the customer will need to home for gas serviceman to
have access lo property.

Thank you,
Alene

Alene G. Clayton

Avista Utilities-Customer Service
Phone 509-495-7997

Fax 508-777-5177

‘é 10/05/2009 09:38 AM Voice Mail: Rachel Stark << Consumer

Consumer left voicemail stating the company came and inspected the meter. She
said the tech. looked al the meter and saw there was a red tag and went to the
truck, went back to the mater, cut the red tag off and replaced it. She said
someona at her home overheard the tech. tell another tech. the meter does not
looked tampered with and therefore she wants the tamper charges removed from
her bill.

é* 10/05/2009 01:56 PM Email: Stark, Rachel (UTC) << Hadley, Janet
Rachel:

The screen shot of the Deposit screen below shows a payment to deposit of $200
3/26/09. By paying $200 the service was restored. The $200 deposit + $.21
interest was applied when the service was shut off 6/29.

The customer's fence may have been unlocked, however, she has a very bad dog
that has alsc prevented our servicemen from accessing both the gas and electric
meters.

The gas serviceman tried 8/13/09 to shut off the customer's gas service,
however, was prevented by the dog from accessing the meter. He was able to
disconnect the gas meter 317/09. The Gas department and the electric
department are totally separate, with each department having its own employees
who are trained and cerified. The Gas serviceman was sirictly at the

residence to shut off the gas service and was not necessarily aware of any

theft of service on the electric meter. This is not his field of expertise.

Hopefully , this information helps.

Thanks,

Janet

SEE ATTACHED ACCOUNT INFORMATION

?é* 10/07/2009 04:44 PM Action: Rachel Stark

Reviewed account history again.

Customer was reconnected July 23, 2008 - What was the new deposit request? How
did the company come up with that amount? The company does not show a customer
payment, why? Please provide service dates and usage for deposit request,

Customer was reconnecied October 3, 2008 - What was the new deposit request?



How did the company come up with that amount? The company does not show a
customer payment, why? Please provide service dates and usage for deposit
requeast.

Customer was reconnected March 25, 2009 - New deposit request was $200, how did
the company come up with that amount? Please provide service dates and usage
for deposit request.

Customer was disconnected June 29, 2009, new deposit request was $264, how did
the company come up with that amount? Please provide service dates and usage
for deposit request,

How did the company come up with $218.83 in diversion theft charges?
How much is the charge for one hour of the meter man charge and what did he do?

Where in location are the gas and electric meters? If they are close or
side-by-side, why wouldn't the tech see a red tag and not notice if it was cut
or not? '

'.** 10/07/2009 04:58 PM Email: Rachel Stark >> Janet Hadley and Alene Clayton
B

Good afternoon ladies, .

| reviewed this complaint, | have just a few more things please.

Customer was reconnected July 23, 2008 - What was the new deposit request? How
did the company come up with that amount? The company does not show a customer
payment, why? Please provide service dates and usage for deposit request.

Customer was reconnected October 3, 2008 - What was the new deposit request?
How did the company come up with that amount? The company does nol show a
customer payment, why? Please provide service dates and usage for deposit
request.

Customer was reconnected March 25, 2009 - New deposit request was $200, how did
the company come up with that amount? Please provide service dates and usage

for deposit request.

Customer was disconnected June 29, 2009, new deposit requast was $264, how did
the company come up with that amount? Please provide service dates and usage
for deposit request.

How did the company come up with $218.83 In diversion theft charges?
How much is the charge for one hour of the meter man charge and what did he do?

Where in location are the gas and electric meters? If they are close or
side-by-side, why wouldn't the tech see a red tag and not notice if it was cut
or not?

Response due October 12, 2009, by 5pm, PST

Thank you,

Rachel

= 10/08/2009 10:12 AM Phone: Rachel Stark << Consumer

Consumer called.
She stated at 6:45 to 6:50pm last night she paid $550 to have service restored



and now this morning is told she has to pay an additional $27. She Is very

upsat the company is still playing with her. She said she spoke with Alene and
she said she will have service restored today, Ms. finds this unbelievable
because earlier it was nol a problem and now it's not. | told her Alene was an
escalated complaint manager and has the authority 1o overwrite and request
restoral. She did not care, she believes the company is lying and she said she
may take them to court. | told her she has that right. | also ask her how she
made the payment, she stated over the phone. She =said she did it because she
wanted service restored last night because of the kids staying at her house.

She was still insisting she did not steal service and the company is lying. She
said they never shut her off and she has a right to lock her property. | told

her the company did come out when she asked them to and they could not get into
the yard but looked through the fence and noticed the extension cord (Ms.
became upset and stated “"that is not illegal"l) | asked her what the extension
cord was for, she stated it was not illegal and she ran an extension cord from
her neighbor's house so she could have electricity so she could function, She
said the only limes her dogs ara in the yard are if she or Mike are not home

and the company has had plenty of opporiunity to come to her home. She again
stated the company had 2 men come fo her home Mike was in the garage and they
could have gone to the garage and got Mike. (Ms. stated Mike was in the garage
and saw the men, however did not talk to them because he didnt want to and is
not a people person so will not talk with people). | told her to resolve this

issue she would need to have Mike in the future either speaks with the people

if they come to your home or make sure she schedules a time and she will be
there,

| explained to her she had to pay more because the company did not have access
to the meter, they charge the customer for coming to their home. She said she

is not paying for those charges because she said the company had access to her
meter. | explained to her the company has shown the service was disconnected
and there was not access to the meter - she became upset and did not agree and
kept stating she is tired of being called a liar. | told her the company will

still charge her.

| asked her if she ever sent me the payment information she said she was going
to provide to me because | do not have it. She said she had to pay to fax it

and didn't want to do that. | told her like | told her in the past she has 3

options, she can fax, mail, or e-mail the information o me. She said she will

put the information in the mail today. | gave her the mailing addrass.

*=* 10/08/2009 11:13 AM Phone: Rachel Stark << Consumer

Consumer called.

The tech. {Bill) came to her home to restore service. He put a voltmaster on the
meter and there was no reading. Ms. was home and she had all the switches in

the fuse box off, she unplugged the extension cord (she stated there was no
jumper hooked up) and everything was off. The tech. then turned the meter on

and the fuse box and the meter are now blown and the company is stating she has
to pay an electrician to fix the damage in her home. Ms. stated a fire almost
happened in her basemenl. Sparks flew out of Bill's hands and the roommate came
running out of the house slaling sparks flying and the basement is full of

smoke.

Marty and Gary (Avista employees) immediately came to her house to investigate
and told her she would have to pay an electrician to have her meter and box
fixed. She said she did not do this damage and the company should pay. Marty



told her the jumper caused the problem and Ms. told him there was no jumper
hooked up. She stated the guy that hooked up the meter is the one at fault.
Marty would not talk to me on the phone - he stated | would have to talk to his
boss.

Clayton (Avista employee) talked to me and said he restored service at the pole

at about 9:10am. He stated the bolts are melted at the bottom of the meter.
Clayton explained to me about when consumers put a jumper on the panel and will
be a short and usually when the company restores service at the meter, the

house will short. She will have 1o file a report with the claims department. He

also lat me know he needs to disconnect service at the pole due to the short,

I thanked him for talking with me. '

| again asked her what the extension cord was being used to supply electricity
to. Ms. stated the extension cord was for the refrigerator only. She stated the
neighbor's told her their bill went up only aboul $20. She said they haven't
even been home because there has bean no electricity to their home. She kept
saying she is not paying for this because the company is at fault. She only had
one breaker on for the refrigerator, however, then she stated she shut off all
the switches before he restored service ('m not sure If she was stating she
was just making sure everything was off or if some things were on and she was
shutting them off). She said the jumper was not hooked up. She told me how a
jumper is hooked up and she also stated she told whoever was running the
extension cord from the neighbor's house to not hook up the jumper. She said
everything was off and | explained to her at this paint, the UTC does not have
jurisdiction over damage claims and she would have to take the issue up with
the company's claim department or take them to court,

She felt the person who got orders to reconnect at the pole and should have
known the meter should have been reconnected too. Why-didn't he do both while
he was here. She claims because no one was at the pole this morning. She never
saw a truck pull up this morming at all.

TBS 10/08/2009 12:15 PM Email: Stark, Rachel (UTC) << Clayton, Alene
Rachel,

The customer's electric has been restored and order has been dispatched to
restore gas service. Customer has paid $550.00 to restore service. | will
respond to your questions by 8-12-09.

Thank you,

Alene G. Clayton

1411 E. Mission Avenue
Spokane, WA, 99252
509-495-7997

“* 10/08/2009 01:12 PM Phone: Rachel Stark << Consumer

=

Ms. called and wanted to know what time the orders were put out for her service
to be restored at the pole and the meter.

She stated she called 7am this moming and Alene called her back at about
&:50am and left her a voicemail; she called Alene about 10am. She called the
company and spoke with Patti who told her the order for restoral of service
went out for 10:07am. Ms. believes because of this, how the other guy could



know to come out and restore at the pole at 9:10am. Patti also told her there
was a cancelled order but does not know why.

She would like to know if the company can come and restore he gas service so
she can at least have heal.

**+ 10/08/2009 02:48 PM Voice Mail: Rachel Stark << Alene Clayton

Alene called and asked to return her call.

10/08/2009 02:51 PM Voice Mail: Rachel Stark >> Alene Clayton
Left voicemail for Alene to return call.

%‘* 10/08/2009 03:27 PM Email: Rachel Stark >> Alene Clayton
Good afterncon Alens,
The issues continue.

The consumer called me and said about 11am a tech. (Bill) came to her home to
restore service, He put a voltmeter on the meter and there was no reading. Ms.
was home and she had all the switches in the fuse box off, she unplugged the
extension cord (she stated there was no jumper hooked up) and everything was
off. The tech. then tumned the meter on and the fuse box and the meter are now
blown and the company is stating she has to pay an elecfrician to fix the

damage in her home. Ms. stated a fire almost happened in her basement. Sparks
flew out of Bill's hands and the roommate came running out of the house stating
sparks flying and the basement is full of smoke.

Marty and Gary (Avista employees) immediately came 1o her house to invesligate
and told her she would have to pay an electrician to have her meter and box
fixed. She said she did not do this damage and the company should pay. Marty
told her the jumper caused the problem and Ms. told him there was no jumper
hooked up. She stated the guy that hooked up the meter is the one at fault.

Marty would not talk to me on the phone - he stated | would have to talk to his
boss.

She felt the person who got orders to reconnect at the pole and should have
known the meter should have been reconnected too. She says she has been home
and no one was at the pole this morning. She never saw a truck pull up this
morning at all. -

Here's is what | need answered please:

Please give me all the times an order was issuad to have senvice restored.

Can you tell me why the guy who did hook service up at the pole did not hook up
the meter?

Response due October 13, 2009, by 5pm, PST

Thank you.

Rachel

%" 10/08/2009 04:25 PM Email: Stark, Rachel (UTC) << Clayton, Alene

Rachel,



Due to the damage at the meter socket and possible damage to the customer
breaker panel it has now become a safety issue for the customer. Codes require
at this point the customer have a licensed electrician repair the damage.
Inspection will need to follow for both the breaker panel and meter socket.

Inspection will need to be done by city or county electrical inspector.

What happened today was customer caused. This action put our employee at
physical risk because of the jumpers placed on the breaker panel.

At this point it has become the customer's responsibility to resolve.

Once repairs have been made and inspections have been called in Avista will
restore service.

Thank you,
Alene

Alene G. Claylon

Avista Utilities-Customer Service
Phone 509-495-7997

Fax 508-777-5177

* 10/08/2009 04:52 PM Email: Rachel Stark >> Janet Hadley and Alene Clayton
Ms. would like to know if the gas could be connected? Is that possible? She did
pay $550 toward the bill.

Thanks
Rachal

% 10/08/2009 04:53 PM Email: Stark, Rachel (UTC) << Clayton, Alene

Fricay10-9 will be out of the office . | will return on 10-12, If you need
immediate assistance contact Janet Hadley @ 495-7907.

10/09/2009 09:21 AM Email: Stark, Rachel (UTC) << Hadley, Janet
Rachel:

| checked with our gas meter shop, unfortunately, Avista will not turn on the
gas without the electric available. Also the gas appliances will not operate
without electric available, this includes hot water tank, furnace, gas
fireplace ete.

Thanks,
Janat

g 10/09/2008 09:53 AM Email: Rachel Stark >> Janet Hadley.
Janet,
In June she had her electric disconnected, only recently did her gas service

become disconnected. | don't see the difference if the company disconnects
electric and leave gas turned on.



= 10/09/2009 10:35 AM Email: Stark, Rachel (UTC) << Hadley, Janet

Rachel;

| just spoke to our Gas department . The gas department is willing to send a
gas serviceman out to meet with the customer, and see if we're able to turn on
her gas without a safety issue. |t would be up to the serviceman if he finds
the situation safe for the Customer and the Company. The only appliance that
may work is her Hot water tank- depends on the type of appliance, and there's
no guarantee. The serviceman will contact the customer at 509 487 1486 and
arrange to meet her.

Thanks,
Janet

E 10/09/2009 10:41 AM Voice Mail: Rachel Stark >> Consumer

Left voicemail for consumer.

Let her know the company has agreed to send a gas service tech. to her home to
meet with her to see if it is safe to turn on the gas. | let her know the

company is saying the furnace will not work unless the electricity is on. |

told her | am looking to make sure the company has given her the proper credits
for payments and deposit information, however, the damage claim issue we have
no jurisdiction and | cannot do anything about that. | let her know | will

contact her once | have the information. | left her the toll-iree number to

contact me with any questions.

*** 10/12/2009 02:32 PM Email: Stark, Rachel (UTC) << Hadley, Janet

QUESTION: Customer was reconnected July 23, 2008 - What was the new deposit
request? How did the company come up with that amount? The company does not
show a customer payment, why? Flease provide service dates and usage for
deposit request.

ANSWER: The customer was disconnected for non pay 6/29/09, at that time a new
deposit of $264.00 was requested. This is based on 2 times the average bill

of $132.00 per month. | have attached the usage for the electric and gas for

the period the deposit is based on.- see below for payment guestion.

QUESTION: Customer was reconnected Oclober 3, 2008 - What was the new deposit
request? How did the company come up with that amount? The company does not
show a customer payment, why? Please provide service dates and usage for

deposit request. '

ANSWER: The new deposit is $264.00. This is based on the revolving 12 month
average monthly amount of $132 x 2 = $264.00 The customer's original account at
this address was closed 6/29/08. When Avista opened a new account at this
address, Oct’ 09 the account number was changed. Any payments posted to the

old account number, See attached.

QUESTION: Customer was reconnected March 25, 2009 - New deposit request was
$200, how did the company come up with that amount? Please provide service
dates and usage for deposit request.

ANSWER: The customer was shut off 3/25/09 | the amount of deposit requested was
$310.00. The customer paid $200.00 3/26/09, that left $110 of the deposit

still owing. The $200.00 was applied 6/29/09 + int.- attached- usage for

that time period.



The average 12 month billing at that time was $155 per month,

QUESTION: Customer was disconnected June 29, 2009, new deposit requast was
$264, how did the company come up with that amount? Please provide service
dates and usage for deposit request,

ANSWER: see information for the $264.00 deposit request above, the usage would
have been the same. see attached usage for that time period.

QUESTION: How did the company come up with $218.83 in diversion theft charges?
AMNSWER: This is the cost to the Company for the investigation - Serviceman's
wages, loaded labor costs, damage to equipment, ete.

QUESTION: How much is the charge for one hour of the meter man charge and what
did he do?

