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Direct Testimony of 1 
Roxie Edwards 2 

I. INTRODUCTION 3 

Q1. Please introduce yourself. 4 

A. My name is Roxie Edwards.  I am employed by The East Ohio Gas Company d/b/a 5 

Dominion East Ohio (“DEO” or “Company”) as Customer Relations Manager.  My 6 

business address is 1201 East 55th Street, Cleveland, Ohio 44103. 7 

Q2. What is the purpose of your testimony? 8 

A. The purpose of my testimony is to respond to the allegations in the complaint and 9 

supplemental complaint filed in this case, as clarified in the Commission’s Entries dated 10 

November 1, 2012 (“ Nov. 1 Entry”), and November 27, 2012 (“Nov. 27 Entry”). 11 

Q3. Please summarize your testimony. 12 

A. DEO did not provide unjust or unreasonable service to Ms. Gwendolyn Tandy.  In short, 13 

most of Ms. Tandy’s complaints stem from her simple failure to pay for services 14 

consumed on her accounts. 15 

II. DEO’S ACCOUNTS AND RECORDS  16 

Q4. Do you have knowledge of the history of the complainant’s various accounts with 17 
DEO? 18 

A. Yes.  I am familiar with the accounts and records pertaining to and referenced in Ms. 19 

Tandy’s complaint.  And I have personal knowledge of DEO’s practices of acquiring and 20 

maintaining this information.  DEO maintains numerous types of information regarding 21 

each customer’s account, including meter readings, billing and payment history, dates of 22 

initiation and disconnection of service, and communications to and from customers.  All 23 

such information is recorded at or near the time by a person with knowledge, or from 24 

information transmitted by a person with knowledge, and all such information is recorded 25 
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and maintained in the course of DEO’s regularly conducted business activity.  It is 1 

DEO’s regular practice in the course of its business activity to record and keep the sorts 2 

of information I relied upon in preparing this testimony. 3 

Q5. Does DEO maintain all of its records in perpetuity? 4 

A. No.  Consistent with 4901:1-13-03, Ohio Adm. Code, DEO generally maintains 5 

customer-account records for three years.  This three-year preservation period applies to 6 

customer service records and reports of customers’ service complaints, as well as 7 

customer billing data. 8 

III. SEPTEMBER 14, 2006 BILL 9 

Q6. Ms. Tandy alleges “that a ‘final debit’ of $430.00 was incorrectly charged to her 10 
account as reflected on the bill dated September 14, 2006, without explanation.” 11 
Nov. 1 Entry at 3.  The complainant also alleges “that her bill dated September 14, 12 
2006, does not properly reflect a $159.00 deposit she paid on June 20, 2006, by 13 
telephone.  The complainant claims that her bill dated May 15, 2006, reflects the 14 
deposit.  She requests compensation for the $159.00.”  Id. at 2. 15 
 16 
Can you please explain the bills referenced in this allegation? 17 

A. Yes.  I believe that the questions regarding these bills stem from the following facts.  In 18 

May 2006, Ms. Tandy applied to receive service from DEO at 1439 Sulzer Ave., and she 19 

was assigned a pending account ending 1312.  Her bill dated May 16, 2006, reflects the 20 

charging—but not the payment—of the deposit.  A little over a month later, DEO 21 

received a $430 payment on this account, which reflected the amount owed for an unpaid, 22 

past-due balance of $271.00 from another location for which Ms. Tandy was responsible, 23 

plus the security deposit of $159 that was required to initiate service for pending account 24 

ending 1312.  DEO credited $159 of that payment to the security deposit for the pending 25 

account, and reflected the remaining $271 as a credit. 26 
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Q7. Did Ms. Tandy ever receive service on this account? 1 

A. No, she did not.  DEO’s tariffs require a customer who has applied for service also to 2 

notify us when she is ready for service to be turned on.  See DEO Rules & Regulations, 3 

Sheet No. K1, Rule 4.  Among other things, this reflects DEO’s need to test house-lines 4 

and perform other safety checks before turning on the gas.  Ms. Tandy did not notify 5 

