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IN THE MATTER Of THE COMPLAINT 
FILED BY SUSAN COBB AND 
VANESSA C068, StOUX FALLS, 
SOUTH DAKOTA. AGAINST 
MIDAMEfUCAN ENERGY COMPANY 
REGARCMNG A PAYMENT PLAN 

IH H Kt,:1 sn. 
NG97-0l8 

Puhlk Ulilitics Commission of lhc Slnle of South Dakota 



BEFORE THE PUBLIC lITILITIES COMMISSION RECEIVED 
OFTHE STATEOFSOUTHDAKOTA a, 

COMPLAINT 

YEBIEICAIIQN 

Si/:ftatun must 1H wiln,ssed by o notary public. 

\,~•> .. ~ -- ,._~t, 

~ { K\qs .r l';:>/cn 
Complainant 's Signature Date 

Stale ol South Dalo&a ) 
:5~ 

Comvyol IJ 11 r , ..,,, L.,..J: ._ _ _) 

Ondw ~ 41yoC {l< .Jc-b<-, .~.bdOft'mc: 
rcrsonalfy cwncand~ ~ .._,. . e ,h . 
UIOW1I 10 me _, k the uw;SliYldu,a,I dac'nllcd heran ad w'io ci.c:aad the fon-,aina: U1An1maM. ad wtlo duly ac:know~:,d IO~ 

thal~~~"f.SSSIIM~'Jt===- off~IQI. 
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Canuon lloscc:k, Staff Attorney 
South Dakota Public Utilities Commission 
State Capitol Building 
500 East Capitol A ,-cnuc 
Picrn:. Soulh Dakota S7S0I -S070 

Re: Vancssa/'Susan Cobb 

SPPI JC Poslc.d No NG97-0 I I 

Dear Mr. l-loseck: 

0\"mlber 13. 1997 

By lklivCT)' 

RECEIVED 

HOV I I 1997 

SOUTH DAKOTA PUBLIC 
UTILITIES COMMISSION 

Enclosed art MidAmerican Energy Company's (MidAmerican) rcsponxs to the data 
requests dated October 30. 1997 from the Soulh Dakota Public Utilities Commission. Al,o 
enclosed is a verification executed b)' Annette J. Johnston. Manager, Customa Service, 
MidAmcricM Energy Company. 

KMH -da 
Encl 



SlAl l· Or 1()1\' 

cot ,l \'01 SC'OI I 

lnt undcn;:1grlro. Annette J Johnston. being first dulf sworn on oath sL1tcs ttuu I am 
1hc \1 311.l.gC"t, Cus1omcr ScT\ ,cc:. of MidAmerican 1:.nerg)' Company. and thnt I h:wc read the 
fo llO\,ing da1a n-qm-st responses. including ,\ttachmcnts I and 2. and thnt the same nrc true and 
corrttl as I ,en!) ~lie,·c 

Subscnbi..-d and '"om to hcrore me this /3 day of November. 1997. 

l@l~FI 
J r, 1 1, 1 1 A It. 

Notary Public in and fo r Scou County 

(Nffl RIAi. SEAi I 



w.•:."'PONSF-" TO DAT A R•:o u1:sTS 
PsKkfl No NG97:918 

I. On r•ir I orth r lrttrr (d■tNI Octohrr 27, 1997 to IAni ll r■ly fro m 
H■rh■ r■ A. C"ou11hlin. S u1Mn•i,or , C ustomt r Sf-n•itt Qu■lit}' l , In thr t ttflnd 
p■r■ ir■ ph . thrn ii• nntrnrt- "Ahirh tttid~ " l:arh ltt-m b autom ■tinlfy d•t~. 
timNI , ■ nd thumb printNI by thr l)'l ltm." Pltast- nplaln " ·h•t tht ttrm 
"' thumh rrintNI" mnn.J . 

~ \\'hen an cmployrc acccs!>Cs the (C l) sys1em 10 make a nole on the 
occount. lhc computtt ' >Siem ",II au1oma1ically add the date. time and employee 
1dc-n111ica11on number 10 1ha1 nota1ion. The: 1enn "thumb print" Wl5 used to denote the: 
au1om1mc cnlf) of the cmplo~ec 1dcn1ifica1ion number 

l . On p•Rf' l nrtht •bo,·t-•rdr-renttd lt-tttr, undt-r •ctivity d•tNI JI.H/97, thttt is• 
dlfft-ttn rt or SI .00 htnrttn th, •mount billNI and tht bal•ntt. PltaK uplaln dtt 
difftnntt in lhii ■mount. 