ANSWER: The meter man's charge per hour is $76.02 - This is the hourly wage
and loaded labor costs + equipment. The Meterman would have driven out to the
home and inspacted the aquipment.

QUESTION: Where in location are the gas and electric meters? If they are close
or skde-by-side, why wouldn't the tech see a red tag and not notice if it was

cut or not?

ANSWER: They are both located on the south side of the home, however, the gas
technician may not have been aware of the problem we were having with the
Electric side of the business, and would have had no reason to check.

Hope this information helps.
Thanks,
Janet.

SEE ATTACHED INFORMATION PROVIDED BY COMPANY

- 10/22/2009 04:40 PM Action: Rachel Stark
-

Reviewed company information,
Deposit calculations:

Period June 4, 2008 to June 8, 2005:

Gas $1047.94 /12 =$87.32x 2 = $174.65

Electric $601.34 / 12 = $50.11 x 2 = $100.22

$100.00 + $174.65 = $274.87 - The company asked for $264

Period March 7, 2008 to March 11, 2009:

Gas $1092.62/12=$91.05x2 = $182.10

Electric $638.97 / 12 = $53.24 x 2 = $106.64

$106.64 + $182.10 = $288.74 - The company asked for $310

The company was not in compliance with WAC 480-90-113(3)(a) because the deposit
required for a customer or location must not exceed two-twelfths of the

estimated annual billings for utilities billings monthly.

E 10r22/2008 04:58 PM Voice Mail: Rachel Stark >> Consumer

Left voicemail for consumer and let her know the company has accounted for all
of her payments. | told her the complaint is now closed.

*** 10/22/2008 04:58 PM Email: Rachel Stark >» Janet Hadley



Good afterncon Janet,

Thank you for all of your working with this complaint, | appreciate it.
I have completed the review of the information you provided.
Here are my deposit calculations:

Period June 4, 2008 to June 8, 2009

Gas $1047.94 /12 = $B7.32 x 2 = $174.65

Electric $601.34 /12 = $50.11 x 2 = $100.22

$100.00 + $174.85 = £274.87 - The company asked for $264 - this is ok.

Peariod March 7, 2008 to March 11, 2009:

Gas $1002.62/12=591.05x 2 = $182.10

Electric $638.97 /12 =$53.24 » 2 = $106.64

$£106.64 + $182.10 = $288.74 - The company asked for $310

| am recording one violation of WAC 480-90-113(3)(a) because the deposit
required for a customer or location must not exceed two-twelfths of the
estimated annual billings for utilities billings monthly. The company requested

a deposit from this customer on March 25, 2009, more than the estimated usage.

| have completed my investigation and this complaint is now closed. Please note
that the Consumer Protection Section has an internal quality review program and
all closed complaints are subject to possible review and/or re-opening.

Please let me know il you have any questions.
Thank you.
Rachel

;‘ 10/22/2009 04:58 PM Violation: 480-90-113(3)(a) -
B
1 violation. The company requested a deposit from this customer on March 25, 2009, more than the
estimated usage. .



Washington UTC Complaint 107660
Company: Awvista Corporation E964

Customer: Account# 610 10 85 65

Velvet Shoemaker
Contact;

1411 Fair Street #314 D
Clarkston, WA 99403

Primary Phone: (509) 758-9069
E-mail addr: givemesomelovebaby@hotmail.com

Complaint: TUREED Serviced by: Mike Meeks

Opened on: 10/20/2009 Grouped by: Disconnect
Closed on: 11,/02/2009 Disposition: Consumer upheld
imﬁm‘m-gul

]

Customer called to say she was disconnected on 10/14. Says the notice amount was $116. Says that
she paid $$140 including the reconnect charge $16 on 10/14 for service to be turned back on. States she
should have a $8 credit on the bill. Says that the company took her payment and applied it to a deposit
instead of applying it to the amount due on the account. Customer states she paid the past due amount in
full. Why was it applied to a deposit? Please provide bill history for this customer. Passed to company at
11:40am on 10/20. Please respond by 10/22.

Re-opened 1/8/2010

Results:

Customer should not have a prior obligation. The customer paid more than the notice amount to be
restored, Advised company to remove the new deposit request and the prior obligation amount and apply
all payment amounts to the original account. Customer's original deposit amount should still be in place.

Activity:
Activity Links

'.'* 10/21/2009 12:57 PM Email: Meeks, Mike (UTC) << Clayton, Alene
SEE ATTACHMENTS
Mike good morning,
Yelvet L Shoemaker
1411 Fair Street Apt. 314
Clarkston, VWA 99403
Account 610108565

Established 8-15-2007

Slow pay

Deposit $172.00 requested 10-14-09, owing $32.00
Paid $140.00 10-16-09

1 Disconnect 10-14-2009

$149.50 Prior obligation

0 NSF

4 Past due notices

2 Final notices

08-27-09 Past Due Notice $236.53 due, 09-14-09



9-1-09 Agreed 1o pay $140.00 on 9-1-09

9-2-009 bill $107.72, due 9-23-09, previous balance $236.53

9-4-09 Payment arrangement broke

09-04-09 Final Notice $236.53 due, 09-14-09

09-14-09 Phone Call to Customer, $2356.53 09-14-03

8-15-09 cust. Agreed to pay $120.00 9-18-09 Paid & $224.25 on 10-1-09 did not
pay

9-21-09 cust paid $120.00

9-24-09 deposit interest $0.05

10-2-09 bill $63.37 due 10-22-09, previous balance $224.20

10-06-08 payment arrangement broke, collections resumed on account
10-14-09 disconnect

10-14-09 apply deposit $138.00, balance $149.57

10-14-09 apply deposit interest $0.07, balance $149.50

10-14-09 transfer balance to prior obligation $149.50

10-14-08 paid $140.00 cash in Clarkston Construction office

10-14-09 billed reconnect fee $16.00

10-16-09 payment posted to deposit

Account balance is $197 50, $32.00 deposit balance, $16.00 reconnect fee &
149.50 prior obligation. The meter is due to be read on 10-29-09, with due dats
of 11-14-09. Avista is willing to add the remaining balance of $48.00 to be

paid with the bill due on 11-14-08, Avisla does encourage customer to make
payment arrangements on prior obligation.

Thank you for your assistance,
Alene

Attached documents:
Bill prep & due date
Usage history
Collection activity

;‘ 11/02/2009 11:03 AM Email: Mike Meeks >> Velvet Shoemaker
Velvetl Shoemaker;

| contacted Avista about your billing and the disconnection. A consumer
protection for utility customers requires the company to allow

reconnection of the service with payment of a proper deposit and

reconnection fee. When the service is disconnected, all of the charges

owing become due. In your case, the company states that $149.50 was due
on the account. When you paid the $140, it was applied to the deposit.

If you had paid the $149.50 plus the $16 reconnection fee, then the

company would restore your service but would probably ask for an

additional deposit in the amount of $172. The $149.50 becomes prior
obligation. This means that the company can continue to show it on your

bill as being unpaid, but as long as you pay your ongoing monthly bills

for current service on time, the company cannot disconnect you for owing

the $149.50. The company will encourage you to make an arrangement on the
unpaid balance. You may want to call them and find out what they will take

per month to pay that off.

I hope this information is helpful to you, Please email me back if you

have any questions.

Sincerely,



‘é‘ 11/02/2009 11:12 AM Email: Mike Meeks >> alene.clayton

Hi Alene:

This complaint Is now closed. Please note that the Consumer Protection
section has an internal quality review program and all closed complaints
are subject to possible review and/or re-opening.

Thanks for your help.
Mike

;‘ 11/0372009 11:14 AM Phone: Mike Meeks >> customer
=]
Called and discussed. Customer will contact LIHEAP. Says she understands the
prior obligation and disconnection rules. Thanks the commission for help.

=+ 11/04/2009 12:54 PM Action: Diana Otto
B

Quality review done. Feedback provided.
f&:" 01/08/2010 09:50 AM Email: Mike Meeks >> Alene Clayton

Alene:
This complaint has been reviewed for quality. | have been asked to

re-open it.

According to the review the account history does not include the following:
Bill information leading up to the disconnection notice

Tolal amounts owing after debits or credits are applied to the account
Account notes

How the deposil was requested

a deposit verification calculation

restoral date :

deposit arrangements

enough information to substantiate the account balance owing of 197.50

Also, The customer had a disconnection notice for 236.53. The customer
paid 120.00 leaving the amount from this notice still due of 116.53. The
company applied the deposit intarest of $.05, leaving the balance at
116.48. The customer was then disconnected and paid $140, which the
customer said covered the $16 reconnect fee, leaving a 23.52 credit. if
you remove the reconnection fee, then she overpaid the disconnection
amount by 7.52. The company should have restored service without
requesting a deposit.

If the customer overpald the notice amount, was the deposit warranted?
Shouldn't she just have that amount ($140) applied to her account?
Please advise.

Thanks,

Mike

== 01/11/2010 09:02 AM Fax: Meeks, Mike (UTC) << Avista
SEE ATTACHMENT: Fax of billing and account notes
** 01/11/2010 03:08 PM Email: Meeks, Mike (UTC) << cOTWUTC



Aftached documents:;

Bill prep & due dats

Usage history
Collection activity

Mike: Hopefully I've answered your questions: I've put my answers in purple so
they would be easily Identifiable.

If | have missed anything, please let me know. Also, see attachments: |am
also faxing the remarks on the account,

Thanks, Janet

Established 8-15-2007

Slow pay

Deposit on file $138.00 6/4/09- requested 5/08-Balance due deposit $0.00
{(applied 10/14/09 - due to shut off)

;lawﬂapuﬁsit $172.00 requested 10-14-09 - reason- disconnection of service, owing
32.00
Paid $140.00 10-14-09-( Posted 10/16/09)

1 Disconnect 10-14-2009 $116.48- / Reconnected 10/14/09- Cust pd $140.00.

Customer paid $140.00 at Clarkston Construction office.  The
customer did not call the office to

ask for minimum owing- took $140 cash to the construction
office, The construction office notified

Business office, and the turm on was issued. The $140 posted
against the deposit on the account

as the balance was Prior Obligation. Avista requested the new
$172 deposit because of the customer's poor

eredit, and the disconnection of service. MNone of the $140
paid posted against the Prior.  After

the $140 posted against the $172.00 deposit - this still left
$32.00 owing on the deposit.

DATE 10/14/08

Balance on deposit $32.00

Reconnect fee: $16.00

Prior Obligation : $149.50

Total £197.50 Total collectible $48.00
$149.50 Prior cbligation
0 NSF
4 Past due notices
2 Final notices

06/04/09 billed $67.02  due 6/24/09 balance $199.98- use
06/16/09 cust payment $66.48 balance $133.50

06/22/09 applied $.05 deposit interest - balance $133.45
07/06/09 billed $96.57 due 07/24/08  Balance $230.02
071309 payment $134.00 - balance $96.02

07/22/08 applied $.05 deposit interest - balance $85.97

08/04/09 Billed $140.61 due 08/24/09 balance £$236.58
08/24/09 applied $.05 interesl - balance $236.53

08-27-049 Past Due Motice $236.53 due, 08-14-08
9-1-08 Agreed to pay $140.00 on §-1-09
9-2-09 bill $107.72, due 9-23-09, previous balance $236.53



9-4-09 Payment arrangement broke

09-04-09 Final Notice $236.53 due, 09-14-08

09-14-09 Phone Call to Customer, $236.53 09-14-08

9-15-09 cust Agreed to pay $120.00 9-18-09 Paid & $224.25 on 10-1-09 did not

pay
9.21-09 cust paid $120.00- usage balance $224.25
9-24-08 deposit interest $0.05- Balance $224.20
10-2-09 bill $63.37 due 10-22-09, previous balance $224.20- balance $287.50
10-06-09 10V1 payment armg. $224.25 broke, collections resumed on account
10-14-09 disconnect for $116.48
10-14-09 apply deposil $138.00, balance $149.57
10-14-09 apply deposit interest $0.07, balance $149.50
10-14-09 transfer balance to prior obligation $149.50
10-14-09 paid $140.00 cash in Clarkston Construction office
10-14-09 billed reconnect fee $16.00
10-16-09 $140.00 payment posted to deposit
DATE 10/14/09
Balance on deposit $32.00
Reconnect fee: $16.00
Prior Obligation : $149.50
Tatal £197.50 (Total collectible $48.00)

Account balance is $197.50, $32.00 deposit balance, $16.00 reconnect fee &
149.50 prior obligation. The meter is due to be read on 10-29-09, with due date
of 11-14-08. Avista is willing to add the remaining balance of $48.00 to be

paid with the bill due on 11-14-09, Avista does encourage customer to make
payment arrangements on prior obligation.

MNew deposit is $172.00- Gas and Electric Service: { see attached Elec and gas
usage)

ELEC:

10,092 KWH divided by 362 days X 30.417(average days in month) = 847 average
KWH in a month X rate

G00kw x 06444 $38.66
247kw x 07635 $18.85
Basic fee $5.75
$63.26
tax 6.00% $379
Total _ $67.05 x2 =$134.00
GAS:

183 therms divided by 362 days X 30.417 = 15 average therms per month,
15 therms x 1.05260  $15.78

basic charge $6.75
$21.53
6.00%tax £1.29
$2282 x2=4500
§45.00
$134.00

$179.00 Deposit request $172.00

The customer was offered current bill plus 48.00 as a payment arrangement.
Thank you for your assistance, Alena



‘ 0112/2010 10:49 AM Email: Mike Meeks >> Alene Clayton
E
Alene: ’

| have reviewed the latest response. The customer was disconnected on
1014, for the notice amount of 116.48. The customer paid $140 to get -
restored, the same day. The payment she made covered the past due notice
amount, so any remaining balance should not have been prior obligation.
Additionally, the application of the deposit on file ($138), should not

have happened, and any amounts she paid toward a new deposit should be
applied to her active account. There should be no prior obligation on her
account. Please restore her deposit of $138 back on her account and apply
any payments that were made to the new deposit request of $172 to her
account. When she paid the past due amount to get restored, her account
should have been made the same as it was prior to the disconnection, which
included her deposit that was on file. With those changes, | will need

to see the cormrections to her billing account so that | can explain this

to the customer. Please provide an updated billing history from 10114
forward.

Thanks,

' 01/13/2010 02:15 PM Email: Meeks, Mike (UTC) << Hadley, Janet

=

Mike:
I'm still not elear why the Company should not have asked for a daposit
after the disconnect 10/14/09. ’

Al the lime the customer's past due notice was malled 8/27/08 the total balance
on the account was $236.53, and all past due. = balance $236.53
9/2/09 - customer billed 107.72- due 9/23/09- Balance $344.25
9/21/09 customer payment for $120.00 - balance $224.25
: 9/21/09 customer stated would pay balance on account of $224.25 by
10/1- did not do/
amount still due on notice $116.48 past due.-
B/24/09 applied deposit Interest $.05

10/2/09 - billed $63.37- due 10/22/00 Balance $287.57
- 10/14/09 Disconnected for $116.48- Balance $287.57
10/14/09 Applied Deposit $138.00 + $.07 Balance $149.50

10/14/09 $149,50 is now prior

10/14/08 Requested new deposit due to disconnect $172.00
Balance $321.50

($149.50 + deposit $172.00)
10/14/09 Paid $140.00 at construction office - did not call for turn on $
amount 1st,

Construction office reported the payment, and Business office
issued turm on.
10/14/09 Charged $16.00 reconnect Balance $165.50 + 172
dep = $337.50
10/16/09 $140.00 posted to deposit = $32 still owing on deposit - bal usage
$165.50=5197.50

Balance 10/14/09: $32.00 owing on deposit.
$165.50 balance ( $149.50 of this is prior)

balance $197.50



Al no point do | show the customer has had a credit? The existing deposit of
$138 was applied after the disconnect and b4 any payment by the customer.
There was then a new

deposit amount requested of $172.00. The $140 payment posted against the new
deposit of

$172- leaving a deposit balance due of $32.00 and $165.50 due for usage
($148.50 of that is prior)

Where am | going wrong in my thought process? The customer paid more than she
was shut off for, however not more that she owed? Whenever an account is shut
off for non pay, we apply the deposit on file + interest, and then re ask for

another deposit based on the disconnect. When the customer pays, the payment

is applied against the new deposit because the rest of the balance is prior
obligation, except for the reconnect.