DEO, however, so the account number “expired” and never became active. 6 

Q8. Did Ms. Tandy ever receive service at 1439 Sulzer Ave.? 7 

A. Yes, she did.  She applied for and began receiving service at 1439 Sulzer Ave. a few 8 

months later, in September 2006, under a new account ending 7379.  The bill she 9 

complains about (dated September 14, 2006) reflects charges totaling $430: $271 from 10 

the prior, unpaid balance discussed above, and $159 that represented a security deposit 11 

for the new account ending 7379.  The $271 credit that remained from Ms. Tandy’s June 12 

2006 payment was applied to the prior, unpaid balance, which left the $159 security 13 

deposit for the new account that is reflected on her September 2006 bill. 14 

Q9. Was the $159 credit from the account ending 1312 ever applied to the account 15 
ending 7379? 16 

A. Yes, it was.  Ms. Tandy’s account ending 7379 was credited with $159 on October 25, 17 

2007. 18 

Q10. Can you explain the delay in applying this credit to Ms. Tandy’s account ending 19 
7379? 20 

A. Unfortunately, I cannot.  These events all occurred over five to six years ago, and as I 21 

discussed above, DEO generally does not preserve customer-service records beyond three 22 

years.  Due to the amount of time that has elapsed, I could not determine why the credit 23 

was not applied until October 2007.  Given that DEO ultimately did give her full credit 24 
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for the security deposit, however, I suspect that the issue simply had not come to DEO’s 1 

attention.   2 

Q11. Do you think Ms. Tandy should be compensated for the $159? 3 

A. No, I do not.  DEO did not violate any laws or rules in actually assessing the security 4 

deposit for both accounts at issue.  And Ms. Ms. Tandy ultimately received full credit for 5 

the $159 security deposit that she paid.   6 

IV. MARCH 20, 2009 TRANSFER DEBIT 7 

Q12. Ms. Tandy alleges that, “on or about March 20, 2009, a transfer debit of $532.72 8 
was incorrectly charged to her account without explanation,” and that this “amount 9 
had been turned over to a collection agency.”  Nov. 1 Entry at 3. 10 
 11 
Was $532.72 transferred to Ms. Tandy’s account ending 7379? 12 

A. Yes, it was.  On February 24, 2009, $523.05 was transferred from a delinquent, 13 

disconnected account for which Ms. Tandy was the customer of record.  Additional 14 

amounts of $9.09 and $.58 were also transferred, but cannot be detailed due to their age. 15 

Q13. Why was $523.05 transferred to her account ending 7379? 16 

A. That amount was an unpaid balance pertaining to service received under Ms. Tandy’s 17 

name at 1441 Sulzer Ave., account ending 3115, from January 18, 2008, to April 1, 2008. 18 

Q14. Do you agree that this debit was incorrectly transferred? 19 

A. No, I do not.  Ms. Tandy was responsible for this balance as the customer of record. 20 

Q15. Was the $523.05 amount turned over to a collection agency? 21 

A. Yes, it was.  A final bill was issued for service received at 1441 Sulzer Ave. up to April 22 

1, 2008, when the account was disconnected.  The final balance of $523.05 was assigned 23 

to collections on April 23, 2008.  This amount was not ultimately paid, however, and on 24 

February 25, 2009, this amount was transferred to Ms. Tandy’s account ending 7379 at 25 

1439 Sulzer Ave. 26 
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V. OCTOBER AND NOVEMBER 2010 PIPP PLUS AND GRADUATE PIPP PLUS  1 

Q16. Ms. Tandy alleges that, “the bill dated October 13, 2010, reflects a PIPP Plus 2 
payment of $72.00.  The bill dated November 10, 2010 indicates that Ms. Tandy is 3 
no longer enrolled in the PIPP Plus program.  The complainant states she was 4 
enrolled on the Graduate PIPP Plus Plan, with payments due of $341.00 each billing 5 
period, without her consent as reflected on the bill dated November 10, 2010.”  Nov. 6 
1 Entry at 3. 7 
 8 
Does Ms. Tandy’s October 13, 2010 bill reflect a PIPP Plus payment of $72?  9 