~ The lctltt contains a 1ypogmph1cal cm,r The amount in 1hc "balance" 
column should also be .\81 27 

.\. Undrr lhr- ■cth'lty d ■ tNI 1/11191, tht-rt i, • stnltntt " ·hich rnd1 "V■nnH said 
Sut■n don lh·r htrt 'A0ith h,r." Undtr acti\-ity dattd 8120/97, tl11trt i, H t:n1f!' 
"hkh rud, " Vannu nllt'd •unlin1 tn pul 1tn itt In l1trnu, .. •1 namt ... " Undtr 
■c-tMt) d■tNI 10/11/97, tht-~ b a.n t-~try " ·hlrh rtad, "SuHn wants ■rrount put in 
both \lantsn and :;uun 's n.mr:." In liiht or that ntrin, pldst upl•ln what 
MidAmtriran '1 polK")· b with rq•rd to 1witrhin1 of •tto••• Hllltl. Spttifk.alt)·, 
1taff b lntuutt-d in whtlhtr or not •crount n•rnu may M swttd11NI b)' mean, or a 
tt-k-phont c■II or " 'ht-thrr otht-r adivity It nttnt■ ry on tht part or• cu1tomtr to 
rhan ,tt- tht- ■c-rount n■mt. h tht polK")• " ·rittm'! Ir ii Is, pltlst pnwldt a cop)' or it. 

~ U~ Comm1ss1on rule M "Applicant" 1s "one who is applying for gas or 
dtctnc ,;n'\'1~e • ARSD 20.10.1 S:02(2) Thc:rt fore. MidAmcncM. al a minimum, would 
also nct"d to ,cnf) 1hat Susan herself dffi rC'd 10 ha\',e the service 1ransferrcd in10 her 
name. no1 mcrcl} thal VMc sa desired the 1ransfcr MidAmerican checks to Stt 1f an 
applicant 1i. mJrbted 10 M1dAmericM for past hills ( us.an had bcC'n indehled to 
MidAmencan m the amount ofS SS.74 for Sl'f",;C'C at a prior residence and tha1 amount 
~'a~ p.-itd 1n Jul)) 

In 1hi: e\t'OI an appl1can1 for scrv i~s wishes to establish SCT\ 1 e in hiYhn name al a 
rcs1dcncc ~ here the prcscn1 customer of record has a pasHhK" amoun, o" i ng. 
M1dAmcncan cht-c~i. 10 <,tt 1f t?QJ,b the custr,mcr and applicant 8ft' residing at the 

.,. 



~11~ · 1ndeb1ed hou~hold • If .so. the applicant is made aware that the curn-nt debt a1 
1hat llddn.",;s mu!'it be tal.en care of. In 1he case 1ha1 an apphcant woulds.a~ that he/she is 
·nt'"' • 10 a residence at which a past-due amoun1 1s o" ing. he/she W'Ould be requif'N to 
pro\ uk some C\ 1dcncc to substantiate the cl11im Often. 1he provision of that infonnation 
rc-quin.•s a 1t1p to a u~omc, offi e S« pp 2 1-2 2 of the Credit Di,tision r olicy 
Gu,dehonl. anachcd 

In thts cast. the IOl31 amoun1 owed b) Vanessa as cu!'itomcr of record on August 20 was 
\R8 36 ll>t fae1 that both the cuslomcr and a.r,plicant had cl'N it problems meant that 
either one would nc:-c:d 10 p.,y a depos11. Stt anachments 

, . t lndtt •tth'ity d•tNI 8120197. lhert i, •n entry " 'hkh 1hows thert i, • p•kl deposit of 
Sl29.00 eu h. h 1hl, an indication th•t lhe a«ount sho11·s this payment or iJ it 
mertl}' a rttit•lion on the cl"N'n'? Pl~e rtt0neile this entry. 

~ Rt"Ce1p1 of the deposit on 8/20/97 does not affect the account balance. The 
dcpos11 IS hdd sq,.anately and accrues interest as requi red by soruc. Stt Attachment 4 
to MidAmcncarfs lencr of October 27. 1997 for cop)' of the Deposit Information sattn. 