Thanks for your help on this.
Janet

*.“ 01M14/2010 03:43 PM Email: Mike Meeks >> janet.hadley

B

Hi Janet:

Thanks for getting back to me. The customer was disconnected for not
paying the "noticed” amount. To restore service, the customer, either,
pays the “noticed” amount in full; or, if they cannot pay the entire

“noticed” amount, the account goes prior and they pay a deposit and
reconnect fee. The total amount owing does not have to be paid in full
because the current bill was not yet past due.

Because this customer paid the amount "noticed” and more, the account must
be made whole. In other words, the former deposit should be back in place
as a deposit on the account, and any payment they made towards a new
deposit should be applied directly to the account.

Thanks,

Mike

‘é‘ 01M19/2010 01:39 PM Email: Meeks, Mike (UTC) << c01WUTC

Mike: 3
| appreciate your help with this. Would you be able to point me to the
rule | should reference so | can clarify.

Thanks,
Janat

*.“ 01/21/2010 09:52 AM Email: Mike Meeks >> janethadley
B
Hi Janet:

WAC 480-100-133(1) states that the company must restore the service afler
the customer has paid a reconnection fee (or the company agrees to bill

the reconnection fee) and (c) paid a deposit (or ¥: deposit with
arrangements), if the customer has not paid the prior obligation. In this
complaint, the customer had paid the prior obligation. Therefore, the
company may not request a new deposit to restore service.

| hope that helps.



Mike

*** 01/21/2010 02:15 PM Phone: Mike Meeks << Linda Gervais
& '
Called to discuss the interpretation of the rule WAC 480-100-133 regarding
prior obligation. Explained the commission interpretation and clarified our
understanding of the rule.

é" 01/21/2010 03:32 PM Email: Mike Meeks >> Alene Clayton

Hi Janet:

I spoke with Linda G. and | believe we have a mutual understanding of the
rule. Please advise if the customer's account has been changed to reflect
that she paid the past due amount for reconnection and that the new
deposit has been waived and the old depasit returned to her account.
Additicnally, any payments she has made to the account should post to her
live account.

Thanks,

Mike

‘ 01/21/2010 03:34 PM Email: Mike Meeks >> janet.hadley
=l
Hi Janet:

| meant to send this to you but it went to Aleng in error.

Hi Janet:

| spoke with Linda G. and | believe wa have a mutual understanding of the
rule. Flease advise if the customer's account has been changed to reflect
that she paid the past due amount for reconnection and that the new
daeposit has been waived and the old deposit returned to her account.
Additionally, any payments she has made to the account should post 1o her
live account.

Thanks,

Mike

01/22/2010 08:35 AM Email: Meeks, Mike {UTC) << Hadlay, Janat
mning Mike:
| have corrected the account to reflect the original paid deposit of $138.00 is

still being held on the account.
Thea money the customer paid for turn on is reflected in the balance for usage.

Thanks far your help and explanation on this.
Attachment:

Have a great weekend,
Janat

g 01/25/2010 09:58 AM Email: Mike Meeks >> janet.hadley
Hi Janet:

Could you give me an update on what the customer's account looks like
after the changes? |would like 1o call her and advise that her account



has been updated.
Thanks,
Mike

e 01/25/2010 10:47 AM Violation: 480-100-113(2){c) -

1 violation: Customer was charged for a new deposit when the customer did not have an unpaid overdue
balance. )

;" 01/25/2010 10:48 AM Email: Meeks, Mike (UTC) << Hadley, Janet
B
Mike:

See attached. The balance for usage on the customer's account is
$116.58.
This Is due 1/2510. $0.00 in pricr obligation.
The deposit Avista is holding is $138.00 and has been paid.

Thanks,
Janet

*.‘* 01/25/2010 10:48 AM Viclation: 480-100-123 -
Company created a prior obligation account for the customer when there was no prior obligation, because
the customer paid the amount for which she was disconnected, to get restored.

E‘ 01/25/2010 11:26 AM Email: Mike Meeks >> janet.hadley

Hi Janet:

| have a question about the Transaction register that you sent me. It
shows the original $138 deposit as being billed and a balance of $116.58
owing. | dont understand. The $138 was paid in full, sometime last
year. She doesn't owe that amount? Looks to me that she has a credit
balance of -$21.42,

Please advise,

Thanks,

Mike

;" 01/25/2010 11:47 AM Email: Meeks, Mike (UTC) << Hadley, Janet
B
Mike:

When the customer was shut off 10/14/09 for 116.48, the paid deposit of
£138.00 was applied to the account + $.07 interest 10M14/09. A new deposit was
then required of $172.00 this brought the usage balance to $149.50( this was
now prior), plus new $172 deposit. The customer then paid 140.00 10/14/08
that posted 10/16/09 to the new $172 deposit.

| was advised since the customer paid more than the disconnect amount, that the
ariginal $138.00 deposit should be put back as it was, and that the $140 the
customer paid should apply to the usage balance. To correct this | then

applied the 140.00 that posted to the $172 new deposit to the usage account,
and then moved $138.00 back to the original deposit. The balance on the
account is $116.58 Hope this helps.

Thanks,
Janet



" 01/25/2010 01:48 PM Phecne: Mike Meeks >> customer
RMNA
%‘ 01/25/2010 02:04 PM Email: Mike Meeks >> customer

| just attempted to call you but got a ring, no answer. | reviewed this
complaint and realized | had made an efror when | originally worked it
When you were disconnected back in October, you pald more than the
disconnection amount to be restored. The disconnect amount was $116.48
You paid $140, $16 of which was the reconnection fee. When you paid the
$140, the company should have just started your original {prior to the
disconnection) account back up.

The company applied the amount you paid to a new deposit and took your old
deposit and applied to the amount left owing. This created a " Prior
Ohbligation®, and that should not have happened.

You had a $138 deposit on the account. That deposit was applied to the
prior obligation when the service was disconnected. | have advised Avista
to pull back the $138 that was applied to your account. All payments you
have made to the new deposit that the company requested, have now been
applied to the account. | am aware that this is complicated, but the

bottom line is that you no longer are required to pay on the new deposit.
Your balance owing at this time is $116.58, and you no longer have a prior
obligation. Please call me or email me back so we can discuss. When you
receive your next bill from Avista, these changes should be posted.

My phone number is 1-888-333-9882.

Thanks,

Mike Meeks

Consumer Program Specialist

*** 017252010 02:55 PM Email: Meeks, Mike {UTC) =>> 'Hadley, Janet'
Thanks Janet:

I finally get it.
Mike



APPENDIX F

Washington UTC Complaint 107116
Company: Avista Corporation E964

Customer; Account¥ 10052797

Natasha Kidder
Contact:

2807 N. Smith
Spokane, WA 99207

Primary Phone: {509) 487-1486

Complaint: HGETHNE Serviced by: Rachel Stark

Opened on: 0972372009 Grouped by: Disconnect
Closed on: 0971872009 Disposition: Company upheld
2]

Ms. has been disconnected since June 29, 2009. The company keeps telling her there is theft of service.
She slates no one has been home and they do not need any electricity, so she does not understand why
the company Is saying there was any thefl. The company keeps saying they need to send someone out to
investigate and then restore service. When they did send someone 1o her home, the guy did not get out of
his truck and stated to the company that no one was home, when in fact Ms.' boyfriend was home to make
sure the Avista tech. if needed had someone to speak with and to get into the back yard. Ms. would like
the issue resolved so she can get service restored.

7/130/09 3:47 URGENT complaint passed to Avista via email.
Response due August 3, 2009, by 5:.00pm PST

Results: -

The company Is in compliance when they sent the consumer disconnect notice in June 2009. Company
has record of use when customer was disconnectad. Customer fails to contact UTC after voicemails were
left. Customer was informed what is owed and how to resolve issue to have service restored,

This consumer does not have service because when the company went to restore service, there may or
may not have been a jumper hooked up and it melted the meter and the fusebox. Ms. did pay $550 toward
the charges the company required, '



Balance at time of disconnect 6/29/09 $867.32

Prior Obligation $867.32

Balance on account 7/23/09 $1140.00
7M009 closing bill  $31.49
F23/00 theft KWH use $22.45
/23100 Theft charges $218.83

$272.77 collectible

Electric and gas customer )

Collection activity: ($266.88 collectible use + $110.00 deposit)

6/5/09 - Total balance use= $995.68(3728.80 of that- prior Obligation) -

G/5/09 past due notice $376.58 due 6/22/09

6/12/09 final $376.88 due 6/22/09

6/19/09 call to customer

6/28/09 Shut off non pay $376.88 Elec meter read 6303

6/28/09  Apply deposit $200 + 0.21 interest

6/29/09 request new deposit $264.00

Mo respense from customer - account closed effective 6/29/09

F7H09 reading on meter 6311

7121709 check for possible theft of service- Serviceman Note:

“can't get to meter, 6t fence and locked gate- doorbell works
so power is on. no alley access.”

Fi22109 power shut off at pole.

7/23/09 customer guoted full deposit $264 + theft $241.28 +§32
after hrs disconnect = $537.28 to turm on

7/24/09 cust called sys no way Avista shut off meter- can't enter
back yard. Advised did disconnect 6/29- told cust need to come
back to home and check our meter- stated would be home.

7/24/09 went back to customer home - no one was home @5:20pm
could see red seal ( red seal indicates meter off non pay)
could not see if cut.

FI27108 Matasha called was advised need to have access to meter
to complete investigation before turn on- customer screaming,

yelling.

7/30/09 Natasha called - again was advised need access to mater before
turn on - Screaming , yelling, banging phone on counter.- She
hung up.

7/31/09 issued another order 1o go to home to see If can access meter.

Before Avista can grant service to the customer, we need to have access

to the Electric meter, which the customer has refused to grant. The

customer will then need to pay a total of $537.28 b4 tum on. The electric and
gas are both off at the home.

attachment- Bill read, due dates, Collection activity, billing hl$t'l:l'}|'

gas and elec meters, hlll and payment record.

If | can help further, please let me know.

Thanks,

Janet

SEE ATTACHED INFORMATION FROM THE COMPANY

*** (8062009 04:46 PM Voice Mail: Rachel Stark >> Consumer

Left voicemail for consumer to return call,

Eﬂ? 08M3/2009 01:57 PM Action: Rachel Stark

Avista mails their bills and notices from California.



WAC 480-100-178 Bill due date requirement is 18 days.

WAC 480-100-128(6)(i) 1st notice due date requirement is 11 business days.
WAC 480-100-128(6)ii) 2nd notice due date requirement is 6 business days.
* 08/17/2009 02:00 PM Email: Rachel Stark << Janet Hadley

Rachel:

Just wondering where we are with this complaint? The service is still off and
the customer has not contacted Avista,

Thanks,

Janet

**+ 08/24/2009 01:20 PM Voice Mail: Rachel Stark >> Consumer
B
Left voicemail for consumer and let her know | will be out of the office for

the next two days and to call me the end of the week or | will call her next
week.

*** D8/31/2009 04:23 PM Volce Mail: Rachel Stark >> Consumer
gllad consumer asked to return call.

09/02/2000 02:27 PM Action: Rachel Stark

eated account history spreadsheet

.SEE ATTACHED SPREADSHEET

é" 09/09/2009 04:58 PM Email: Rachel Stark >> Janet Hadley

| am out of the office tomorrow and will get back to you on this complaint when
| return.

Thank you,
Rachel

08/16/2009 04:59 PM Email: Rachel Stark >> Janet Hadley
Janet,

Could you please tell me if the company sent has received any other contact
from this consumer?

Thanks.
Rachel

*** 09/18/2000 DB:54 AM Email: Stark, Rachel (UTC) << Hadley, Janet
Rachel:

We've had no word from the customer and no payment. Both the electric and gas
are still off and the account has closed. No one has applied for the service.



Happy Friday!
Janet

*** 05/18/2009 08:56 AM Email: Rachel Stark >> Janet Hadley
'%uank you Janet.

*** 09/18/2009 D3:03 PM Action: Rachel Stark

é%ueckad compliance of bills and notices.

The company is in compliance with all bill due dates.

The company is not in mmi:ﬂiam:e with the following notices.

Past Due Notice mailed November 4, 2008, $216.10 due November 19, 2008 - There
was the Memarial Day Holiday on November 11, the due date should have been
November 20, 2008.

Final Notice mailed Movember 10, 2008, $216.10 due November 19, 2008 - the past
due notice was not in compliance which makes this notice not in compliance.

The company called the customer Novemnber 18, 2008, to collect $216.10 - because
the Past Due and the Final Notice were not in compliance, the company should
not have called the customer to collect.

Past Due Notice mailed January 7, 2009, $134.00 due Janvary 22, 2009 - There
was the Martin Luther King Jr. Holiday on January 19, the due date should have
been January 23, 2009.

Final Notice mailed January 14, 2009, $134.00 due January 22, 2008 - the past
due notice was not in compliance which makes this notice not in compliance.

Past Due Notice mailed February 10, 2009, $579.74 due February 25, 2009 - There
was the President’s Day Holiday on February 16, the due date should have been
February 26, 2009,

Final Notice mailed February 17, 2009, $579.74 due February 25, 2009 - the past
due notice was not in compliance which makes this notice not in compliance.

The company called the customer February 24, 2009, to collect $579.74 - because
the Past Due and the Final Notice were not in compliance, the company should
not have called the customer to collect.

Because the February notice for $579.74 was not in compliance, when the company
came to disconnect and charged the customer $8.00 for the field visit, they

were not in compliance with the disconnect notices, thereforé, should not have
charged this customer $8.00. Need to refund customer.

;" 09M18/2009 04:36 PM Voice Mail: Rachel Stark >> Consumer

B

Left voicemail for consumer and let her know | am recording viclations against
the company for a couple of notices they sent to them. 1 told her in February,
she was sent a past due and a final disconnection and should not have come 1o
her home to disconnect service because the company did not account for the



holiday when they scheduled the due date. | told her the company charged them
$8.00 for a field visit charge and they should not have. | told her | am going

to have the company credit her account the $8.00. | did let her know the

company shows she was disconnected for nonpayment and they were in compliance
with that disconnection. |let her know the company showed there was theft at

the home and she has been shut off at the pole. |let the customer know to

have service restored; they need to pay at least 1/2 of the new deposit of $264

plus her theft charges $241.28 plus a reconnect fee of $32.00. | let her know

I am closing her complaint,

é‘ 0971872009 04:59 PM Email: Rachel Stark >> Janet Hadley
Good afternoon Janet,

| have advised this consumer of their account history and balance. | have also
advised them of charges regarding the theft of service and what they need to
pay to have service restored. | have also advised them the company needs to
credit their account $8.00,

Avista mails their bills from California, and are not in compliance with the
following notices.

| am recording 3 violations of WAC 480-100-128(8)(i) because the past due

notice due date requirement is 11 business days, and the company mailed the
following past due nolices: .

