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13. On 11/16/2014 and 11/10/2014, the Company attempted to contact you regarding the PUC 
complaint, but there was no answer; a message was left on your phone. 

^ 14. On 11/12/2014, the Company called you regarding the PUC complaint, in which: 
. ' y a. You stated that you did not understand why the bills were so high during winter, 

although you acknowledged about using space heaters during winter due to a 
malfunctioned heater. . , , 

b. The Company informed you that your usage increased as the temperature c 
decreased, vice versa. 

c. The Company advised you the effects of using electric space heaters on the usage. 
d. The Company informed you that the budget bill amount of $139.00 was more than 

the actual bill used during winter. 
e. You informed the Company that that the account was supposed to be removed from 

the budget billing on 9/24/2014. 
f. The Company informed you that they have no records of you calling them on 

9/24/2014, however, you called on 10/21/2014, in which the account was removed 
from the budget billing program at the time, as per your request. 

g. The Company informed you that the budget would take at least one billing cycle to 
be removed. 

h. You informed the Company that you would contact the. landlord regarding a 
malfunctioned heater. 

• i. The Company sent you copy of 2 year account activity statement as per your 
request. 

j . The Company informed you that you owed $279.15 due immediately — your actual 
bill amount was $61.79; the deferred budget was ($215.71) at the time. 

15. Your total account balance is $768.16. This balance does not include any bills or payments 
sent out on or after 6/1/2015. 

16.On 6/1/2015, I talked to you, in which: ' .^ 
a. You informed me that it .has.been, months, but you have yet to receive the account 

activity statementr'^'-.^iV'*^'5:'' ''<^':--
b. I apologized for the delay, but we, at the PUC, has a high case load, where \ have 

been assigned to your case only on 5/27/2015. 
c. I informed you that the account was removed from budget billing program on 

10/21/2014. 
d. You stated that someone from the PUC informed you that the account has not been 

removed from the budget billing program. 
e. I informed you that we have no records of calls made to you about the account that 

was still in budget billing program. 
f. You stated that you owed a balance of over $700.00 now. -
g. I informed you that you received a discount (RH) rate before, but this rate had been 

eliminated back in 2012. 
h. I informed you that the account has been billed based on actual meter readings 

obtained at the property. 
i. I informed you that I would send you copy of detailed account statement, which 

would give you all the information that you needed. 
j . I also informed you of your right to file formal complaint, if you disagreed with the 

PUC informal complaint decision. , _ 
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