S. The rompl•inant in this cue hu allqtd that she is btln1 trutNI diffenady bttause 
or prior <"om plaints to the Publk Utilities Commlsik,n. Do tlle rttetr,ts or 
MidAmtri<'ln 1-: nel"IY in an)· manner whatsoever Indicate a dbpante- trutme■t of 
thCH <'UJlomer(a) bttau, e of prior c1n11plain1s chat they may have Ried •1ain!lt 
MklAmeriun F.ne~· with lhe South D•kola Publk Utllitia Commission'? 

~ No 

6. Ila, tht'rt btt.n w: lrutment or the Cobbs 11·hkh is dlffe-rtnt than the trut•eet 
they " ·oald h...,e rttt~·td had they not ftled prtVio1as C'O•pl•lats with the So■tll 
Dakota Pablk Utilities CommWlon'? 

~ 'o 

7. Is tht'rt •n)' unl'I ritten nr unpubl i,htd policy l'llthln the opt-rations or MklAmeriean 
F.ne.~ l'lhi<"h l'l ould dic1att that a cudomer is held lo a higher standard orpa)'me-nt 
httau'ie or prior <"nmpl•int.s ,...hith ma)' hl\'e bttn made to a rtgulalory authority '? 

~ - No 

Ha, e Va n~la or Su~an Cobb httn tre:attd In• db pante manner by MidAmeriun 
1-:.ne~ in tht'ir DI' mtDI 1marcmtAta bttauu the)' han filed prior eompl•lnt, 
"'ith the ruhlK' t tilitin Com minion against MidAmerican 1-:ne~·? 

-2-



, o M,dAmcncan Encrg} Compan) Credi! Poli y stales 

,\!though the- Sooth Dakota llubh l 1t1ht1es Commission docs not rcquirt 
that tM' \ompan} offer l:>crcrrcd Pnymcnt Arrangements 10 residential 
cu~omers. 1hr~ do enc0ur3BC utilities 10 con$idcr rtasonable payment 
~b Keq,mg this in mind. a customer who canno1 pa) the foll 
amount of 1hc d15C'Onfl("('t oot1cc should be offered an u 1ens1on. Ir the 
eustomct 15 unahlc 10 pa) the full amoun1 of 1hc disconnect notice-. a 
Dtferttd Pa~ mcnt Arrangement can he ofTered The Dcfrrrcd Payment 
;\ !Taf\i.'ffllCfll $hould not u-tend beyond Octobn I S Ten percent of the 
amount to be deferred is required 10 ini11atc the Deferred Payment 
~t unless tht account is currently disconnected for non-pay. If 
the account 111 d1,oonncctcd. ten J"Cf'Cfflt or lhc amount 10 be defCl'Tt'd plus 
the rcconncct f« is required prior to reconnection. A South Dakota 
cu_<tomcr ""'ho dcraults on a Def med Pa)mcnt Arrangement mtl!t pay tht 
bill in full to u ·oid credit octinn. No further arrangements att a\'ailable. 

From J'l:o,·cmbcr I. through March 31. the customer must be given an 
add1t10N1l th1rt) (30) days bcrond 1he due date of the di sconnect notice 
bc:f0tt d15COMtttion can occw. The Credit Di,ision .,..; 11 noti fy customer 
.,..,th d1!1COMCCt notices that the bill muSI be paid " ithin thirty (30) days 
to a,-01d d15COnnec11on. 

l hc abo,'r' poh : ,s ,n efTect for all Sou1h Dakota residential customers. MidAmerican 
docs not d1scnmma1e or sho" dispanty \\i thin any or our cus1omcrs. Cus1omcn who 
ffiC'C1 the abo\'~ cri1en11 art offered J"')'ffl<'nl arrangC'mcnL1'. It does no1 m1111cr ff the 
CU51omcr has Jn' iousl) filed c"mplainls .,..,th the Commission. 

, . Hn.- dllt ""'"u •hkh • ·trT 1nn.1mittt'd In tht •bon-ttfirtt■ttd tnnsmifl•l. 
ttadl•e.ti I u d l, httft •ltt ftd in H Y m .. ■tr prior to thrir tnn1•itt•I to tllt 

Soatll O.kot• P• hlic Utilitin Comml'lion? 