A. No, it does not.  Although Ms. Tandy was on PIPP Plus for $72 per month at this time, 10 

she did not make her program payment in October 2010. 11 

Q17. Was Ms. Tandy enrolled in PIPP Plus as of her November 10, 2010 bill? 12 

A. No, she was not. 13 

Q18. Why was Ms. Tandy no longer enrolled in the PIPP Plus program? 14 

A. On November 5, 2010, Ms. Tandy contacted DEO and requested to be removed from the 15 

program.  After being informed that she had an account balance that would become due if 16 

she left the program, she nevertheless requested cancellation. 17 

Q19. Was Ms. Tandy then enrolled in the Graduate PIPP Plus Plan? 18 

A. No, she was not.  After leaving PIPP Plus, Ms. Tandy was merely given the option to join 19 

the Graduate PIPP Plus Plan by paying $341 for her November 10, 2010 bill.  Ultimately, 20 

however, she did not enroll in the program. 21 

VI. CURRENT PLUS ENROLLMENT 22 

Q20. Ms. Tandy “asserts that by letter dated February 12, 2011, she was offered 23 
enrollment in the Current Plus Plan, which required her to pay $45.71 each month 24 
for six months on a past due balance beginning February 10, 2011.”  Nov. 1 Entry at 25 
3. 26 
 27 
Was Ms. Tandy enrolled in the Current Plus Plan? 28 

A. Yes, she was.  Consistent with 4901:1-18-05, Ohio Adm. Code, and the Energy Choice 29 

Program—according to which Energy Choice customers who have an arrearage may be 30 
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automatically enrolled in a payment plan—Ms. Tandy was automatically enrolled in 1 

DEO’s one-sixth plan, or the Current Plus payment plan, on February 10, 2011.  This 2 

plan required her to pay her then-current monthly bill plus $45.71. 3 

VII. MAY 2011 DISCONNECTION OF SERVICE 4 

Q21. Ms. Tandy “claims that in May 2011 her gas was illegally turned off for six 5 
months.”  Nov. 1 Entry at 3. 6 
 7 
Was Ms. Tandy’s natural gas service disconnected in May 2011? 8 

A. Yes, it was.  Service was disconnected to Ms. Tandy’s account ending 7379 for service at 9 

1439 Sulzer Ave. on May 11, 2011. 10 

Q22. Why was Ms. Tandy’s natural gas service disconnected? 11 

A. Consistent with Chapter 4901:1-18, Ohio Adm. Code, and DEO’s tariffs (see Rules and 12 

Regulations, Sheet No. K3, Rule 9), Ms. Tandy’s account was cancelled and service was 13 

disconnected on May 11, 2011, due to several consecutive late and non-payments. 14 

Q23. Was Ms. Tandy provided notices of the pending disconnection? 15 

A. Yes she was, consistent with Rule 4901:1-18-06, Ohio Adm. Code. 16 

Q24. Did the complainant have an account balance when her service was disconnected? 17 

A. Yes, she did.  Ms. Tandy’s delinquent account balance was $539.84. 18 

Q25. How long was Ms. Tandy without service? 19 

A. Approximately six months—from May 11 to November 9, 2011.  Ms. Tandy’s service 20 

was restored to 1439 Sulzer Ave. under an account ending 1404 after DEO received an 21 

Intent for Payment of $117.10 and a PIPP enrollment file from the Ohio Department of 22 

Development (“ODOD”) on November 3, 2011, to enroll her account on PIPP for a $29 23 

monthly payment plan. 24 
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VIII. ALLIANCE ONE COLLECTION AGENCY 1 

Q26. Ms. Tandy claims that on May 9, 2011, and July 20, 2011, the “Alliance One 2 
Collection agency improperly attempted to collect from her $147.00, and $74.48, 3 
respectively.”  Nov. 1 Entry at 3. 4 
 5 
Did DEO assign $147 to Alliance One for collection from the complainant? 6 

A. Yes, it did.  In accordance with company credit guidelines, DEO assigned $147.48 to 7 

Alliance One from an account ending 0920 at 1441 Sulzer Ave. for service from 8 

September 8, 2010, to February 26, 2011.  Ms. Tandy assumed responsibility for service 9 

during this time period under a landlord reversion agreement. 10 

Q27. Did DEO assign an additional $74.48 to Alliance One for collection from the 11 
complainant? 12 

A. No, it did not.  A payment of $73 was received on June 21, 2011, reducing the $147.48 13 

debt to $74.48. 14 

Q28. Did Alliance One collection agency improperly attempt to collect any amount from 15 
Ms. Tandy? 16 