November 4, 2008, $216.10 due November 19, 2008 - There was the Memorial Day
Holiday on November 11; the due date should have been November 20, 2008,

January 7, 2008, $134.00 due January 22, 2009 - There was the Martin Luther
King Jr. Holiday on January 19; the due date should have been January 23, 2009,

February 10, 2008, $579.74 due February 25, 2009 - There was the President's
Day Holiday on February 16; the due date should have been February 26, 2009,

I am recording 5 violations of WAC 480-100-128(6)(ii) Final notice due date
requirement is & business days, and the company mailed the following notices,

November 10, 2008, $216.10 due November 19, 2008 - the past due notice was not
in compliance which makes this notice not in compliance.

The company called the customer November 18, 2008, to collect $216.10 - becausa
the Past Dua and the Final Notice were not in compliance, the company should
not have called the customer to collect.

January 14, 2008, $134.00 due January 22, 2008 - the past due notice was not in
compliance which makes this notice not in compliance.

February 17, 2008, $579.74 due February 25, 2009 - the past due notice was not
in compliance which makes this notice not in compliance.

The: company called the customer February 24, 2008, to collect $579.74 - because
the Past Due and the Final Notice were not in compliance, the company should
not have called the customer to collect.

Because the February notice for $579.74 was not in compliance, when the company
came to disconnect and charged the customer $8.00 for the field visit, they



were not in compliance with the disconnect notices, therefore, should not have
charged this customer $8.00. Please credit the customer’s account.

| have completed my investigation and this complaint is now closed. Please note
that the Consumer Protection Section has an internal quality review pragram and
all closed complaints are subject to possible review and/or re-opening.

Please let ma know if you have any questions.
Rachel

;‘ 08/22/2009 01:54 PM Viclation: 480-100-128{8){i) -

f-!

3 violations. The company mails their nolices from California, therefore, the past due notices due date
requirerment is 11 business days, and the company mailed the following past due notices:

MNovember 4, 2008, $216.10 due November 19, 2008 - There was the Memorial Day Holiday on Movember
11; the due date should have been November 20, 2008,

January 7, 2009, $134.00 due January 22, 2009 - There was the Martin Luther King Jr. Holiday on
January 19 the due date should have been January 23, 2009,

February 10, 2009, $579.74 due February 25, 2009 - There was the President's Day Holiday on February
16; the due date should have been February 26, 2009.

g 09/22/2009 01:57 PM Violation: 480-100-128(6)(ii) -

5 violations. The company mails their notices from California, therefore, the final notices due date
requirement is 6 business days, and the company mailed the following past due notices:

November 10, 2008, $216.10 due November 19, 2008 - the past due notice was not in compliance which
makes this notice not in compliance.

The company called the customer November 18, 2008, to collect $216.10 - because the Past Due and the
Final Notice were not in compliance, the company should not have called the customer to collect.

January 14, 2009, $134.00 due January 22, 2009 - the past due notice was not in compliance which
makes this notice not in compliance.

February 17, 2008, $579.74 due February 25, 2009 - the past due notice was not in compliance which
makes this notice not in complianca.

The company called the customer February 24, 2009, to collect $579.74 - because the Past Due and the
Final Notice were not in compliance, the company should not have called the customer to collect.

%‘ 09/23/2009 11:42 AM Phone: Rachel Stark << Consumer

Consumer called very upset because she does not feel like the company is in
compliance with her disconnects. She is not paying theft charges; she said she
did not steal any electricity. She said she was not even home when the company
states they came out to disconnect her service. She said doesn't think the
company really disconnected her. Ms. was In Alaska from June 15, 2009, to July
22, 2009. She said she locked her fence because she did not want anyone back
in her yard because she had things in her yard she did not stolen.

| told her | would reopen her complaint because | feel | need to ask the
company why they reconnect this consumer without a payment.



Get account comments/notes from the company.

Ms. is stating the field tech. who comes out to disconnect service tells
consumer to write a post dated check even though the consumer tells them the
check is not good. She states when she went to energy assistance, the person
who worked on their energy assistance, told them the customer who came in
earlier who lives about 2 blocks down from her told them the same story.

| also asked this consumer to provide me with any proof of payments she made
and we can work on what to do to have service restored,

*." 09/23/2009 04:55 PM Email: Rachel Stark >> Janet Hadley
Eﬁi
Good afternoon Janet,

| need to recpen this complaint. | have a few questions.

The consumer called very upset because she does not feel like she should have

to pay for any thefl charges. She said she did not steal any electricity. She

said she was not even home when the company states they came out to disconnect
her service on June 29, 2009. She said doesn't think the company really
disconnected service and that is why there was usage. Ms. was in Alaska from
June 15, 2009, to July 22, 2009, She said she locked her fence because she did
not want anyone back in her yard because she had things in her yard she did not
want stolen. She would like to know how the tech, got into her backyard to
disconnect service if the fence was locked. | would like to have that

confirmed as well.

| would also like to know if this customer has any other payments than the ones
you previously gave to me. If not, how did this customer have their service
restored without making a payment? May | also have any and all account
comments orfand noles for this consumer,

This customer also tells me the field tech. who comes out to disconnect service
tells consumers to write a post-dated check even though the consumer tells them
the check is not good until a certain date. She said the tech. told her

boyfriend if he wrote a posted-dated check, the company would hold off on
processing the check until the date they needed. Also, she states when she
went to energy assistance, the person who worked on their energy assistance
told them another Avista customer came in earlier who lives about 2 blocks down
from her told him the same story. When he reported that information to Avista, -
it was not noted.

Also, can you please tell me if the $8.00 field visit charge was credited back
to this consumer's account?

Response due September 28, 2009, by 5:00pm PST

Thank you.

Rachel

g 09/28/2009 02:46 PM Email: Rachel Stark << Alene Clayton
Good Morning Rachel,

Verified with serviceman disconnected power 6-29-09 meter read 6303



Meter read 7-7-09 6311 indicates 80 kwh used since disconnact

7-21-08 Billing department sent for possible tampering investigation, findings
not able to access meter, gate locked 6 fence, door bell working

7-21-08 disconnected service at pole

7-24-09 customer disputes having access to meter for disconnect 6-29-09, made
appointment with customer to obtain access to meter to verify disconnect.
5:20pm serviceman arrived at residence says no one is home, could not verify if
seal was cut.

7-31-08 serviceman can see red seal, couldn’t get in gates to if seal is cut,
can see extension cord running out window to neighbor's house.

Itis not our policy to knowingly accept a check that does not have funds in
the bank.

9.23-09 $8.00 field visit charge reversed.,

Before Avista can grant service to the customer we need to have access to the
- Electric meter, which the customer has refused to grant.

Thank you for your assistance.
Alene G Clayton

Avisla Utilities-Cuslomer Service
1411 E Mission Avenue
Spokane, WA 99252
509-495-7997

** (9/28/2009 02:52 PM Email: Rachel Stark << Alene Clayton

Rachel,

Enclosed document: customer account remarks

Alene

SEE ATTACHED CUSTOMER ACCOUNT MOTES

“ 10/01/2009 03:19 PM Phone: Rachel Stark << Consumer

Ll

Consumer called requesting from the company until the complaint is resolved, if
she can pay the new deposit and the reconnect fee, She has a friend and her
two kids staying with her and would like heat. | told her | would contact the
company and get back to her.

‘; 10/01/2009 04:22 PM Phone: Rachel Stark >> Janet Hadley
F% .

Spoke with Janet regarding consumer's request to pay the deposit and reconnect
fee until the complaint is resolved regarding the fraud. She stated the

company does not have access to the customer's electric meter and needs to have
access to see if the meter had been tampered with. She said the customer has
refused to grant access and that usually tells the company there probably was
fraud even though the consumer is claiming there is not.



I talked to Janet about the consumer stating she was in Alaska at the time the
service was suppose to be disconnected on June 29, 2009, and prior to her
leaving, she locked her fence because she did not want anyone in her back yard.
She said her fence should have been locked and wanted to know how the
serviceman got into the back yard to disconnect service. Janet stated he was
able to disconnect service. When the company saw usage, they opened an
investigation of fraud and the serviceman went out again and was able to see an
extension cord from the meter to the neighbor's home.

With Janet on the line, | conferenced called the consumer so to grant access 1o
the company to the meter. | had to leave a voicemail. My volcemail stated the
company is unwilling to reconnect with a payment of the deposit and reconnect
fee because of the possibility of fraud. | asked her to contact me and left

the toll free number to let me know a good time to have fo company come to her
home. |told her she could also contact the company regarding scheduling a
time to have access to her meler. | told her until that is complete, the

company will not restore service.

*** 10/01/2009 04:47 PM Email: Stark, Rachel (UTC) << Hadley, Janet
Ecture (Device Independent Bitmap)

Picture (Device Independent Bitmap)

SEE ATTACHED ACCOUNT INFORMATION

E 10/02/2009 10:11 AM Phone: Rachel Stark << Consumer

Ms. is saying the company has access and has had access to her meter since they
got back the end of July. The company even came to disconnect their gas

service so why didn't they check her meter when they shut her off? She says

she has been speaking to a supervisor named Patty and let her know the company
can come out to investigate. Consumer states Patty and the company is playing
games with her and she is tired of It. She would like to have this issue

resolved and have service restored. | told her | need her to send any

information regarding paymenis because without those, | cannot show the company
they are missing payments. She said she would get them and call me back.

= 10/02/2009 10:56 AM Email: Rachel Stark >> Janet Hadley
Good moming Janet,

Ms. called me and is saying the company has access and has had access to her
meter since they got back the end of July because her fence has been unlocked.
She is still stating the company came to her home and the tech. did not get out
of his truck. She did say the company even came to disconnect their gas
service so why didn't they check her electric meter when they shut her off? |
also would like to know the answer to that question.

The information you provided below does not show additional payments. Why did
the company restore service when there was no payment? Also, how can the
company apply a deposit and deposit interest if there was no payment toward a
depasit or use? | believe there may be some missing payments. |s there a
separate deposit payment information missing?



Response due October 7, 2009, by 5:00pm PST

Thank you.

Rachael

'; 10/02/2009 10:57 AM Email: Stark, Rachel (UTC) << Hadley, Janet

&

I will be out of the office Friday 10/2 and return Monday 10/5. If you need
immediate assistance please contact Alene Clayton on 509 495 7997

E 10/02/2009 11:25 AM Email: Rachel Stark >> Alene Clayton

Good morning Alena,

Can you please look at this email,

The consumer would like to see if we can have a tech. come to her home today to
investigate the meter regarding tampering. Then hopefully we can finish this

one up once | am able to show payments, and how much this consumer will nead to
pay to have service restored. They would like to pay today.

Thank you.
Rachel

é" 10/02/2009 12:32 PM Email: Stark, Rachel (UTC) << Clayton, Alene
Good afterncon Rachel,
I will review and get back with ].rou

.Thanhs.
Alene

~** 10/02/2009 01:18 PM Email: Rachel Stark >> Alene Claylon

hank you Alene.

*** 10/02/2009 04:04 PM Email: Stark, Rachel (UTC) << Clayton, Alene
nnd afternoon Rachel,

Meterman gained access to meter today.

Meter seal had been cut. Mo damages to meter base.

3-25-09 customer paid $200.00 for reconnect, payment applied to deposit.
6-29-09 service disconnect, deposit $200.00 plus 0.21 % applied to account.
9-17-09 gas meter disconnected due no application of service, had 22 therms of
unbilled usage. Unfortunately serviceman didn't have instructions to check
electric meter.

To restore service customer would need to pay $574.85, deposit $264.00,

diversion charges $294.85 reconnect $16.00. Quote for reconnect has changed due
to 1 hour meter man charge for today's service call.



Once payment is called in, a lineman would be dispatched to restore electric
service. Since gas is off the customer will need o home for gas serviceman to
have access to property.

Thank you,
Alene

Alene G. Clayton

Avista Utilities-Customer Service
Phone 509-435-7997

Fax 508-777-5177

é" 10/05/2009 09:38 AM Voice Mail: Rachel Stark << Consumer

Consumer left voicemail stating the company came and inspected the meter. She
said the tech. looked at the meter and saw there was a red tag and went to the
truck, went back to the meter, cut the red tag off and replaced it. She said
someone at her home overheard the tech. tell another tech. the meter does not
looked tampered with and therefore she wanls the tamper charges removed from
her bill,

*; 10/05/2009 01:56 PM Email: Stark, Rachel (UTC} << Hadley, Janet
[
Rachal:

The screen shot of the Deposit screen below shows a payment to deposit of $200
3/26/09. By paying $200 the service was restored. The $200 deposit + $.21
interest was applied when the service was shut off 6/29,

The customer's fence may have been unlocked, however, she has a very bad dog
that has also prevented our servicemen from accessing both the gas and electric
meters.

The gas serviceman tried 8/13/09 to shut off the customer's gas service,
however, was prevented by the dog from accessing the meter. He was able to
disconnect the gas meler 9/17/09. The Gas department and the electric
department are totally separate, with each department having its own employees
who are trained and cerlified. The Gas serviceman was strictly at the.
residence to shut off the gas service and was not necessarlly aware of any

theft of service on the electric mater. This is not his field of expertise.

Hopefully , this information helps.
Thanks,
Janet

SEE ATTACHED ACCOUNT INFORMATION
10/07/2009 04:44 PM Action: Rachel Stark
ewed account history again.

Customer was reconnected July 23, 2008 - What was the new deposit request? How
did the company come up with that amount? The company does not show a customer
payment, why? Please provide service dates and usage for deposit requesl

Customer was reconnected October 3, 2008 - What was the new deposit request?



How did the company come up with that amount? The company does not show a
customer payment, why? Please provide service dates and usage for deposit
request.

Customer was reconnected March 25, 2009 - New deposit request was $200, how did
the company come up with that amount? Please provide service dates and usage
for deposit request.

Customer was disconnected June 29, 2009, new deposit request was $264, how did
the company come up with that amount? Please provide service dates and usage
for deposit request

How did the company come up with $218.83 in diversion theft charges?
How much is the charge for ene hour of the meter man charge and what did he do?

Where in location are the gas and electric meters? If they are close or
side-by-side, why wouldn't the tech see a red tag and not notice if it was cut
or not? '

=+ 10/07/2009 04:58 PM Email: Rachel Stark >> Janet Hadley and Alene Clayton

Good afternoon ladies, ‘

| reviewed this complaint, | have just a few more things please.

Customer was reconnected July 23, 2008 - What was the new deposit request? How
did the company come up with that amount? The company does not show a customer
payment, why? Please provide service dates and usage for deposit request,

Customer was reconnected October 3, 2008 - What was the new deposit request?
How did the company come up with that amount? The company does not show a
customer payment, why? Please provide service dates and usage for deposit
request,

Customer was reconnected March 25, 2009 - New deposit request was $200, ht:mf did
the company come up with that amount? Please provide service dates and usage
for deposit request.

Customer was disconnected June 29, 2009, new deposit request was $264, how did
. the company come up with that amount? Please provide service dates and usage
for deposit request.

How did the company come up with $218.83 in diversion theft charges?
How much is the charge for one hour of the meter man charge and what did he do?

Where in location are the gas and electric meters? If they are close or
side-by-side, why wouldn't the tech see a red tag and not notice if it was cut
or not? :

Response due October 12, 2009, by Spm, PST

Thank you.

Rachel

" 10/08/2009 10:12 AM Phone: Rachel Stark << Consumer
nsumer called.
She stated at 6:45 to 6:50pm last night she paid $550 to have service restored



and now this morning is told she has to pay an additional $27. She Is very

upset the company is still playing with her. She said she spoke with Alene and
she said she will have service restored today, Ms. finds this unbelievable
because earlier it was not a problem and now it's not. | told her Alene was an
escalated complaint manager and has the authority to overwrite and request
restoral. She did not care, she believes the company is lying and she said she
may take them to court. 1 told her she has that right. | also ask her how she
made the payment, she stated over the phone. She said she did it because she
wanted service restored last night because of the kids staying at her house.