~ No 

10. Hu H )' irm ploytt of Mid Amirriu n Ent "C)' told SuH n or V H essa Cobb that 
pa) amt arnngt mt nb • ould ntn r bt m•dt btf-A·ttn irithirr of thtm •nd 
\fkl mttinn Ent ta3' bttau.1t of N'lmplainb th•t sht hu •adt I• tbt past and fik-d 
•it• i•sl MidAmtrican Ent~' with th t South Dakota Puhlk Utilldu Conuniu ioa'? 
Spttif) • -hk-h irmploytts • ·irr-ir tontutNI to pnwidir th i, rnponu and at •hk h 
\1 k1Amtrican locatfo n tht)' " ork . 

. ). 



~ An inqui ry was run on the Val"l(:ss., Cobh a«ount to idcnllf)' the 
\hdAmcn an cmplorttS who had acctsscd the file -;incc 1hc Commission's 
dc1mmna11on of SDPl lC No NG97-0 10 Not all cmploy«s who acccss th<' file did so as 
a result of discussions 1.1i11h the Cobbs: for example. ccrt8in individuals in Credit. 
C'uS1omcr Sm,cc Qualit) and Legal all accessed this accounl uithout speaking v.i th the 
CobM a1 thc tune Supcrviso~ in the call cen1cn in Sioux City. Des Moines and 
l)a\'cnpon wm.- g1,cn the names of all cmploytts rq,oning 10 them "''00~ names 
appeared on the list <'tro11 personnel (Da\'cnport) were identified and questioned. In 
addition, the M1magcr of the. ioux Falls customer office ask1..-d this question of all her 
penonnel as wtll as a colltttor All told, 29 cmplo)'C'CS wtre qUC!ltioncd . No employee 
questioned stated hc/iiohc had made such a Sllltcmcnt 10 either Susan or Vanessa Cobb. In 
add1t100. four persons accessing the file arc no longtr ui1h the Company. four were i!I or 
~,st una,,.ilablc and four " 'Ori:ed m operations positions or the like thlt would not 
ha,~ sp,M.cn d1ttttly 10 ~ Cobbs 

11 . Pk>ut suprl) an affirmatian or othu rq,ruHtation, undu oath, that tltt 
iafonHtion C'ontaincd in cht abov~rtfutnttd transmittal to tltt Co••iuMII is tnie 
and c-onttt and that AttaC'hmtnt1 I Hd 1 art true, tonttt and <'o•p~t, IIHfttnd, 
c-opiu or rttord~ or MidAmuiun Enuiy. 

Stt anached 

... 



Mid.American. 
~ ■N■RGY 

CUSTOMER 
SERVICE 

CREDIT DIVISION 

POLICY GUIDEBOOK 

Effective September I, 1997 



APPLICANTS FOR SERVICE 

Rt1adenu1I apphcauons art generally done by phone AJI 11,•ailablc fields should bC' c.omplctcd or 
updated on 1ht- West on•hnt apphcauon An Eut apphcanl's social sccunty number. phone 
number and dm~ s license number 5hould bt entered or updated on-line Other 1nformat1on 
such u pt.« of ffl'lplO\'mcrn can be entered on the o n- hnc order 

ocHCSldcnti-1 apphcants must complete and sign an apphca1 ion for cac.h propeny where service 
1s rtquCS1ed ~ apphcation should be filled out as completely as possible by phone and then 
muled o, fa:c:td 10 the customer for I signa1urc Thest: applicauons should be returned 10 the 

Credit °'""\JIOn 

I. EXISDNC RESIDENTIAi CUSTOMERS 

An C10st1ng rtSKtcntW customer will be offered new or additional service unless: 

A paS1 due b1ll 1s OWlftl The bill rlJUSl be paid Of, if diaibk:. I pl)'IDelll plan 
esub11shcd Stt th< Defemd Payment ~t (DPA) policy to d-, nnine 
el1giblhty 

Serw:c 1s pending disconnection for non•ptyment or hu been cliM.onnt ,.or non-
pa 'ff'lffll 11 the address where Hn-i~ is requested Service can be est.a once it's 
vaifim that the prMOUJ tenant no ~ occupies the premia -.hel'\ is 
-eel This ;, espocially lltlp()<WII if the Nllom<r;, no< o<derq off' ll bia 
w rrent address Always document how the change of tc Ult or Ownt:I u --Then: IS pertinent 1nform1tion about the ac:count that WUTUIU additional invatiption. 
FOf example.. lhert is information indicatin& we haw been liven &be infomwioa or 
may bt dealing Wrth .tOffiCIODe other than the c:uaomer of record 