A. To the extent Ms. Tandy is complaining that the debts were not hers, I disagree.  The 17 

debts were properly collectible from her, and were assigned to Alliance One in 18 

accordance with DEO’s standard credit policies.  I have not been made aware of any 19 

other complaints with respect to these collections. 20 

IX. SEPTEMBER 10, 2011 ATTEMPT TO COLLECT $375 21 

Q29. Ms. Tandy alleges that, “[o]n or about September 10, 2011, Dominion attempted to 22 
collect $375.00, the complainant claims she did not owe.”  Nov. 1 Entry at 3. 23 
 24 
Did DEO attempt to collect $375 from the complainant on or about September 10, 25 
2011? 26 

A. Yes, it did.  DEO sent Ms. Tandy a letter dated September 10, 2011, warning that her bill 27 

would be referred to a collection agency if payment for $375.73 was not received. 28 
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Q30. Did Ms. Tandy owe this amount?   1 

A. Yes.  When Ms. Tandy’s account ending 7379 was cancelled on May 11, 2011, she had 2 

an outstanding balance of $539.84.  Between the end of May and June 2011, Ms. Tandy 3 

made various payments, which left her with an account balance of $375.73.  This balance 4 

pertained to service consumed on accounts for which she is responsible. 5 

X. NEW ACCOUNT ENDING 1404 6 

Q31. Ms. Tandy complains that in November 2011, “a new account was established and 7 
the past due amount on the account was eliminated,” and that a letter dated 8 
November 9, 2011, stated that “her application for PIPP Plus was approved with a 9 
PIPP payment due of $29.00 monthly.”  Nov. 1 Entry at 3–4. 10 
 11 
Was a new account established for Ms. Tandy in November 2011? 12 

A. Yes, it was.  A new account ending 1404, pertaining to service at 1439 Sulzer Ave., was 13 

established for Ms. Tandy on November 9, 2011. 14 

Q32. Was this new account established to eliminate Ms. Tandy’s past due amount? 15 

A. No, it was not.  Indeed, when this new account was started, it included her past due 16 

amount from the account ending 7379, which after various payments made between May 17 

and September 2011 was $332.73.  In establishing this account, DEO neither indicated 18 

nor intended that Ms. Tandy’s past arrearages would be eliminated. 19 

Q33. Was this new account a PIPP Plus account? 20 

A. Yes, it was.  Her payment on this account was to have been $29 per month. 21 
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XI. DECEMBER 9, 2011 BILL 1 

Q34. Ms. Tandy complains that her bill dated December 9, 2011, “reflects a zero balance, 2 
a credit of $117.00 and a $33.00 charge associated with the improper disconnection 3 
of her gas service.”  Nov. 1 Entry at 4.  On this bill, Ms. Tandy alleges that, “she was 4 
inaccurately billed a ‘final debit’ of $332.73.”  Id.  She also asserts that this “new 5 
account was established to eliminate the past due balance.”  Id. 6 
 7 
Did Ms. Tandy’s December 9, 2011 bill reflect a zero balance? 8 

A. No, it did not.  Ms. Tandy’s December 9, 2011 bill states that her account balance is 9 

$307.59. 10 

Q35. Did the complainant’s December 9, 2011 bill reflect “a credit of $117”? 11 

A. Yes, it did.  The December 9 bill reflects a $117.10 payment paid by ODOD’s 2012 12 

Winter Crisis Program on behalf of Ms. Tandy. 13 

Q36. Does the complainant’s December 9, 2011 bill reflect a $33 charge? 14 

A. Yes, it does.  As permitted by its tariffs (see Rules & Regulations, Sheet No. K3, Rule 9), 15 

DEO applied a $33 reconnection fee, plus applicable taxes, to account ending 1404 given 16 

that her earlier account ending 7379 was disconnected in May 2011. 17 

Q37. Was this account established to eliminate the complainant’s past due balance? 18 

A. No, it was not.  As discussed above, a new account ending 1404 was established for Ms. 19 

Tandy on November 9, 2011, and it did not eliminate her past-due amount from the 20 

account ending 7379, which was $332.73. 21 

XII. REMOVAL FROM AND REENROLLMENT IN PIPP PLUS PLAN 22 

Q38. Ms. Tandy complains that “she was removed from PIPP Plus on or about January 23 
31, 2012, for failing to complete her application, and reinstated on the PIPP Plus 24 
plan in April 2012,” and that “her reinstatement on PIPP Plus is not properly 25 
reflected on her account.”  Nov. 1 Entry at 4. 26 
 27 
Was Ms. Tandy removed from PIPP Plus on or about January 31, 2012? 28 