She was still insisting she did nol steal service and the company is lying. She
said they never shut her off and she has a right to lock her property. | told

her the company did come out when she asked them to and they could not get into
the yard but looked through the fence and noticed the extension cord (Ms.
became upset and stated "that Is not illegal™) | asked her what the exlension
cord was for, she stated it was not illegal and she ran an extension cord from
her neighbor's house so she could have electricity so she could function, She
said the only times her dogs are in the yard are if she or Mike are not home

and the company has had plenty of opportunity to come to her home. She again
stated the company had 2 men come to her home Mike was in the garage and they
could have gone to the garage and got Mike. {Ms. stated Mike was in the garage
and saw the men, however did not talk to them because he didn't want to and is
not a people person so will not talk with people). | told her to resolve this

issue she would need to have Mike in the future either speaks with the people

if they come to your home or make sure she schedules a time and she will be
there.

| explained to her she had to pay more because the company did not have access
to the meter, they charge the customer for coming to their home. She said she

is not paying for those charges because she said the company had access to her
meter. | explained to her the company has shown the service was disconnected
and there was not access to the meter - she became upset and did not agree and
kept stating she is tired of being called a liar. | told her the company will

still charge her,

| asked her if she ever sent me the payment information she said she was going
to provide to me because | do not have it. She said she had to pay to fax it

and didn't want to do that. | told her like | told her in the past she has 3

options, she can fax, mail, or e-mall the information to me. She said she will
put the information in the mail today. | gave her the malling address.

10/08/2009 11:13 AM Phone: Rachel Stark << Consumer
o

Consumer called. .

The tech. (Bill) came to her home to restore service. He put a voltmeter on the
metler and there was no reading. Ms. was home and she had all the switches in

the fuse box off, she unplugged the extension cord {she stated there was no
jumper hooked up) and everything was off. The tech. then turned the meter on

and the fuse box and the meter are now blgwn and the company is stating she has
to pay an electrician to fix the damage in her home. Ms. stated a fire almost
happened in her basemeant. Sparks flew out of Bill's hands and the roommate came
running out of the house staling sparks flying and the basement is full of

smoke.

Marty and Gary (Avista employees) immediately came to her house to investigate
and told her she would have to pay an electrician to have her meter and box
fixed. She sald she did not do this damage and the company should pay. Marty



told her the jumper caused the problem and Ms. told him there was no jumper
hooked up. She stated the guy that hooked up the meter is the one at fault,
Marty would not talk to me on the phone - he stated | would have to talk to his
boss.

Clayton (Avista employee) talked to me and said he restored service at the pole

at about 9:10am. He stated the bolls are melted at the bottom of the meter.
Clayton explained to me about when consumers put a jJumper on the panel and will
be & short and usually when the company restores service at the meter, the

house will shor. She will have to file a report with the claims department. He

also let me know he needs lo disconnect service at the pole due to the short,

| thankad him for talking with me.

| again asked her what the extension cord was being used to supply electricity
ta. Ms. stated the extension cord was for the refrigerator only. She stated the
neighbor's told her their bill went up only about $20. She said they haven't
even been home because there has been no electricity io their home. She kept
saying she is not paying for this because the company is at fault. She only had
one braaker on for the refrigerator, however, then she stated she shut off all
the switches before he restored service (I'm not sure if she was stating she
was just making sure everything was off or if some things were on and she was
shutting them offj. She said the jumper was not hooked up. She told me how a
jumper is hooked up and she also stated she told whoever was running the
extension cord from the neighbor's house to not hook up the jumper. She said
everything was off and | explained to her at this point, the UTC does not have
jurisdiction over damage claims and she would have 1o take the issue up with
the company's claim department or take them to court.

She felt the person who got orders to reconnect at the pole and should have
known the meter should have been reconnected too. Why-didn't he do both while
he was here. She claims because no one was at the pole this morming. She never
saw a truck pull up this morning at all,

10/08/2009 12:15 PM Email: Stark, Rachel (UTC) << Clayion, Alene
B

Rachel,

The customer's electric has been restored and order has been dispatched 1o
restore gas service. Customer has paid $550.00 to restore service. | will
respond to your questions by 8-12-09.

Thank you,

Alene G. Clayton

1411 E. Mission Avenue
Spokane, WA, 99252
509-485-7887

*" 10/08/2008 01:12 PM Phone: Rachel Stark << Consumer

Ms. called and wanted to know what time the orders were put out for her service
lo be restored at the pole and the meter.

She stated she called 7am this morning and Alene called her back at about
8:50am and left her a voicemail; she called Alene about 10am. She called the
company and spoke with Patti who told her the order for restoral of service
went out for 10:07am. Ms. believes because of this, how the other guy could



know to come out and restore at the pole at 9:10am. Patti also told her there
was a cancelled order but does not know why.

She would like to know if the company can come and restore he gas service so
she can at least have heat.

*** 10/08/2009 02:48 PM Voice Mail: Rachel Stark << Alene Clayton
Eﬂﬂ& called and asked to return her call.

*** 10/08/2009 02:51 PM Voice Mail: Rachel Stark >> Alene Clayton
Eﬂ voicemail for Alene to return call.

*** 10/08/2009 03:27 PM Email: Rachel Stark >> Alene Clayton
Good afternocon Alene,

'_I'ha issues cmlir;u!a.

The consumer called me and said about 11am a tech. (Bill) came to her home to
restore service. He put a voltmeter on the meter and there was no reading. Ms.
was home and she had all the switches in the fuse box off, she unplugged the
extension cord (she stated there was no jumper hooked up) and everything was
off. The tech. then tumed the meter on and the fuse box and the meter are now
blown and the company is stating she has to pay an électrician to fix the

damage in her home. Ms. stated a fire almost happened in her basement. Sparks
flew out of Bill's hands and the roommate came running oul of the house stating
sparks flying and the basement is full of smoke.

Marty and Gary (Avista employees) immediately came to her house to investigate
and told her she would have to pay an electrician to have her meter and box
fixed. She sald she did not do this damage and the company should pay. Marty
told her the jumper caused the problem and Ms. told him there was no jumper
hooked up. She stated the guy that hooked up the meter is the one at fault.

Marty would not talk 1o me on the phone - he stated | would have to talk to his
boss.

She felt the person who got orders to reconnect at the pole and should have
known the meter should have been reconnected too. She says she has been home
and no one was at the pole this moming. She never saw a truck pull up this
morning at all.

Here's is what | need answered please:

Flease give me all the times an order was issued to have service restored.

Can you tell me why the guy who did hook service up at the pole did not hook up
the meter?

Response due Oclober 13, 2009, by 5pm, PST
Thank you.
Rachel

té‘ 10/08/2009 04:25 PM Email: Stark, Rachel (UTC) << Clayton, Alene

Rachel,



Due to the damage at the meter socket and possible damage to the customer
breaker panel it has now become a safety issue for the customer. Codes require
at this point the customer have a licensed electrician repair the damage.
Inspection will need to follow for both the breaker panel and meter socket.

Inspection will need to be done by city or county electrical inspector.

What happened today was customer caused. This action put our employee at
physical risk because of the jumpers placed on the breaker panel.

At this point it has become the customer's responsibility to resolve.

Once repairs have been made and inspections have been called in Avista will
reslore service. .

Thank you,
Alene

Alene G, Clayton

Avista Ltilities-Customer Service
Phone 509-495-7997

Fax 500-777-5177

*." 1070872009 04:52 PM Email: Rachel Stark >> Janet Hadley and Alene Clayton
Ms. would like to know if the gas could be connected? |s that possible? She did
pay $550 toward the bill.

Thanks
Rachel

*** 10/DB/2009 04:53 PM Email: Stark, Rachel (UTC) << Clayton, Alene

Friday10-9 will be out of the office . | will return on 10-12. If you need
immediate assistance contact Janet Hadley @ 495-7907.

g 10/08/2009 08:21 AM Email: Stark, Rachel (UTC) << Hadley, Janat
Rachel:

| checked with our gas meter shop, unfortunately, Avista will not turn on the
pas without the electric available. Also the gas appliances will not operate
without electric available, this includes hot water tank, furnace, gas
fireplace etc.

Thanks,
Janel

;" 10/08/2009 09:53 AM Email: Rachel Stark >> Janet Hadley
B
Janet,

In June she had her electric disconnected, only recently did her gas service
become disconnected. | don't see the difference if the company disconnects
electric and leave gas turned on.



‘.“ 10/08/2009 10:35 AM Email: Stark, Rachel {UTC) << Hadley, Janet
B
Rachel:

| just spoke to our Gas depariment . The gas department is willing to send a
gas serviceman out to meet with the customer, and see if we're able to turn on
her gas without a safety issue. It would be up to the serviceman Iif he finds
the situation safe for the Customer and the Company. The only appliance that
may work is her Hot water tank- depends on the type of appliance, and there's
no guarantee. The serviceman will contact the customer at 509 487 1486 and
arrange to meet her. )

Thanks,
Janet

g 10/09/2009 10:41 AM Voice Mail: Rachel Stark >> Consumer

Left voicemail for consumer.

Let her know the company has agreed to send a gas service tech. to her home to
meet with her to see if it is safe to twrn on the gas. | let her know the

company is saying the furnace will not work unless the electricity is on. |

told her | am looking to make sure the company has given her the proper credits .
for payments and deposit information, however, the damage claim issue we have
no jurisdiction and | cannot do anything about that. | let her know | will

contact her once | have the information. 1 left her the toll-free number to

contact me with any questions.

E 10M12/2009 02:32 PM Email: Stark, Rachel (UTC) << Hadley, Janet

CUESTION: Customer was reconnected July 23, 2008 - What was the new deposit
request? How did the company come up with that amount? The company does not
show a customer payment, why? Please provide service dates and usage for
deposit request.

ANSWER: The customer was disconnected for non pay 6/29/09, at that time a new
deposit of $264.00 was requested. This is based on 2 times the average bill

of $132.00 per month. | have attached the usage for the electric and gas for

the period the deposit is based on.- see below for payment question.

QUESTION: Customer was reconnected October 3, 2008 - What was the new deposit
request? How did the company come up with that amount? The company does not
show a customer payment, why? Please provide service dates and usage for

deposit request, '

AMSWER: The new deposit is $264.00. This is based on the revolving 12 month
average monthly amount of $132 x 2 = $2864.00 The customer’s original account at
this address was closed 6/29/09. When Avista opened a new account at this
address, Oct’ 09 the account number was changed. Any payments posted 1o the

old account number. See attached.

QUESTION: Customer was reconnected March 25, 2009 - New deposit request was
$200, how did the company come up with that amount? Please provide service
dates and usage for deposit request.

ANSWER: The customer was shut off 3/25/09 | the amount of deposit requested was
$310.00. The customer pald $200.00 3/26/09, that left $110 of the deposit

slill owing. The $200.00 was applied 6/25/09 + int.- attached- usage for

that time period.



The average 12 month billing at that time was $155 per month.

QUESTION: Customer was disconnacted June 29, 2009, new deposit request was
£264, how did the company come up with that amount? Please provide service
dates and usage for deposit request.

ANSWER: see information for the $264.00 deposit request above, the usage would
have besn the same. see attached usage for that time period.

QUESTION: How did the company come up with $218.83 in diversion theft charges?
ANSWER: This is the cost to the Company for the investigation - Serviceman's
wages, loaded labor cosls, damage to equipment, ete.

QUESTION: How much is the charge for one hour of the meter man charge and what
did he do?

AMSWER: The meter man's charge per hour is $76.02 - This is the hourly wage
and loaded labor costs + equipment. The Meterman would have driven out to the
home and inspected the equipment,

QUESTION: Where in location are the gas and electric meters? If they are close
or side-by-side, why wouldn't the tech see a red tag and not notice if it was

cut or not?

ANSWER: They are both located on the south side of the home, however, the gas
technician may not have been aware of the problem we were having with the
Electric side of the business, and would have had no reason to check.

Hope this information helps.
Thanks,
Janet,

SEE ATTACHED INFORMATION PROVIDED BY COMPANY
= 1022120098 04:40 PM  Action: Rachel Stark

I%wiawsd company information.

Deposil calculations:

Pericd June 4, 2008 to June &, 2008:

Gas $1047.94 /12 = $87.32 x 2 = $174.65

Electric $601.34 / 12 = §50.11 x 2 = $100.22

$100.00 + $174.65 = $274.87 - The company asked for $264

Period March 7, 2008 to March 11, 2005:

Gas $1092.62/12 = $91.05x 2 = $182.10

Electric $638.97 / 12 = $53.24 x 2 = $106.64

$106.64 + $182,10 = $288.74 - The company asked for $310

The company was not in compliance with WAC 480-90-113{3)}{a)} because the deposit
required for a customer or location must not exceed two-twelfths of the

estimated annual billings for utilities billings monthly.

%‘ 10/22/2009 04:58 PM Voice Mail: Rachel Stark >> Consumer

Left volcemail for consumer and let her know the company has accounted for all
of her payments. | told her the complaint is now closed. |

*++ 10/22/2009 04:58 PM Email: Rachel Stark >> Janet Hadley



Good afternoon Janet,

Thank you for all of your working with this complaint, | appreciate it.
| have completed the review of the information you provided.

Here are my deposit calculations:

Pariod June 4, 2008 to June 8, 2009;

Gas $1047.94 /12 =387.32x 2 = $174.65

Electric $601.34 /12 = $50.11 x 2 = $100.22

$100.00 + $174.65 = $274 .87 - The company asked for $264 - this is ok.

Period March 7, 2008 to March 11, 2009;

Gas $1092.62 /712 =$91.05x2 = $182.10

Electric $638.97 / 12 = $53.24 x 2 = $106.64

$106.64 + $182.10 = $288.74 - The company asked for $310

| am recording one violation of WAC 480-90-113(3)(a) because the deposit
required for a customer or location must not exceed two-twelfths of the
estimated annual billings for utilities billings monthly. The company requested

a deposit from this customer on March 25, 2009, more than the estimated usage.

| have completed my investigation and this complaint is now closed. Please note
that the Consumer Protection Section has an internal quality review program and
all closed complaints are subject to possible review and/or re-opening.

Please let me know if you have any questions.
Thank you.
Rachel

" 10/22/2009 04:58 PM Violation: 480-90-113(3)(a) -

3

1 violation. The company requested a deposit from this customer on March 25, 2009, more than the
estimated usage.



Washington UTC Complaint 107473
Company. Avista Corporation ES64

Customer. Accountf
Faith Hintz

Contact;

2013 West Carlisle
Spokane, WA 99205

Primary Phone: (509) 218-4192

Complaint: HEHEHE Serviced by: Reger Keouchi

Cpened on: 09/18/2009 Grouped by: Deposit

Closed on: 09/22/2009 Disposition: Consumer upheld
Description:

Wants company to consider waiving the $300 deposit. Can't afford to pay.

- Was disconnected and paid $170 to restore service.

- Doesn't understand why she was disconnected. Always pays at the end of each month.
- Did not receive a disconnect notice. Was disconnected on 9/17/09.

Passed complaint 1o Avista via e-mail on 9/18/09 (3:18 p.m.)
Initial response due by 9/22/09.