D. Affl.lCA.NTS. ro, BtSffltND,\L StBYJa 

) 16197 

All ~ s for residential xrvicc will be panted service- unless 

Tht apphcanl has a fi nal bill Refer 10 the Final Bill pohcy 10 de1ennint if the bill tDJJt 
bt paid or 1f tlw: applicant 1s chgible for a payment arrangement 

11'e address where sef\'lce 1s requested has a disconnect noou due. is pcndina 
d1sconnec11on for non•p,.ymcnt or has been disconnected for non-payment Service: 
may be granted onl after venfying that the previous party is no kx1ger liviaa at the 
address where SCf'\ice 1s requested Always document how you verified the d,ange of 
tenant Of O\lo-ner$hip 

l l 

R<YU<d 7/17197 



Ther't 1s pt-n1ntt1t mforma11on on 1hc 1iccount that warranu additional mvtSUpuon 
For namplc. there 1s 1nforma11on 1nd1cating that 50rntent "1th an outstanchng btll ts 
mo,, ng into 1hc proptny Scn., cc may be gran1cd only after venfying who you arc 
duhng " , th and who ,s renting or purchasing the property 

Tht i,pphe&nt refu sed to proVlde mformauon required 10 complete the scr.1cc 
apphu t,on 

m. SO:S·BESIDE:SDAL CllSTOMERS 

Non-~ dent1a1 apphcants or customers rcquesung new Kf'V'ICe. a transfer of service. 
or 1idd111onal scmce, w,II be granted ~n.1« unless a put due bill 1s owmg All put 
due i,mounts must be pa1d before ~ • or add1t1onal scrvtct will be established 

All non•residcnual customtfs and applicants must 11gn a commcraal service: application 
Tiw 1s either form •15-379 or the: on•hnc: applie&bon availab~ on the West System. The 
apphc.auon can be completed by mail fax. or a visit 10 the local office All completed 
appbcaoons will be m1c:wed by the Credit Division to dctumanc: the: need for a teeurity 
dcposn and then kc:pt on file in thrc Credit Division 

Credit will follow up on all appbcations not returned To awre appropriate follow-up, 
Cmlrt must be notified that new tel'Vicc wu estlblilhcd On the Wat, an IRMK lhould 
be ,cn1 lo CRD. daled l<O days after the appliution WU t.lkm. Ou the Eut, ID Email. 
using DNP Bulldin Bovd should be - u a timdy raninder. daled 1m days after the 
apphcat1on was taken 

AwJ,anu for non-res>denual = should be 1old that a aecurity depot,1 may be 
required based on revteW by the Credit Division The ewlomer may wun to provide 
add1tK>n&J 1nfonna1,on such u other addreues in our service territory or bank rcfermc:a. 

IV. &EflJS.U OF SER\1C[ 

31619i 

lndMduaJ state wlffs dictate: when service can be refused or disconncc:tcd for non­
paymen1 of bills and ou1stand1ng dctns If• customer or potential customer is refused 
savtec for &n)' reason. the: account .should be documented The Nies for each swe are 
outlined below 

A. /OH:< 

A 1anff approved July IS, 1996 allows 1hc: Cornpan)" to refuse: or disconnect set'\1cc 
when a person responsible for a debt conunucs 10 resade at the property Ttus wdf 
enables the Compan)' 10 stop name changes 10 avoid payment of a put due bill The 
tanff states that the Company may refuse or disconnect ICl'Vicc with appropnate notiu 
1f 1hc: prmuK tw an outstanding debt and the person responsible for the ouwandins 
deb1 owns. occupies, or receives the benefit of the SCNICC provided a1 that locauon 

Rt"YUCd 7 1719 .. 