A. Yes. 29 
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Q39. Why was the complainant removed from the PIPP Plus program? 1 

A. DEO received a letter from ODOD informing it that Ms. Tandy had been removed from 2 

the PIPP Plus program for enrollment fraud.  This letter is attached as Attachment A to 3 

my testimony. 4 

Q40. Was the complainant reinstated to the PIPP Plus program in April 2012? 5 

A. DEO has no record of Ms. Tandy being reinstated to the PIPP Plus program in April 6 

2012.  Accordingly, no reinstatement should be reflected on her account. 7 

XIII. APRIL 2012 CURRENT PLUS PLAN ENROLLMENT 8 

Q41. Ms. Tandy complains that she “was enrolled in the Current Plus Plan, which 9 
required her to pay $69.67 each month for six months on her past due balance 10 
beginning April 12, 2012, bill,” and “[s]he disputes that she had a past due balance.”  11 
Nov. 1 Entry at 4. 12 
 13 
Was Ms. Tandy enrolled in the Current Plus payment plan in April 2012? 14 

A. Yes.  Ms. Tandy was automatically enrolled in DEO’s one-sixth plan, or Current Plus 15 

plan, at 1439 Sulzer Ave. in the same manner and consistent with the same rules as her 16 

February 2011 enrollment described above, for her then-current monthly balance plus 17 

$69.67. 18 

Q42. Did Ms. Tandy have a past due balance? 19 

A. Yes, she did.  As of her April 12, 2012 bill, her past due account balance was $418.06.  20 

The entire balance of $464.23 pertains to service consumed on accounts for which she is 21 

responsible. 22 

XIV. KRATOS GAS AND POWER, HESS CORP., AND DTE ENERGY SUPPLY 23 
COMMODITY CHARGES 24 

Q43. Ms. Tandy disputes the charges listed on the bill as owed to Kratos Gas and Power 25 
(“Kratos”) on her bill for service at 1439 Sulzer Ave. dated April 12, 2012; charges 26 
owed to Hess Corporation (“Hess”) on her bills dated May 20 and July 21, 2009, and 27 
May 11, 2012; and charges owed to DTE Energy Supply (“DTE”) on her bill dated 28 
February 10, 2011.  Nov. 1 Entry at 4.  29 
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Regarding the Kratos bill, was Ms. Tandy a PIPP customer in April 2012? 1 

A. No. 2 

Q44. Was Ms. Tandy an Energy Choice-eligible customer in April 2012? 3 

A. Yes. 4 

Q45. Does the complainant’s April 12, 2012 bill reflect a charge from Kratos? 5 

A. Yes. 6 

Q46. What is that charge? 7 

A. Consistent with the procedure approved by the Commission in Case No. 07-1224-GA-8 

EXM, Kratos was assigned to Ms. Tandy as her Standard Choice Offer (“SCO”) 9 

commodity service supplier. 10 

Q47. Are the charges associated with Kratos accurate? 11 

A. Yes.  Ms. Tandy’s gas meter was read on April 9, 2012.  Her gas usage for the time from 12 

the previous read on March 8, 2012, was 4.9 MCF.  The Commission-approved SCO rate 13 

for April 9, 2012, was $3.446/MCF.  Taken together, plus applicable Cuyahoga county 14 

sales tax equaling $1.31, Ms. Tandy’s SCO commodity charge was $18.20, which is the 15 

amount reflected on her April 12, 2012 bill. 16 

Q48. Regarding the Hess bills, was the complainant a PIPP customer in either May or 17 
July 2009, or May 2012? 18 

A. No. 19 

Q49. Was Ms. Tandy an Energy Choice-eligible customer in May and July, 2009, and 20 
May, 2012? 21 

A. Yes. 22 

Q50. Do the complainant’s May 20 and July 21, 2009 and May 11, 2012 bills each reflect 23 
charges from Hess? 24 

A. Yes. 25 
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Q51. What are those charges? 1 

A. As with Kratos, described above, Hess was assigned to Ms. Tandy as her SCO 2 

commodity service supplier. 3 

Q52. Are the May 20, 2009 charges associated with Hess accurate? 4 

A. Yes.  Ms. Tandy’s meter reading was estimated on May 18, 2009.  Her gas usage for the 5 

time from the previous read on April 17, 2009, was 2.5 MCF.  The Commission-6 

approved SCO rate for May 18, 2009, was $5.031/MCF.  Taken together, plus applicable 7 