Eesults;

Consumer was disconnected on 9/17/09 for nonpayment of the payment arrangements made on 8/13/09
to pay $258.33 on 8/31 {(NOTE: original disconnect date on final 8/5/09 final notice was 8/13/09.
Consumer called in on 8/13/09 to make payment arrangements making new due date of 8/31/09) .
Recorded viclation (improper disconnect because Avista disconnected service after the ten business days
from 8/31/09 which would be 915/09). Avista disconnected on 9M17/09. Avista restored service on
9r17/09 for payment of $171 (1/2 deposit plus reconnect fee of $16). Avista offered payment
arrangements of current bill plue $51 for the next three months.

Aciivity:
Activity Links
a;‘ 09/18/2009 03:18 PM Email: Roger Kouchi >> AVISTA COMPLAINTS

Avista - Please respond to this complaint by 9/22/09, Thank you.

;* 09/21/2009 D4:46 PM Email: Kouchi, Roger (UTC) << cO1WUTC
£
EST: 10/02/06
Faith Hintz
2013 W Carlisle, Spokane, WA
Avista account: 450101540
slow to pay - carries a balance
Deposit $310.00 requested 9/18/09-
pd $171.00 918/09 balance of deposit $139.00
Prior effective 9/17/0% $382.95
7 past due
4 final notices
No NSF
1 disconnect 8M17/09 for $149.60



S17/09 = reconnected
Electric and gas customer
Balance on account 398,95 use
139.00 deposit
Minus - 382.95 prior

$155.00 collectible
last I:-Illing 8/2/09 $144.22 - due 9/23/09

Collection Activity:
7/29/09 past due $299.20due 8M13/09
8/5/09 final $299.20due 8/13/09

8/4/09 billed $119.13 due 8/24/09

B/13/09 paid $149.60- Makes an arrangement to pay $258.33 8/31
did not do -

9M17/09 disconnected $149.60

917109 request for $310.00 deposit
{No deposit on file at time of disconnect)

9/17/09 customer paid $171.00 ( 1/2 deposit + $16 reconn)
$171 posted to deposit

9/17/09 Service was turned on.

The customer is stating did not receive notices, however, no mail retums, and
when the customer called to pay 813/09 the notices and past due would have
been discussed with her. The customer may want to speak io her Post Office.

Unfortunately as long as there is Prior Obligation on her account, Avista is
unable to waive her deposit. Her deposit balance is $139- still owing.

The customer is due to bill again 9/30 and that bill will be due aprox 10/25-
| can offer current bill + 1/3 of deposit = CB + $69.50 for the next two
months.

Attachmenis:
If | can help further, please let me know,

Thanks,
Janet

*** 09/22/2009 12:35 PM Voice Mail: Roger Kouchi >> consumer

Left detailed VM message.

- Informed the consumer that the disconnect was improper. However, it appears
that consumer was restored with the best payment options since the company is
unwilling to waive the deposit because of past payment history.

- Informed the consumer that the company offered her a payment arrangement of
current bill plus $51 for the next 3 months. There is a prior obligation on
the account of $382.95. Consumer will need to make payment arrangements on
this amount or the company can send the amount to collections,

- Informed the consumer that | will close my investigation at this time.
However, she can call me if she has any questions. Left my name and toll-free
number,

** 09/22/2009 12:38 PM Violation: 480-100-128(6)(c) -



B

Consumer was disconnected on 9/17/09 for nonpayment of the payment arrangements made on 8/13/08
to pay £258.33 on 8/31 (NOTE: original disconnect date on final 8/5/09 final notice was 8/13/09.
Consumer called in on 8/13/09 to make payment arrangements making new due date of 8/31/09) .

Recorded violation (improper disconnect because Avista disconnected service after the ten business days
from 8/31/09 which would be 9/15/09). Avista disconnected on 9/17/09. Avista restored service on
8/17/09 for payment of $171 {1/2 deposit plus reconnect fee of $16).

The consumer asked for payment arrangements due to the disconnect threal (i.e., 8/5/08 final notice).
Awista granted the payment armangements and extended payment amangements until 8/31/08. Consumer
did not pay so Avista could have disconnected anytime after 8/31/02 but not after the extension of the
8/5/09 final notice expired on 9M15/09 {i.e., 10 business days after the payment arrangement date of
8/31/09). _ _

g 09/22/2009 12:53 PM Email: Roger Kouchi >> janet hadley
Janet - | recorded 1 violation of WAC 480-100-128(6)(c) for improper disconnect.

Consumer was disconnected on 8/17/08 for nonpayment of the payment arrangements
made on 8/13/09 to pay $258.33 on 8/31 (NOTE: original disconnect date on final
B/5/09 final notice was 8/13/09. Consumer called in on 8/13/09 to make payment
arrangements making new due date of 8/31/09}) .

Recorded violation (improper disconnect because Avista disconnectad service
after the ten business days from 8/31/09 which would be 9/15/09). Avista
disconnected on 9/17/09. Avista restored service on 9/17/09 for payment of
$171 {1/2 deposit plus reconnect fee of $16).

The consumer asked for payment arrangements due to the disconnect threat (i.e.,
8/5/09 final notice). Avista granted the payment arrangements and extended
paymeant arrangements unlil 8/31/09. Consumer did not pay so Avista could have
disconnected anytime after 8/31/09 but not after the extension of the B/5/09

final notice expired on 91509 (i.e., 10 business days after the payment
arrangement date of 8/31/09).

Thank you. This complaint is now closed. Please note that the Consumer
Protection section has an Internal quality review program and all closed
complaints are subject to possible review and/or re-opening.



Washington UTC Complaint 107681
Company: Avista Corporation  E964

Customer: Account¥ 650113453

Dennis and Sandra Brown
Contack;

2208 N. Dakota

Spokane, WA 95207

Primary Phone: (509) 484-7188

Complaint: HEEEY Serviced by: Rachel Stark

Opened on: 10/21/2009 Grouped by: Disconnect

Closed on: 10/22/2009 Disposition: Company upheld with arrangements
Description:

Ms. received a disconnect notice on her door today for $285.89. She contacted the company and told
them that SMAP is not taking appointments until Friday or Monday and requested the company hold her
account until she can get a SNAP appointment. She also will receive her social security check on October
30 and would be able to make a payment at that time. The company s unwilling to make arrangements.

10/21/09 3:02 URGENT complaint passed to Avista via e-mail
Response due October 23, 2009, by Spm PST

Results:

Ms. continues to make payment arrangements with the company and not keep her arangements. The
company agreed to new arrangements. The customer needs to pay $142.95 November 1, and $118.42
plus any current use due November 16, 2009. The company was not in compliance with the last final
notice sent to consumer on October 6, 2008, Violation noted.

Acivity:
Activity Links
‘é‘ 10/22/2008 07:21 AM Email: Rachel Stark << Alene Clayton

Rachel good moming,

Est 4-8-08

Sandra A Brown, spouse Dennis W Brown
2208 N Dakota Street

Spokane, WA 89207

Account Mumber 650113453

Gas & electric service

Credit class: Slow io pay

4 commission complaints

0 Prior Obligation

Deposit $290.00 requested 7-30-08, paid $240.04 balance $41.96
11-24-08 paid $ 43.27 interest 0.30

10-13-08 paid § 14.18 interest 0.11

09-23-08 paid $146.41 interest 1.84

08-04-08 paid $44.18 interest 0.71

7-13-09 eustomer agreed to pay current charges plus $100.00 each month,
8-3-00 bill $82.44, due 8-21-09 balance $547.24



8-26-09 payment arrangement broke
8-26-09 past due $589.20, due 9-11-09 (dep $41.96 + 547.24 usage)
8-1-09 paid $100.00
9-1-09 bill $96.69, due 9-22-08
8-2-09 final notice ~ $489.20, due 9-11-09 (dep $41.96 + $447.24)
89-10-09 phone call to customer
8-21-08 field visit to residence, customer stated snap will pay
9-25-09 past due $585.89 (dep $41.96 + 543.93)
9-25-03 cust agreed to pay $585.89 on 10-1-89
- 10-1-08 bill § 93.89, due 10-21-09
10-6-08 payment arrangement broke
10-6-09 paid $300.00

Customer does have unpaid balance on account 770020325 at 1421 W, Maxwell
Avenue, Spokane WA 99201 § 1,583.85 ($1,474.04 prior obligation +$109.72), -
which has been assigned to a collection agency.

Mo grants have been called in from the Colville Tribe or Spokane Tribe,

Reviewing the customer's accounts, they have qualified for energy assistance
and project share. Avista does encourage the customer lo seek assistance again.

Awvista is willing to offer payment arrangements of:
$142.95 due 11-01-09
Current bill plus $118.42 due 11-16-09

SEE ATTACHED DOCUMENTS:
Bill prep & due dates

Collection activity

Gas & Electric usage

Thank you for your assistance.
Alene

Alene G. Clayton

Avista Uilities-Customer Service
Phone 509-495-7997

Fax 509-777-5177

E 10/22/2008 10:21 AM Action: Rachel Stark

Ms. ariginally said she has not filed a complaint with the UTC. Here are the
UTC complaints filed:

1997 (Information from Alene)

86744 - March 2006

106737 - June 18, 2008

Reviewed account information:

July 13, 2008 - customer made payment arrangements to pay $100 plus current
charges each menth.

Aug. 26, 2008 - ammangements were broken

Sept. 1, 2009 - customer paid $100

Sept. 25, 2009 - customer agreed to pay $585.89 on October 1, 2009,

October 6, 2009 - arrangements broken

Oclober €, 2009 - customer paid $300



Company is willing o accept the following payment arrangements:
$142.95 due November 1, 2009
$118.42 plus current bill due November 16, 2009

Avista mails their bills and notices from California.

WAC 480-100-178 Bill due date requirement is 18 days.
The company is in compliance with bill due date requirements.

WAC 480-100-128(6)(i) 1st notice due date requirement is 11 business days.
The company is in compliance with past due notice due date requirements.

WAC 480-100-128(6)(il) 2nd notice due date requirement is & business days.
The company is in compliance with final notice due dale requirements except
one. The company mailed a final notice October 6, 2009, for $285.89 due October
13, 2008, If the company mailed this from California, this final notice is not

in compliance with the rules.

;‘ 10/22/2009 11:26 AM Phone: Rachel Stark >> Alene Clayton

Called Alene and asked about the final notice sent October 6, 2009, for 5285.89
due October 13, 2009. | asked her where this notice was mailed. Asked her to
return my call.

% 10v22/2009 12:51 PM Phone: Rachel Stark << Alene Clayton

Aleng called and stated the final notice mailed Cctober 6, 2009, for $285.89
due October 13, 2008, was mailed from California, | let her know | would call
the consumer and close the complaint. | will record 1 violation for the final
notice being one day short,

o 10/22/2009 01:45 PM Phone: Rachel Stark >> Consumer

Spoke to Ms. and let her know she had other complaints filed with the UTC. |

told her she had one in 1997, one March 2006, and the one right before this one

in June 2009. | spoke with her about how she continues to make payment
arrangements with the company. She then Interrupted me and stated she has only
missed the last one. That is when | told her the company shows she has missed
more than one. | discussed with her if the company sets arrangements and she is
unable to keep them she or her husband, Dennis, need to call the company before
the due date and make new ones if the company will allow it. | told her she

still should pay semething because if she doesn't, the company may not be

willing to make new arrangements. She said she made a payment and thought she
at least did something. | explained to her further about arrangements and she

has to pay all of the arrangement or the company can disconnect. | told her the
UTC cannot continue to open complaints if she makes arrangements and does not
keep them. She understood. | told her the company is willing to make new
arrangements; she needs to pay $142.95 due November 1, 2009, and $118.42 plus
her current bill due November 16, 2009. She asked for the total because she may
just pay the whole thing on October 30, 2009. | told her that would be great. |

also encouraged her to contact energy assistance which would make it easier for
her in the next few months to be able to pay her bill. | Lold her | am now

closing her complaint.

" 10/22/2009 02:01 PM Email: Rachel Stark >> Alene Clayton

ad
i



Good afternoon Alene,

| have spoken to this consumer and discussed with her if the she and the
company set arrangements and she is unable to keep them she or her husband,
Dennis, need to call the company before the due date and make new ones if the
company will allow it. | told her she still should pay something because if she
doesn't, the company may not be willing to make new arrangements. She said she
made a payment and thought she at least did something. | explained to her

further she has to pay all of the arrangement. She seems lo understand. | told

her the company is willing to make new arrangements; she neads to pay $142.95
due November 1, 2009, and $118.42 plus her current bill due November 16, 2009.
| also encouraged her o contact energy assistance,

Avista mails their bills and notices from California and a final notice due
date requirement is 6 business days. | am recording one violation of WAC
480-100-128(6)(i) because Avista mailed a final notice to this consumer
October 6, 2009, for $285.89 due October 13, 2009; the due date is one day
short, and therefore the final notice is not in compliance with the rules.

| have completed my investigation and this complaint is now closed. Please note
that the Consumer Protection Section has an internal quality review program and
all closed complaints are subjecl to possible review and/or re-opening.

Please let me know if you have any questions.
Thank you.
Rachel

* 10/22/2009 02:01 PM Violation: 480-100-128(6)(ii) -
i
1 violation.

Qvista mails their bills and notices from California and a final notice dug date requirement is 6 business
ays. )

Avista mailed a final notice to this consumer October 6, 2009, for $285.89 due October 13, 2009; the due
date is one day short, and therefore the final notice is not in compliance with the rules.

* 10423/2009 01:50 PM Email: Stark, Rachel (UTC) =< Clayton, Alene
&
Rachel thanks | will note the account.

Alene G. Clayton

Avista Utilitles-Customer Service
Phone 509-495-7997

Fax 509-777-5177



Washington UTC Complaint 107831
Company: Awvista Corporation  E964

Customer; Account# 290038449

Gianni Jiuliani
Contact:

507 W. Knox Avenue
Spokane, WA 99205

Primary Phone: (509) 991-6340

Complaint; DEFEED Serviced by: Rachel Stark

Opened on: 11/16/2009 Grouped by: Deposit .

Closed on: 11/18/2009 Disposition: Consumer upheld
scripti

Mr. was disconnected on this morning for nonpayment. Mr. also slates he did not receive the final
disconnect notice prior to his service be disconnected. He does not believe the company mailed him the
notice. Mr. paid $138 to have his service restored today. Mr. is on a limited income and would like to know
if the company is willing to walve the deposit since this is the first time he has ever been disconnected.

11/16/09 10:30 Complaint passed to Avista via e-mail
Response due November 18, 2009, by 5pm PST

Resulis:

The company record shows this consumer was mailed proper notices, The disconnection of service was
not in compliance with rules because the notices were not in compliance with rules. The company was
willing to waive this customer's deposit of $198 due to payment history. The company will also issue a
credit of $16 for the recennect charge on November 16, 2009, Violations noted.

Activity Links
' 1116/2009 10:33 AM Emall: Rachel Stark >> Avista

1=
New complaint. Consumer is restored, therefore not an URGENT complaint.

Thank you,
Rachel Stark

j&? 11/16/2009 02:58 PM Email: Stark, Rachel (UTC) << Janet Hadley
Rachel, Hello!

EST: 0B/05/59

Gianni B. Guiliani

507 W Knox Ave, Spokane, WA

Avista account: 290038449

Carries a balance on account, however, does make an efforl.
7 past due last 12 mos

& final

1 NSF 5/28/09 $486.47

1 disconnect 11/16/09 $135.14- restored 11/16/09

Prior Obligation 11/16/09 $218.63



Deposit- $194.00 requested 11/16/09 due to disconnect {no deposit prior to
disconnect 11/16)

last payment $135.00 10/20/09 - balance $135.14

Last billing 11/3/09 $83.49 - due 11/23/09 - balance $234.63

Electric and gas cusiomer.