8. /LU.\'OIS 

Thetc 1s no tanff pr0 \"lSI0n in llhno1s wtuch allows the Company to refuse SC'f'\1ce 

whffl a rwdm1 of 1hc property has an outsllnding debt See 5CCUnty deposit 
informauon to dctemunc 1f a ~nty deposit should be required 

C SOI/Tl/ DAKOTA 

The Company may refuse semcc 10 an apphcant who 1s ancmpting 10 return service to 
an 1ndcb1ed household when the person responsible for the debt will continue to reside 
at the pftlrusc Ttus enables the Comp&ny 10 Slop rwnc changes to 11,.-01d a put due 
bill If s,trv,cc 1s in the landlord ' s name, and the account has been disconnected or 1s 
subJCCI 10 d1sc.0Mccuon. the tenant must bt gjvcn the opportu.nny 10 apply for service 
The: 1enan1 cannot be required 10 pay the landlord 's ouLSt&ndi.ng bills 

ln the case where the pcrsoo responsible for the debt moves out and a roommate 
requcsu set'Vlce, arrangements shoukJ be oftired on ury put due bills If the new 
applicant refuses 10 acc<p1 responsibility for the del,t, Y<rifiwion l1IWI be obuined, 
prior to providing ,ervioc, provina that the penon responsible for the debt is no lonaer 
an OCQJpan1 of the prem;,. Ocaipancy can be verified by obtamioi a copy of the 
lease wcement with a list of all OCOJpants prior 10 providina ICl'Vice. If anyone listed 
on the lease•- has an OUUWldina debt at the lddresl whore terVice is 
requested, sc:rviec: will be refused until the debts are paid or arrangemenu made. 
Verification may aJ10 be obtained by the owner 

D. NEB/IA.SIU 

Iowa rules will be followed when this type of situation UUCS in Nc:brub.. 

v. NAM£ CHANGES 

Tbcrc arc two ways SCf"\llU can be transferred from one name to another. The firsi . and 
moa common.. ,s by entering a transfer order The meters are rad and service swu in 
the name of the ne,,i.• patty A tnmfer order can alto be completed by usins a previous 
meter reading Tius usually occurs when a new customer doesn' t contact the Company 
pn0f 10 mo\.1ng in 

The second method used to transfer SU\'ICC from one name to another 1s simply by 
changing the name on 1hc accoun1 When this method lS used, &JI information on 1hc: 
account s11ys 1hc: same 



A. EAST 

A rwM dw1gc should bt done only m 1he following situations 

TM customtt of record 1s dcceued and tht surviving spouse: wants hu or her 
name on lhc I CC-OUOI 

The customer of record 's name tw legally changed Tlus most commonly occurs 
1n mamage/divorcc s,1u1uons 

In a divorce sm.iat1on when the: customer of record will oo lonacr reside at the 
prcnuK and the rcnwrung Spou.K wanu SO"'V1~ in his or her name. 

If a pu1 due btll LS OW\DI al the time one spouse moved out of the howc, any put due 
bdls ffWI be pud before semoe i.s Clllblishcd 11 IDOl.bc:r address. 

A name choogc should be dooc only in the followina llituatiom. 

The cu.s1omcr of rt'ICC>fd is deceased and the airvivina ,poux wants his or hff 
name on the ac.count 

The adlomcr of reco,d•s name has leplly chooged. This - cocnmoaly occun 
in rnarriap'divorce situations. 

lo Ill odia- ciraJmstanccs, tbe meun should be n,ad 111d tbe aa:oom c:haapd to tbe 
ocw pony·, name u of the date n:ad. This is accomplisbed by c:omplcsiag • 11'TO 
onler 

A TFTO is complcud w a cliYorcc siluabon_ -porbel ""n,opomib1e for u,y cl<l,t. 

Alfy put due balance .. tbe - .... be paid, Of iftbe CUIIOm<r is eiip,le. 
arraapm,,au made before lel"vice i.s tnnmrred to the spome requeaina: aervice. 

If a DPA is est.a!>lishcd, the b&1anu is tranafcrred and the amoeemmt entered oo the 
new account 

) /6/97 
Revixd7/ l7/97 
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MIOAMERICAN ENERGVCOMPANV 
P.O. b77!1 
SioulCly. lowl 51102 

SOUTH DAKOTA GAS SA..ES TAAIFI' 
SOP.U.C. SeaiorlNo V 

OrQinll._.ShNINo. 21 

RULES AND IIEGULATIONS 

tt.oa ertmlP0tecaxw;tkM1A1f-ea5MYA 

Company po1oe5 ano c,ocedul'es are c:onsc11n1 WIU'I Soutn DaA01I RIHS 20:10:20.01 tnrough 
20:10:20 10. Aetuul 1no DilcomectJon. 