Cuyahoga county sales tax equaling $0.97, Ms. Tandy’s SCO commodity charge was 8 

$13.55, which is the amount reflected on her May 20, 2009 bill. 9 

Q53. Are the July 21, 2009 charges associated with Hess accurate? 10 

A. Yes.  Ms. Tandy’s gas meter was estimated on July 17, 2009.  Her gas usage for the time 11 

from the previous read on June 16, 2009, was 2.0 MCF.  The Commission-approved SCO 12 

rate for July 17, 2009, was $4.938/MCF.  Taken together, plus applicable Cuyahoga 13 

county sales tax of $0.77, Ms. Tandy’s SCO commodity charge was $10.65, which is the 14 

amount reflected on her July 21, 2009 bill. 15 

Q54. Are the May 11, 2012 charges associated with Hess accurate? 16 

A. Yes.  Ms. Tandy’s gas meter was read on May 8, 2012.  Her gas usage for the time from 17 

the previous read on April 9, 2012, was 4.2 MCF.  The Commission-approved SCO rate 18 

for May 8, 2012, was $2.791/MCF.  Taken together, plus applicable Cuyahoga county 19 

sales tax of $0.91, Ms. Tandy’s SCO commodity charge was $12.63, which is the amount 20 

reflected on her May 11, 2012 bill. 21 

Q55. Regarding the DTE bill, was the complainant a PIPP customer in February 2011? 22 

A. No. 23 



13 

Q56. Was Ms. Tandy an Energy Choice-eligible customer in February 2011? 1 

A. Yes. 2 

Q57. Does the complainant’s February 10, 2011 bill reflect a charge from DTE? 3 

A. Yes. 4 

Q58. What is that charge? 5 

A. As with Kratos and Hess, described above, DTE was assigned to Ms. Tandy as her SCO 6 

commodity service supplier. 7 

Q59. Are the charges associated with DTE accurate? 8 

A. Yes.  Ms. Tandy’s gas meter was read on February 9, 2011.  Her gas usage for the time 9 

from the previous read on January 11, 2011, was 15 MCF.  The Commission-approved 10 

SCO rate for February 9, 2011, was $5.416/MCF.  Taken together, plus applicable 11 

Cuyahoga county sales tax equaling $6.30, Ms. Tandy’s SCO commodity charge was 12 

$87.54, which is the amount reflected on her February 10, 2011 bill. 13 

XV. DEO SERVICEMAN 14 

Q60. Ms. Tandy complains about a “serviceman who came to turn her gas off 15 
(presumably when Ms. Tandy’s service was disconnected in May 2011).  According 16 
to Ms. Tandy, the serviceman refused to turn the gas on and told her she needed a 17 
new furnace.  Ms. Tandy states that she had the furnace checked and the 18 
serviceman was wrong.”  Nov. 27 Entry at 1. 19 
 20 
Do you know whether a DEO “serviceman” advised Ms. Tandy that she needed a 21 
new furnace? 22 

A. No, I do not.  DEO has no records suggesting this. 23 
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Q61. If a DEO service technician believed that a gas leak or other safety concern might 1 
exist in a customer’s home or appliance, would you find it problematic for him or 2 
her to inform the customer? 3 

A. No, I would not.  DEO is required to check for leaks and perform a safety check before it 4 

initiates or reestablishes service to customers.  But as I explained, DEO has no records 5 

that it detected or informed Ms. Tandy of a gas leak. 6 

XVI. STATEMENT OF ACCOUNT AND REFUNDS 7 

Q62. “Ms. Tandy requests a statement of her account commencing 2004 through and 8 
including August 2012 and a refund of all monies ‘stolen from’ her.”  Nov. 1 Entry 9 
at 4.  She also requests that DEO “be directed to refund her for overpayments of 10 
$4,000 plus interest and $1,200 for her gas being turned off illegally for six months.”  11 
Id. at 5. 12 
 13 
Can DEO provide a statement of account from 2004 to August 2012? 14 

A.  No, it cannot.  DEO maintains account and billing information for a retention period of 15 

36 months as mandated; therefore, we are unable to provide an account statement back to 16 

