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1 I. INTRODUCTION 

2 Ql. Please state your name and occupation. 

3 Al. My name is Deborah Reinhart. 1 am employed by FirstEnergy Service Company 

4 ("Service Company") as a Senior Business Analyst. 

5 Q2. Please describe your current job responsibilities. 

6 A2. I am responsible for conducting investigations in order to respond to informal complaints 

7 made by customers with either the Commission or the Office ofthe Ohio Consumers' 

8 Counsel. These complaints involve a wide array of customer-service issues, including 

9 complaints regarding high bills, payment disputes, problems that arise during move-ins of 

10 new customers, and other related matters. I estimate that I work on approximately one 

11 thousand customer complaints each year. I also am responsible for providing assistance 

12 to company personnel related to implementing the Commission's rules and internal 

13 operating procedures regarding customer service matters. In that capacity, I review the 

14 materials used to train our customer service personnel regarding billing, customer 

15 accounting and call center procedures so that they remain in compliance with those rules 

16 and intemal guidelines. 

17 Q3. Please describe your educational background and work experience. 

18 A3. 1 have worked at either the Service Company or the Pennsylvania Power Company 

19 ("Penn Power") in a customer service capacity for the last 36 years. I have held my 

20 current title since 2005. Prior to that, for approximately three years, I was responsible for 

21 credit and collections functions in the eastem region of Ohio Edison Company and also 

22 supervised meter readers for Penn Power. Prior to that, I supervised the customer contact 

23 center for Penn Power for four years, before which I worked as a call taker and customer 
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1 service representative for commercial accounts. I also have completed coursework in a 

2 business administration program at Pennsylvania State University. 

3 Q4. What records do you typically review and rely on in conducting those investigations? 

4 A4. There are several types of records I typically review, which are readily accessible to me 

5 in CEl's intemal database. First, I review copies ofthe actual bills to the customer. 

6 Second, I review CEI's customer contact log notes. Specifically, CEI's representatives 

7 are trained to create an entry in a customer's contact log every time the customer contacts 

8 the utility, whether by phone, e-mail, fax, letter or via our website. The contact log thus 

9 reflects any action taken by contact center representatives while on the phone with the 

10 customer, such as updates to a customer's phone number or other information. These 

11 logs are easily accessible by customer name, account number, business partner number or 

12 address. Third, 1 review the customer's billing, usage and payment history. All of that 

13 information is available to me on an intemal database. 

14 Q5. Are you familiar with Complainant's allegations in this case? 

15 A5. Yes. Complainant alleges that "[a]t some point prior to or in 2007" he experienced a 

16 spike in his electric bill. Complainant evidently refers to his bill dated August 16,2006, 

17 which was in the amount of $354.59 ("August 2006 Bill"). Complainant further alleges 

18 that at some subsequent point, he made an agreement with a representative of CEI to pay 

19 only $172.86 ofthe August 2006 Bill. He further alleges that he sent a check in that 

20 amount dated August 18,2007, which contained a restrictive endorsement on the back. 

21 Q6. Have you investigated Complainant's claims? 

22 A6. Yes. As discussed more fully below, I have reviewed CEI's records regarding 

23 Complainant's historical billing, usage and payment information, which are records 
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1 generated in the ordinary course of CEI's business and ofthe type I usually review in 

2 conducting my investigations of customer complaints. 1 began investigating 

3 Complainant's dispute in connection with an informal complaint he submitted to the 

4 Commission in the summer of 2010. I also have reviewed Complainant's Complaint and 

5 CEI's Answer. 

6 Q7. What is the purpose of your testimony? 

7 A7. The purpose of my testimony is to discuss CEI's records regarding Complainant's 

8 historical billing, usage and payment information. I also discuss CEI's customer contact 

9 records, which reflect the nature of phone calls between CEI and Complainant during the 

10 time period in question. Finally, I express my conclusion that, based on a comprehensive 

11 review of CEI's records, there is no evidence of any "agreement" to accept partial 

12 payment fi-om Complainant for the August 2006 Bill. 

13 H. CEI'S RECORDS REGARDING COMPLAINANT'S HISTORICAL BILLING 

14 AND USAGE 

15 Q8. Please describe the records you reviewed regarding Complainant's historical billing, 

16 usage and payment information. 

17 A8. As part of my investigation into Complainant's allegations, I reviewed copies of CEI's 

18 bills to Complainant from January 2006 through the present. Copies ofthe bills firom 

19 July 2006 through August 2007 are attached collectively to my testimony as CEI Exhibit 

20 B. 1 also reviewed Complainant's billing, usage and payment history compiled from 

21 those bills and our records of Complainant's payments, and based on that information, I 

22 created a chart that reflects, among other things, the dollar amount of each monthly bill 
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1 since August 2006, as well as all of Complainant's payments since that time. That chart 

2 is attached to my testimony as CEI Exhibit C. 