Collection action: {no prior obligation before shut off 11/16/09)

10/28/09 past due $135.14 due 1112/08

11/4/09 final £135.14 due 11/12/09

1111708 call to customer

11/16/04 disconnected $135.14

11/16/08 . Customer called , stated he had gotten the past due , however,
not the final notice - { Avista has not received any mail returns)

- 11/16/08 customer paid $135.14
1116/09 turned on 10:25 a.m.
Looking back at the customer's account - he's been here since 1999. He had
been keeping his account close to current, and then about 1 year ago slaried
having problems.

Because he's been a fairly good customer in the past, | will waive his deposit
of $198.00.

The payment the customer made of $135.14 will post against his usage of $234.63
and leave him a usage balance of $99.48- all prior cbligation.

Avista will read the customer's meter again 12/2/09. Hopefully the customer
will apply for Energy Assistance.

ATTACHMENTS:

Thanks,
Janet

é‘ 11/18/2009 02:26 PM Action: Rachel Stark

Reviewed account information:
Created account history spreadsheet.

Avista mails their bills and notices from California,

WAC 480-100-178 Bill due date requirement is 18 days.
The company is in compliance with bill due date requiremeant.

WALC 480-100-128(6)(i) 1st notice due date requirement is 11 business days.
The company mailed a past due notice Oct, 28, for $135.14 due Nov. 12, 2009,
The company was short one (1) day. Due to the Veteran's Day Holiday Mov. 11,
2009, the due date should have been Nov, 13, 2009, - violation



WAL 4B0-100-128(6)(i) 2nd notice due date requirement is 6 business days.
Because the Oct. 28, 2009, past due notice was not good, the Mov. 3, 2009,

final notice for $136.14, due Nov. 12, 2009, was also not good. Therefore, the
disconnection of service on November 16, 2008, was not in compliance with
rules. The company needs to credit the consumer’s account $16 for the reconnect
fee charged Mov. 16, 2009,

Deposit calculation:

Gas $674.35/12=%$56.19x 2=$112.39

Electric $710.26 / 12 = $59.18 x 2 = $118.37

$112 + $118 = 5230

The company requested $198

The company is In compliance with deposit request

SEE ATTACHED ACCOUNT HISTORY SPREADSHEET

‘ 11/18/2008 03:3% PM Voice Mail: Rachel Stark >> Consumer
-
Left a voicemall for consumer.

| let him know the company is willing to waive his deposit at this time because

he has been trying to keep up with his payments. | told him he needs to try and
get energy assistance and try and slay on top of his bill because the company
can charge him a deposit later should he fall behind and receive notices. |

told him to conlact the company regarding payment arrangements should he need
them in the future. | told him the company was one day short on his last past

due notice due to the Veteran's Day holiday and therefore should not have
disconnacted his service. | told him the company will be instructed to credit

his account $16 for the reconnect fee. | told him | am closing his complaint

and to contact me if he has any questions.

*** 11/18/2009 03:56 PM Email: Rachel Stark >> Janet Hadley
uud afternoon Janet,
| have reviewed the account information.

I have let the customer know via voicemail the company is willing to waive his
deposit of $198.

| am recording the following violations:

One (1) violation of WAC 480-100-128(6)() because the company malled a past
due notice October 28, 2009, for $135.14, due November 12, 2009, The company
was short one (1) day. Due to the Veteran's Day Holiday Mov. 11, 2008, the due
date should have been Nov. 13, 2009,

One (1) violation of WAC 480-100-128(6)(ii) because the Oclober 28, 2009, past
due notice was not in compliance with the rules, therefore, the November 3,
2009, final notice for $135.14, due November 12, 2009, was also not in
compliance with the rules,

One (1) violation of WAC 480-100-128(3)(a) because the past due and final
nofices were not in compliance with the rules, the company should not have
disconnected service November 16, 2009,

Since the disconnection was not in cump!lanﬁe with the rules, the company needs



to credit the consumer's account $16 for the reconnect fee charged Nov. 16,
2003, Please confirm when this is complete,

| have completed my investigation and this complaint is now closed. Please note

that the Consumer Protection Section has an internal quality review program and

all closed complaints are subject to possible review and/for re-opening.

Please let me know if you have any questions.

Thank you.

Rachel

% 11H8/2008 03:56 PM Violation: 480-100-128(6){i) -

One (1) violation. The company mailed a past due notice October 28, 2009, for $135.14, due November
12, 2008, The company was short one (1) day. Due to the Veteran's Day Holiday Nov. 11, 2009, the due
date should have been Nov, 13, 2009,

. 11/18/2009 03:57 PM Violation: 480-100-128(6)(ii) -

2]

One (1) violation. The company mailed an October 28, 2009, past due notice, and the notice was not in
-compliance with the rules, therefore, the November 3, 2008, final notice for $135.14, due November 12,
2008, was also not in compliance with the rules,

%‘ 11/18/2009 04:00 PM Violation: 480-100-128(3)(a) -

One (1) viclation. Because the past due and ﬁﬁal notices were not in compliance with the rules, the
company should not have disconnected service November 16, 2009,

*** 11/20/2009 12:33 PM Email: Stark, Rachel (UTC) << Janet Hadley
hal:

Noled the violations and reversed the reconnect fee charged 1116

See below:

Thanks and have a great weekend.

Janet.

SEE ATTACHED ACCOUNT HISTORY SHOWING $16 CREDIT FOR RECONNECT CHARGE
E 02/01/2010 03:39 PM Action: Anna Gill

Survey attached.



APPENDIX G

Washington UTC Complaint 107021
Company: Avista Corporation G965

Customer: Account# 410070705

John W Gustafson
Contact:

1118 E. Empire Ave.
Spokane, WA 98207

Primary Phone: (509) 487-4724
Secondary: 509-475-3022 cell
E-mail addr: vn6869satch2_9@msn.com

Complaint: HESNEEE Serviced by: Gail Griffin-Wallace

Opened on: 07/21/2000 Grouped by: Disputed Bill )

Clesed on: 08/06/2009 Meposition: Company upheld with arrangements
D iption:

3

Customer received a back bill that drastically changed his confort leval payments,

FPlease explain circumstances for the back bill

Please provide the dates for the back bill

Was the retroactive bill based on actual or estimated usage?

Please provide account history for the period of the back bill. Also, please provide comparative
history either prior 1o or after the back bill (if available).
. Flease provide usage history for the period of the back bill to include any comparative data
available that shows increases or decreases in usage.

Were any adjustments offered the customer? Reason? Amount?

¥What arrangements were given the customer?

If meter failure, what was the cause of the failure - please be detailed.

Please provide corrective action(s) with dates.

passed to avista via email 7/21 @ 9:20am - your initial response to this complaint is due by close of
business 7/23/09

Results;

Company estimated back bill in compliance with regulations and tariff. Violations were recorded for failure
to provide to provide accurate/complete billing statements from 2/14/08 until 1/14/09. Customer will
remain at present comfort level payment In rather than eurrent plus arrangement amount.

Activity:
Activity Links
:EI? 07/18/2009 09:15 AM Email: Gail Griffin-Wallace << customer

Please explain your complaint in detail.

| received a letter on February 16,{2009) stateing that on January 14,(2008) a
recent maintenance visit was performed at my address, (1118 E. Empire Ave.),
witch revealed that my meter had not registered usage since January 14,{2008).
We have installed a new meter #00258767 and have re-billed your account based
on the information provided by previous history. )

By the time | received this letter | had changed from monthly billing to
{Comfort Level Billing) witch started at $83.00 a month. Then within twoe months



went up to $87.00 and then up to $143.00 and now up to $177.00.

On three different occassions i contacted Avista questioning thelr findings
and was given responses that i understood that | should have been monitoring my
bills in the past to notice that | was not using any gas.

| recieve paperless billing and payed automaticly each month with the
understanding that Avista was an is a honest company with compitant employees
that know whal they are doing. | am greatful that i am being given the comfort
level option to pay my bill but this has gotten out of control i think,

Why did it take them a year to send someone oul to check the meter. | only
use gas for heat. The heater is off from around March to late Oclober. That is
why there is NO gas use for those months,

Recently | went in to Avista to personaly talk to a supervisor and they told
me that they have no body avaiable to talkj to in person so i had to use a
curtusy phone and talk to a supervisor and got the same responce. Every thing
that can be done has been done Mr. Gustafson. So i am writting 1o you 1o plead
for some kind of answer. John W Gustafson

Did you speak to a superviser from your utility or transportation company?
Yes

- If es', what was the result?

The supervisor told me that they stand by there employees findings and there
is nothing more they can do.

What do you think the company should do to resolve your complaint?

They should eat any gas lose. It wasn't me who waited a year lo go check the
meter. For all i know there could have baen gas leakage. The gauges didn't
-work.

=** 072172009 10:25 AM Email: Gail Griffin-Wallace >> customer

Dear Mr. Gustafson;

Thank you for contacting the Washington Utilities and Transportation Commission
regarding your complaint against Avista Corporation. | have opened an informal
complaint investigation on your behalf, and will begin working with the company
to resolve your complaint. Complaints usually take between two weeks and four
weeks to complete depending on the complexity. If you have questions, please
feel free to contact me.

Sincerely,

Gail Griffin-Wallace

Consumer Program Specialist
WUTC Consumer Affairs
1-800-562-6150, 360-664-1114
Fax: 360-664-4291

Email: ggriffin@utc.wa.gov

™+ 07/21/2008 03:08 PM Attachment: Griffin-Wallace, Gail (UTC) << Hadley, Janet

<<avistaEmail (14).ixt>>
<<avistaEmall (15).txt>> <<avistaEmail (13). txt>>
Gail: If you are unable to read or open the




attachments, let me know.

EST. 6/1/03

excellent customer

No deposit on file

No prior obligation

Mo collection action

Balance on account $702.86

Last payment 7/1/08 $138.00

Customer is on Comfort level billing at $177.00 per month

Gas and electric customer.

Stopped Gas Meter- Back billed from 2/14/08 to 1/14/09- 12 months.

Customer was billing the minimum for 0 therms of $5.85 per month.
For 12 months.

8/25/08 Customer was sent an @ mail regarding 0 usage on his gas meter.
“Will they be using this fall? - Do they want the meter removed”

Received no response back.

MNote on account to check later Fall to see if we need to check for

a stopped gas meter,

Customer was on Comfort level plan of $83.00 per month

2/3/08 Serviceman went to home to check for stopped meter. The svemn found gas -
meter was not registering, however could see customer was using- could see
exhaust. Knocked on door - no answer - left tag on door to have customer cail.

2{5/09 customer called in response to tag left.-2/5/09 Changed meter and relit
appliances. - Customer has forced air Gas furnace.

This was an older meter, and the index on the meter usually is what
will malfunction.

2/16/09 Customer was billed for 12 months of stopped gas meter from
2/14/08 to 1/14/09. Billing used customer's own gas history plus
number of days in the billing cycle and degree days to figure usage.

2/16/09 billed $958.78 for gas usage - 12 mos.

2118/09 Left message for customer to call Avista to discuss back billing on gas
meter. - did not hear from customer,

3/26/09 Comfort level billing was raised to $143.00.( effective with

4/16/09 bill This ralse to $143 was based on usage only and not on the balance
on the account(the balance is not figured into the CLE until the 12 month
review)

4/1/09 John Gustafson called re raise in CLB - It was explained to him

this does not take into account the balance on his account. If
it did the amount would be $243 at the 12 month review.

6/26/09 John called and was advised that the CLB would help him to
catch up with the back billing for gas on his account.

717108 the customer was raised to $177.00 CLB effective 7/17/09.



There were no adjustments offered the customer.

If this creates a hardship, we can remove the customer from CLB and
Offier him current bill plus 12 months to pay this ofi. His balance is
$650.46 divided by 12 = $54.00 plus current bill. Current billing was
Billed 7/17/08 for $52.40 + $54,00 = $106.40 - this is due 8M1/09.

We are willing to work with this customer.
Bill and due dates:

Bill Prep & Bill Due Dates

Bill Date Cur Chrg Pravv Bal Total Billed Due Date
CUST_ACCT_KY .

08-18-2008 48.68 46.84 9552 09-08-2008 410070705
09-17-200B 5895 9552 -11.53 10-07-2008 410070705
10-16-2008  53.08 -11.53 -41.45 11-05-2008 410070705
11-14-2008 57.89 -41.45 -66.56 12-08-2008 410070705
12-17-2008  74.35 -B66.56 -75.21 01-08-2009 410070705
01-19-2009  116.77 -75.21 -41.44 02-06-2009 410070705
02-16-2009 ~ 958.78 -41.44 760.03 03-06-2002 410070705
02-17-2009 21531 760.03 975.34 03-09-2009 410070705
03-18-2009  95.82 97534 984.16 (4-07-2009 410070705
04-16-2009 68.21 984.16 965.37 05-07-200% 410070705 -
05-18-2009 55.67 965.37 878.04 06-08-200% 410070705
05-17-2009 53.42 B878.04 7B8.46 07-08-2008 410070705
07-17-2009 524 78846 702.86 08-06-2009 410070705

w4 07/22/2009 09:06 AM Phone: Gail Griffin-Wallace >> customer

called customer - Imic

é" 07/23/2009 11:01 AM Phone: Rachel Stark << Consumer

Consumer returned Gail's call. | attempted to go over the complaint with him
and he became upset. He did not want to accept responsibility that he had to
go over his electronic bill because he assumed the company was billing him
correctly. Mr. would like Gail to call him at hom on Friday's or on his call
phone at 509-475-3022,

*** 0B/06/2009 09:56 AM Phone: Gail Griffin-Wallace >> customer
Called customer and advised company estimated back in compliance with
regulations and tariff, Customer is still very frustrated that company did not
find error earlier however, will remain at current comfort level to meat
obligation. | told customer violations will be recorded for providing
incompletefinaccurate bills. Advised customer complaint will close.

' 08/06/2008 08:58 AM Email: Gail Griffin-Wallace >> Janet Hadley
Janet,
| have closed this complaint. | have recorded 12 violations each of WAC
480-90-178(1)(e) and WAC 480-90-178({1)(f) for failing to provide accurate
andfor complete billings. Please let me know if you have any guestions.
Thanks - Gail



Please note that the Consumer Protaction section has an internal quality review
pragram and all closed complaints are subject to possible review andfor

re-opening.

*; 08/06/2009 10:03 AM Violation: 480-90-178(1)(e) -
Company falled to provide accuratelcomplete billing sttements from 2/14/08 until 1/14/09,

;" 08/06/2009 10:04 AM Violation: 480-90-178(1)(f) -
Company failed to provide accurate/complete billing sttements from 2/14/08 until 1/14/08,

;‘ 08/11/2009 01:06 PM Action: Anna Gill
Survey attached.



Washington UTC Complaint 107111
Company. Avista Corporation G966

Customer; Account¥ 2900-530-92-0

Marion Kenney
Contact: Lisa or Marlon
208 South Stevens
Chewelah, WA 99109

Primary Phone: (509) 935-0423 after 3:30 p.m.

Complaint: EOSETE Serviced by: WNaney Paulson

Opened on: 07/30/2009 Grouped by: Disconnect
Closed on: OB/06/2009 Digposition: Consumer upheld
Descr’ip_tinn:

o
=]

Customer has disconnect notice for 7/31/08, $535.03. Customer says the amount is for a back-bill due to
stopped meter from about February 2009 to May 2009. Meter was replaced in May. He believes the
estimates are too high since they were based on last year's usage and this year he turned his thermostat
to low since he is now unemployed and didn't want a large gas bill. The furnace is the only gas appliance.
He says he has been unable to reach the contact person on letter. Didn't have letier available and couldn't
remember the name.

Was customer offered payment arrangements?
Please send billing/payment/notice/usage history.