2004.  DEO can, however, provide: 17 

• a statement of account for account ending 7379 pertaining to service consumed at 18 
1439 Sulzer Ave. from January 2009 to May 2011 (Attachment B); 19 

• a statement of account and copies of bills for account ending 1404 pertaining to 20 
service consumed at 1439 Sulzer Ave. from November 2011 to August 2012 21 
(Attachment C); 22 

• a statement of account and copies of bills for account ending 3532 pertaining to 23 
service consumed at 1441 Sulzer Ave. from January 2012 to May 2012 (Attachment 24 
D); and 25 

• a statement of account for account ending 0920 pertaining to service consumed at 26 
1441 Sulzer Ave. from September 2010 to February 2011, and a copy of the final bill 27 
for this account dated March 14, 2011 (Attachment E). 28 
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Q63. For account number ending 1404, the account balance on the statement of account 1 
for read date December 6, 2012, is $597.61.  The account balance on the December 2 
7, 2012 bill however, is $547.61.  Could you please explain the different account 3 
balances? 4 

A. Yes, I can.  The $50 difference represents the outstanding security deposit amount that is 5 

still owed by Ms. Tandy.  On November 6, 2012, consistent with Rules 4901:1-17-04 and 6 

4901:1-17-05, Ohio Adm. Code, DEO required a $75 security deposit, to be administered 7 

in three, equal installments.  The difference in the $597.61 listed on the account statement 8 

and the $547.61 on the bill is the remaining security deposit amount; Ms. Tandy will be 9 

billed $25 on the January and February 2013 bills. 10 

Q64. Has DEO stolen any money from Ms. Tandy? 11 

A. No, it has not. 12 

Q65. Are you aware of any basis on which DEO could be said to owe Ms. Tandy $4,000? 13 

A. No, I am not. 14 

Q66. Are you aware of any basis on which DEO could be said to owe Ms. Tandy $1,200? 15 

A. No, I am not. 16 

Q67. Are you aware of any refunds to which Ms. Tandy is entitled? 17 

A. No, I am not.  Any errors that have been identified in Ms. Tandy’s account have already 18 

been rectified.   19 

Q68. What does Ms. Tandy currently owe DEO for service consumed on her accounts? 20 

A. As of January 8, 2013, Ms. Tandy’s balance on account ending 1404 is $517.61.  This 21 

account is in shut-off status.  In addition, she has two outstanding balances from 1441 22 

Sulzer Ave.: account ending 3532 has a balance of $159.27 for service from January 4, 23 

2012, to May 14, 2012; and account ending 0920 has a balance of $74.48 for service 24 

from September 8, 2010, to February 26, 2011. 25 
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XVII. TIMING OF CUSTOMER COMPLAINTS AND DEO RESPONSE, AND DEO’S 1 
DUTY TO RESPOND 2 

Q69. Ms. Tandy complains that DEO “acknowledged her complaints on December 29, 3 
2011, and February 29, 2012, but Dominion failed to offer a solution within 90 4 
days.”  Nov. 1 Entry at 5.  She also “asserts that when she complains to Dominion it 5 
is Dominion’s duty to offer a solution within 90 days,” but “that some of her 6 
complaints are six years old.”  Id. 7 
 8 
Has Ms. Tandy complained directly to DEO about any of her various billing, credit 9 
or service issues? 10 

A. According to DEO’s records, Ms. Tandy first complained through correspondence dated 11 

December 1, 2011. 12 

Q70. Has DEO acknowledged the complainant’s complaints? 13 

A. Yes, it has.  DEO has acknowledged Ms. Tandy’s complaints on December 20 and 29, 14 

2011, and February 29, 2012. 15 

Q71. Are you aware of any statute, Commission rule, or DEO rule that requires DEO to 16 
“offer a solution within 90 days” when the complainant makes a complaint? 17 

A. No.  DEO has responded to all Ms. Tandy’s complaints, however, in accordance with 18 

Rule 4901:1-13-10, Ohio Adm. Code. 19 

Q72. Did DEO ever inform Ms. Tandy that it would offer a solution within 90 days? 20 

A. DEO has no record of any agent or employee of DEO informing Ms. Tandy that it would 21 

“offer a solution within 90 days.” 22 

XVIII. CONCLUSION 23 

Q73. Does this conclude your testimony? 24 

A. Yes.  25 
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