3 Q9. Please explain the columns on the chart that is CEI Exhibit C. 

4 A9. The "Enter Date" column includes both the date of the monthly bill and the date of 

5 payments. "Read Date" refers to the date ofthe meter reading associated With that bill. 

6 "Dis Bill" refers to the charges associated with the distribution portion of the monthly bill. 

7 "Tot Bill" refers to the total amount of each monthly bill. "Due Date" is the due date of 

8 the monthly bill. "Pay Amt" reflects every payment received and processed by CEI. The 

9 date ofthe payment is reflected in the "Enter Date" column that corresponds to the 

10 payment. " Adj Amt" refers to the amount of any adjustments to each monthly bill, and 

11 "Adj Type" refers to the type of adjustment. In this case, the adjustments typically were 

12 the addition of late payment charges, which are denoted "LPC." "Balance'' reflects the 

13 cumulative balance on Complainant's account. 

14 QIO. Please explain Complainant's payment history as reflected on CEI Exhibit C. 

15 AlO. Throughout the first several months of 2006, Complainant paid his bills in full and 

16 generally on time. However, beginning with the August 2006 Bill, Complainant fell 

17 behind in his payments. Specifically, although the August 2006 Bill was for $354.59, 

18 Complainant paid only $ 109.00 of that bill. Complainant did not initially pay anything 

19 toward the subsequent bills sent in September, October and November 2006, and those 

20 bills became past due. Although Complainant made a payment of $409.26 on December 

21 6, 2006, this was not sufficient to cover the total balance that remained on his account. 

22 Since January 2007, Complainant generally has paid his current bills on time. However, 

23 because ofthe account deficiency dating to the August 2006 Bill, late payment charges 
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1 have been assessed to Complainant's account each month since then. As a courtesy, the 

2 then-accumulated balance ofthe late payment charges as of February 2007 was reversed 

3 ($ 18.08). However, those charges have continued to accme on Complainant's account 

4 since then because of his unpaid balance. 

5 QIL CEI Exhibit C indicates that an 'installment plan" was activated on Complainant's 

6 account on August 4,2010 and was deactivated on January 21,2011. What was the 

7 purpose of this installment plan? 

8 All. On August 3,2010, Complainant received the disconnection notice that is attached to his 

9 Complaint. In response, he contacted CEI and arranged for an installment payment plan 

10 to address the outstanding balance on his account. As a result. Complainant's service 

11 was not disconnected. 

12 Q12. Was the August 2006 Bill based on an actual meter read? 

13 A12. Yes. As reflected on the bill dated August 16,2006, which is included in CEI Exhibit B, 

14 that bill was based on an actual meter read. 

15 Q13. Did you review the customer contact notes reflecting communications between 

16 Complainant and CEI? 

17 Al 3. Yes. Those notes are attached to my testimony as CEI Exhibit D. They reflect that 

18 beginning in January 2007, Complainant disputed the application of late payment charges 

19 to his account. In response to these inquiries, a billing statement reflecting the amounts 

20 of Complainant's monthly bills and his payments was sent to him. 

21 Q14. Has CEI received any written correspondence from Complainant regarding his 

22 dispute? 
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1 A14. Yes. The customer contact notes reflect that CEI received correspondence dated January 

2 18, 2007, June 7,2007, August 19,2007 and September 5,2007. Copies ofthe 

3 correspondence dated January 18,2007 and August 19, 2007 are attached to my 

4 testimony as CEI Exhibit E. CEI has been unable to locate copies ofthe correspondence 

5 dated June 7,2007 and September 5,2007, likely because ofthe amount of time that has 

6 passed since then. However, the customer contact notes, attached as CEI Exhibit D, 

7 reflect the nature of that correspondence, which appears to be very similar to the January 

8 and August 2007 letters. 

9 Q15. Did CEI ever issue disconnection notices to Complainant based on his ongoing 

10 outstanding account balance? 

11 Al 5. Yes. As reflected in the customer contact notes, and based on Complainant's outstanding 

12 account balance, a disconnection notice was included in the bills sent to Complainant for 

13 every month beginning in September 2007 through August 2010. Complainant also 

14 received automated collection calls regarding that outstanding balance during that time. 

15 III. LACK OF EVIDENCE OF ANY "AGREEMENT" FOR PARTIAL PAYMENT 

16 Q16. Complainant alleges that CEI agreed to accept a partial payment of $172.86 to 

17 discharge the August 2006 Bill, which was for $354.59. Do you see any evidence of 

18 such an agreement? 