Passed to company as Urgent 7/30/09. Response due 8/3/09.

Results;

Avista issued a $169.84 adjustment for April and May 2009 bills since customer’s gas was turned on low.
Payment arrangements offered on remaining past due, $358.09, over five months plus current bill starling
August 5, 2009, . '

VIOLATIONS RECORDED.

Activity:

Activity Links
g 07/30/2009 02:38 PM Email: Nancy Paulson >> AVISTA COMPLAINTS

Good Afternoon: Passing new complaint. See details below. Thank you. {sent complaint description).
= 07/30/2009 02:49 PM Email: Paulson, Nancy {UTC)} << Hadley, Janet/Avista

Nancy: Stopped collection action on the account - will respond Tomorrow - Fri

Thanks,
Janet.

‘é’ 07/31/2009 02:23 PM Email: Nancy Paulson << Janet Hadley
SEE ATTACHMENTS BELOW.

MNancy:
Est: 412101



Marion Kenney
S 208 Stevens St., Chewelah, Wa.
Slow to pay
No deposit
4 past due notices
4 final notices
no disconnects
Gas only account
Back billed 5 months of stopped gas meter 1/14/09 to 5/14/09 £847.91
30 prior obligation
Last payment 5/21/09 $6.10 - 00.00 balance
Balance as of 7/16/09 $535.03
collection activity: $528.93 due 7/27/09
5/19/08- order issued to check for stopped Gas meter, CI use for 3 months
5/25/09 found gas meter had stoppad. Changad gas meter and relit cust
pilot on gas furnace.
6/1/09 back billed 5 months of gas usage 1/14/09 to 5/14/09- based on customer’
& OWn usage using degree days, and number of days in the month. Billed
$847.91.
6/2/09 Supervisor attempted to call customer to advise of stopped meter and
back

bill - Left Voice Mail Message for customer to call regarding stopped
meter/ and arrangements on balance.
6/15/08 customer called to discuss stopped meter and back bill. Customer was
offerad arrangements- he declined, Sys turned of Gas heat in March. Back
billing was explained to customer, and he was sent his gas usage screen. Did
not hear back from customer,
7110/08 pastdue  $528.93 due 7/27/09
TATI08 final $528.93 due 7/27/09
7/24/08 call to cuslomer
7/128/09 delivered additional final notice to customers home $528.93
Customer has not contacted Avista regarding the past due notices.
7130109 WUTC complaint. Stopped collection action
The customer has been at this address since '01, Itis helpful to ensure an
accurate billing, if the customer will call when he receives a winter heat bill
for a minimum of $6.10 with 0 therms of gas. Avista back billed using the
customer's own historical usage , and applying degree days and number of days
in the month. The customer only uses his gas for his forced air furnace, so 0
therms are used in the summer months. The customer's back billings look in
line. This was a very cold and long winter. The customer states he was
unemployed this winter , and home so altempted to keep the thermostat on low.,
however, because he was now home during the day could have negated that saving.
The customer stated he wrned his gas furnace off in March. What | can do for
the customer is remove the charges for April and May .

4/15/09 read B4 therms  $108.75
514109 45 therms $61.00
$160.84

This would make the customer's past due $359.09. | can then spread the
balance over the next 5 months.  This would be current bill plus $72.00
starting with the next due date of 8/5/08. The customer's last bill was §6.10
+$72.00 = $78.10,

attachment:

billings/due dates ,bill date, notice history, usage.

If | can help further, let me know.,

Thanks,

Janet



07/31/2009 02:23 PM Email: Nancy Paulson << Janet Hadley
SEE ATTACHMENTS BELOW.
Nancy;
Est: 4/112/01
Marion Kenney
5 208 Stevens Si., Chewelah, WA,
Slow to pay
Mo deposit
4 past due notices
4 final notices
no disconnects
Gas only account
Back billed 5 months of stopped gas meter 1/14/09 to 5/14/09 $847.91
$0 prior obligation
Last payment 5/21/09 $6.10 - 00.00 balance
Balance as of 7/16/09 $535.03
collection activity: $528.93 due 7/27/09
5/19/09- order issued to check for stopped Gas meter. 0 use for 3 months
5/29/09 found gas meter had stopped. Changed gas meter and relit cust
pilot on gas furnace.
6/1/0% back billed 5 months of gas usage 1/14/09 to 5/14/09- based on customer’
;uwn usage using degree days, and number of days in the month. Billed
847.91.

6/2/09 Supervisor attempted to call customer to advise of stopped meter and
back

bill - Left Vioice Mail Message for customer to call regarding stopped
meter/ and arrangements on balance.
6M15/09 customer called to discuss stopped meter and back bill. Customer was
offered arrangements- he declined. Sys turned of Gas heat in March. Back
billing was explained to customer, and he was sent his gas usage screen. Did
not hear back from customer.
7M10/09 past due  $528.93 due 7/27/09
7117108 final $528.93 due 7/27/109
7724/09 call o customer
7/29/09 deliverad additional final notice to customers home $528.93
Customer has not contacted Avista regarding the past due notices.
F130/09 WUTC complaint. Stopped collection action
The customer has been at this address since 01, It is helpful to ensure an
accurate billing, if the customer will call when he receives a winter heat bill
for a minimum of $6.10 with 0 therms of gas. Avista back billed using the
customer's own historical usage , and applying degree days and number of days
in the month. The customer only uses his gas for his forced air furnace, so 0
therms are used in the summer months. The customer's back billings look in
line. This was a very cold and long winter. The customer states he was
unemployed this winter , and home so attempted to keep the thermostat on low.,
however, bacause he was now home during the day could have negated that saving.
The customer stated he turned his gas furnace off in March. What | can do for
the customer |s remove the charges for April and May .

4115/09 read 84 therms  $108.75
514/09 45therms  $61.08
$169.84

This would make the customer's past due $359.09. |can then spread the
balance over the next 5 months. This would be current bill plus $72.00
starting with the next due date of 8/5/09. The customer's last bill was $6.10



+$72.00 = $78.10.

attachment:

billings/due dates ,bill date, notice history, usage.
If | can help further, let me know,

Thanks,

Janet

‘é" 07/31/2009 04:30 PM Voice Mail: Nancy Paulson >> customer

Left a detailed voice mail re payment arrangements. Please call to let me know
before | accept arrangements on your behalf. | will call you again Monday.

*** 0B/06/2009 05:13 PM Voice Mail: Nancy Paulson >> customer

Left another detailed message about the payment arrangements. Avista credited
off the May and June 2009 bills. This leaves a balance of $359.09 past due. The
company offered payment arrangements of five months on that amount, $72 month
for five months plus current bill. First installment was due 8/5/09 for $78.10

(§6.10 current plus $72.00). | am out of the office Friday. Call Avista and ask

1o speak with Janet Hadley about the arrangements. Closing the complaint,

%* 0B/06/2009 05:21 PM Violation: 480-80-178(1)(e) -

For the back-bill dated 01/14/08 through 05/14/09, five (5) violations of WAC 480-90-178(1){e) Billing
requirements and payment date, against Avista for falling to issue this customer monthly billing
statements showing current and previous meter readings, the current read date, and the total amount of
therms used for the billing period.

é‘ 08/06/2008 05:22 PM Violation: 480-90-178(1)(f) -

For the back-bill dated 01/14/08 through 05/14/08, five (5} violations of WAC 480-90-178{1)(f) Billing
requirements and payment date, against Avista for failing to Issue this customer monthly billing
statements showing amount of therms used and applicable billing rates per therm for the billing period.

%‘ 08/06/2009 05:27 PM Email: Nancy Paulson >> Janet Hadley

Thank you Janet. | left two detailed voice mails for the customer about the payment arrangements and
have not heard back. Since | am out of the office tomorrow, | suggested he call Avista and ask to speak
with you if he wants to st up those arrangements, | did not give out your direct number.

| am recording the following violations:

*For the back-bill dated 01/14/09 through 05/14/09, five violations of WAC 480-90-178(1)(e) Billing
requirements and payment date, against Avista for failing to issue this customer monthly billing
statements showing current and previous meter readings, the current read date, and the total amount of
therms used for the billing period. For the back-bill dated 01/14/09 through 05/14/08, five violations of
WAC 480-90-178(1)(f) Billing requirements and payment date, against Avista for failing to issue this
customer monthly billing statements showing amount of therms used and applicable billing rates per
therm for the billing period. This complaint is now closed. Please note that the UTC Consumer Protection
seclion has an internal quality review program and all closed complamts
are subject to possible review and/or re-opening.

‘;é‘ 08/25/2009 11:09 AM Action: Anna Gill
Customer survey attached.



Washington UTC Complaint 107869

Company: Avista Corporation E964

Customer: Account#

Cecile Wilson
Contact:

1519 E Sinto
Spokane, WA 99202

Primary Phone: (509) 362-2048

Complaint: ONEXHES Serviced by: Gail Griffin-Wallace
Opened on: 11/23/2009 Grouped by: Disconnect .
Closed on: 12/14/72009 Disposition: Consumer upheld
D intion:

]

Customer has a SNAP appointment on 12/2 @ 3p.

Customer was told that a deposit was due of $150. The payment was made by project share but was not
applied to her deposit.

Please provide a complete account history outlining deposit request, disconnects, notices sent and
amounts, payment, billing amounts date sent & date due.

passed to avista via email 11/23/05. Your initial response to this complaint is due by close of business
11/25/08.

A total of 4 violation were recorded

Results:
Avisla records show that it improperly generated two past due notices on amounts due that were
designated prior obligation. The payment amount of $150 previously applied to the prior obligation amount
was applied to the customers deposit on November 25, 2009. Avista records also show there is a final

- balance due of $78.38 from a previous addrass, plus, current charges of $77.25 is due on December 23,
20089. :

ivity:

Activity Links
é‘* 11/25/2009 02:07 PM Email: Griffin-Wallace, Gail (UTC) << Clayton, Alene

Gail,

Est. 11-3-09

Cecile Marie Wilson
1919 E. Sinto Avenue
Spokane, WA. 89202

Account number 90126412

Gas and Electric Service

$520.31 Prior obligation ($233.94 disconnect 3-12-09 @ 14908 E Sprague Avenue
#26 Spokane Valley, WA. 99216)& $286.37 disconnect 8-9-07 @ 807 E Augusta
Avenue Apt 4 Spokane, WA. 99207 Deposit $150.00, balance $150.00 0 NSF

1 past due notice (hand generated) $514.75



1 final notice (hand generated) $364.75 Slow pay

11-03-2009 TRANSFER BETWEEM ACCOUNTS 598.69

11-11-2009 Mailed Past Due Notice from Spokane $514.75 due 11-23-09
11-17-2009 Paid 150.00

11-19-2009 Mailed Final Notice from Spokane $364.75 due 11-24-09

Balance $598.60, $78.35 usage, $520.31 prior obligation. After reviewing the
account | transferred the payment of $150.00 to the customer's deposit. The
notice mailed on 11-11-09 & 11-19-09 are incorrect,

Feedback has been given to the CSR to watch prior obligation transfer amounts.

Thanks, Alene

Attached documents:
Usage gas & electric
Transaction register

***SEE ATTACHMENTS***
*electric billing history
*gas billing history
*transaction register

g 12/01/2008 12:58 PM Email: Gail Griffin-Wallace >> Alene Clayion

Alene,
Where is the $78.35 usage from? Please provide a comectad account history. It

looks like the customer did not have service for several months, When did she
start this new service? Has a bill generated yet? Does the amount due include a
reconnect fee? Was $150 the total amounl of the deposit request or just half?
Thanks - Gail :

Eﬂ:@' 12/02/2009 03:06 PM Email: Griffin-Wallace, Gail (UTC) << Clayton, Alene
Gail,

" Account established 11-3-09. .

Meter is due to be read on 12-1-09, due 12-20-09.

Thelr balance is from account 730118990 14908 E Sprague Avenue Space 26 Spokane
Valley, WA,

Balance is $598.69, $78.38 usage (closing bill 63 therms), 520.31 prior
obligation, disconnect 3-12-08 (off by 3 cents on original message.) Mo
reconnect fee charged the customer did not re-establish an account at
residence.

$150.00 is the total deposit, paid $150.00 11-14-2009 .01 interest.
Transferred payment $150.00 to deposit on 11-25-09.

Thanks, Alene
Enclosed:

Copy bill account 730118980
Transaction register account 730118990



Alene G. Clayton

Avista Utilities-Customer Service
Phone 509-495-7997

Fax 509-777-5177

“**SEE ATTACHMENTS***

*bill copy dated 3/23/09
*transaction register

" 12/07/2008 11:55 AM Voice Mail: Gail Griffin-Wallace << cust
Customer called left volcemnail message advising she had her SNAP appl. but did
not know what they would pledge. Customner said she did not have a phone number
where she could be reached.

*** 12/08/2009 02:51 PM Email: Gail Griffin-Wallace >> Avista

Alena,

Just want to get all my ducks in & row. Customer still owes $78.38 from her
previous address (this was the final bill correct?). Mow her deposit has been
satisfied, is there any billing from 11/3/097 Customer has had her snap appt

and Is waiting to hear what they will pledge.
Thanks - Gail

I‘é" 12/08/2009 11:16 AM Email: Griffin-Wallace, Gail (UTC) << Clayton, Alene
Gail,

The account billed 12-03-09 $77.25 due 12-23-09 Final bill from previous
address 78.38 Prior obligation $520.31

I will note the customer's account that she had an EAP appointment,

Thank you,
Alene

= 12/14/2009 09:19 AM Phone: Gail Griffin-Wallace >> customer
Attempted to call customer - # not in working order
Zé* 1214/2009 10:11 AM Violation: 480-100-178(1)(e) -

Company generated a past due notice of $514.75 on 11/23/09 on funds that were prior obligation,
Company generaled a final notice of $364.75 on 11/24/09 on funds that were prior obligation after
improperly appling customer payment.

** 12/14/2009 10:14 AM Violation: 480-100-178(1)(f) -
Company generated a past due nofice of $514.75 on 11/23/09 on funds that were prior obligation,
Company generated a final notice of $364.75 on 11/24/09 on funds that were prior obligation after

improperly appling customer paymenL
==+ 12/14/2008 11:08 AM Letler: Gail Griffin-Wallace >> cust



Re: 107869

December 14, 2009

Cecile Wilson
1919 East Sinto
Spokane, Wa 99202

Dear Ms. Wilson;

| am responding to your complaint against Avista Corporation (Avista). You
stated that a payment made to your account, was applied to a prior obligation
amount. It should have been applied to your deposit

Avista records show that it improperly generated two past due notices on
amounts due that were designated prior obligation. The payment amount of $150
previously applied to the prior obligation amount was applied to your deposit

on November 25, 2009. Avista records also show there is a final balance due of
$78.38 from a previous address, plus, your current balance of $77.25 is due on
December 23, 2009,

At this time | have concluded my investigation and closed the complaint. Please
contact me if you have additional question.

Sincerely,
**SEE ATTACHMENTS FOR SIGNED COPY OF LETTER***
12M14/2009 11:17 AM Email: Gail Griffin-Wallace >> Alene Clayton

Alene, :

| have recorded 2 violations each of WAC 480-100-178(1)(e} and WAC
480-100-178(1)(f) for improper and/or inaccurate billing in the form of notices
sent on 11/23/09 & 11/24/09. Please let me know if you have any questions.

| have closed the complaint
Thanks - Gail

Please nots that the Consumer Protection section has an internal quality review
program and all closed complaints are subject to possible review andfor

re-opening.
*** 12M14/2009 11:28 AM Email: Griffin-Wallace, Gail (UTC) << Clayton, Alene

Gail, thank you. | will note the account.
Alene