19 Al6. No. Contact center personnel— ând particularly contact center managers—are trained to 

20 report the substance of any communication with a customer on the customer contact log. 

21 In this case, the agreement that Complainant alleges certainly is something that would 

22 have been noted on the customer contact log had it occurred. The customer contact log 

23 here, however, does not reflect anything regarding such an agreement. Moreover, 
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1 whenever an adjustment is agreed upon with a customer, a telememo is created to instruct 

2 billing personnel to add the credit. That telememo is automatically registered on the 

3 customer contact log. And again, no such notification appears on the log. Based on this, 

4 I conclude that there was no agreement to accept partial payment ofthe August 2006 Bill 

5 or any other bill. 

6 Q17. Can you explain why Complainant sent a check in the amount of $172.86 to CEI in 

7 August 2007? 

8 Al7. Yes. As I explain above, I do not believe this check was sent in connection with any 

9 "agreement" with CEI. Rather, the bill dated August 17,2007 reflected total charges in 

10 the amount of $172.86 (not including late payment charges). I believe the check dated 

11 August 19,2007 simply was a typical monthly payment made by Complainant in 

12 connection with that bill. 

13 Q18. Does CEI consider restrictive endorsements on checks sent by customers to be 

14 effective? 

15 Al 8. No. Acceptance of a restrictive endorsement used by a customer to unilaterally force a 

16 purported "settlement" of a bill on CEI is inconsistent with CEI's billing policies and 

17 procedures. CEI receives literally hundreds of thousands of checks from customers each 

18 month. Due to this substantial volume, CEI necessarily utilizes an automated system to 

19 process incoming payments. Forcing CEI to bear the burden of restrictive endorsements 

20 would require a costly and unnecessary overhaul of this automated system. Simply put, it 

21 would be highly impractical, costly and unduly burdensome to require CEI ito inspect the 

22 back of every single incoming check, interpret the scope of any restrictive endorsements 

23 located there, and set aside restrictively endorsed checks for additional specific 
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1 investigation and follow-up with the customer. Moreover, the inevitable delays that 

2 would result from this extended process would be inconsistent with the Coihmission's 

3 rules requiring the prompt (or "immediate") crediting of customer payments to their 

4 corresponding accounts. 

5 Q19. Does this conclude your testimony? 

6 A19. Yes. 
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CERTIFICATE OF SERVICE 

1 hereby certify that a copy ofthe foregoing was sent by flrst class mail, postage prepaid, 

and e-mail to the following person this 24th day of March, 2011: 

Peter J. Wielicki 
3314 Fortune Avenue 
Parma, OH 44134 
wielicki@att.net 

(p-iJr/ 
An Attorney for Respondent 
The Cleveland Electric Illuminating Company 
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CEI Exiiibit E 



January 28,2007 

The Illuminating Conripany 
76 S. Main St.. A-RPC 
Akron, Ohio 44308-1890 

Attn: Dispute Resolution Manager 

Re: Account # 11 00 25 51001 4 

Gentlemen: 

This (xm-espondenoe (xinc»rns the January 16,2007 bill. On this bill e4>pears late charge in the amount of $1.53 and 
preiflous late charges in the amount of $16.55, Pursuant to the Federal Fair Credit Billing Act I depute the application of these 
charges. As required please investigate ttils matter and credit my account these chaises. I have enclosed my check #3314 In 
the amount of $109.03 as payment in full on tWs account to date. Be advised that this check contorts a restrictive 
endorsement. 

Should you have any questions feel free to contact me at the address listed below. 

Sin^rely, 

.lOdiJLi 
Pete J. VK^icki 
3314 Fortune Ave. 
Parma, Ohio 44134 



August 19, 2007 

The Illuminating Co. 
76 S. Main St., A-RPC 
Akron, Ohio 44308-1890 

Attn: Customer Service Manager 

Re: Account #11 00 25 51001 4 

Gentlemen: 

This con-espondence concerns the statement dated August 17,2007.1 have dispute the t»riance from previous 
statements several times before pursuant to the Federal Fair Credit Billing Act I continue to dispute Biis amount on the basis 
that your company negotiated checks that contained "paid in full' restrictive endoreements. 

Kindly correct your records to reftect this credit 

Attached find my check #3528 in the amount of $172.86 which is offered as complete accord and satisfaction for this 
statement. 

Should you have any questions, feel free to contact me in witing only at the address listed below. 

Pete J.| 
3314 Fortune Ave. 
Pamia, Ohio 44134 