11.01 ,.._,. to, Aetuul ot s.vtoe • Utilfy ~maybe ,eti.mc tor one 01 more ot e. tOloww'lg 
....ans 

1) Nlailan(&~IOfllsamtulhylorputbllllinwrra,ardrttuNslOlquidatl!hedlOI 
tor znt S,ffll cilS5 01 MMCe. 

l) An ~ nt retuMs io pay I reuc,,aQAe dlemrl. IO'lal'a payment. Ot if'llldllion dWgl; 

3) Macipllc.ant.altheughlie•nolperlOl\lllyliltNIOr,,etdty,il~IOr-.m..w:e10 
lnroltMdf'O.llllf'OdlOOnolllefflptlat110tr1'100nqlO...-, .. dlOIIO ... houllhcid; 

' I M...-.mis~toP'(Mdecc:,-ra:ilnlonnllionlboufa,yOtalOl,_lallMing: 

l ) PNIUlilll)'~. 
D) Pr9\IIIOUI~. 
C) ~lddtlSS 

5) Alt IAkM'IC • _, 't'ICl&IIOn OI IUltl l&aU• Ot Ulilily rulla Mid ... thl CO'l'lfflilllan CO'IClf1Wlg 
~ ot peymer,t. UN Of NMCe tot Ul"UWhA ~-~ wlt'I Ot ~ OI 
IIIMCe--.., or VIDIIIOn Ol lltw::e ~ 

11.111 ~.....,_., Dlnytng ..._•ThltololWIQll'Wlnolmrwlii.M&nc:ilnlcaaeto, 
,_...OI.W:.IOIP,net'IIDl'~QIIIClffltf: 

1) ~ ., payment tor MMOt bf' I pr...._. oc:ac-,y ol ,_ ptlffMNI ID be NMCI. 

2) Faiut 10 PIY tor merenandde p.,rct\lllCI trom the~-

S) F_,.IO~IOltlll0---~.1dlbltor.,.._dllaolNND. ar1dlOIIOtallW 
bas nc:1 bUIO on 1..0 t31N Of ct'lltgel. 

4) F.._.,t 10 PIY tnl r,1 OI lnol'llt am0ffief U guetalU rr."lof. ~ thl gua-anD ii legaly 
II.able tor I P1'1.cu&lir bitl and I\IS rwfUNG IOPIJ it. 

Enta-4 0111. _--J ___ IL.ll"-5..Lli&"i_,_ __ 

mueci e, Jamn J Ho11Wa1G, vice Pr..oent 
Gas AOmnstrlll'tl ServlcN 



MIOAMERCV.,1 ENERGY COMPANY 
PQ So, m, 
SooCly Iowa 5 1102 

3..00 APPHCP!IOO tpr C..1 strwk4 

RULES AHO REGULATIONS 

SQVm DAKOTA SALES TARIFF 
SOPU.C s.ctao,iNo V 

Ongtnal lsaut 5nNt No 5 

l.01 ~ · Aa>bUllOn lo, NIUfJ I gas sen,,c;e mar be ffllOt Dr IF\l ownet o, OCCl.C)lnl m contrOI 
ot pr~ in oerson Dr~-°' tJI/ mall When ~ IOt ..-w:e. the cuszorntt may De 
r tQl,IIJe<l 10 turncs Pltf10l'\Jl 10ef'41fCltlOn Jr(J Off\tf 08f11nl,n1 1'110fmJbOn ONm.:J nec:ell¥Y 10 
prt101t'yil0Tlf'IQ8fN,e,w:;tieco.rtt ~ 1101'1 tor MMC41 mUII Demaot Intl ICCalPIIOby The 
Cornoany cro- 10 t~ commencement ot tnt use ot Company's Ml'VIC4I. Company may r1JQut1 lhl 
D'0509CW8 CUS1omer :o s,gn an "Aa)lie.alO"l lor SeMGe" be!Ott rlCIMf'IQ MMCe. 

l.02 .......,of~· The Company ITltly refuN appicllO"S 101" 01S Nl"'l1Cl l4JOl1 r9U0N1b1rt 
grou"OS. n. tolkJIIIIIW'lg IILIIICnS qua,hty U rNSOnlble gr0t.l10s R.uons !Of Reual of Setvic:e u 
oetned n, 1 01 of See1aor1 V. wviCI IS not ecorcmically leu.itN, NMCe 10 • new IAJClftt might 
aftec:1 1n8 alQ1y of nll lUr l l OU 10 oa,,.r OAklmers. ,.11.n of cuaurn• to agrN 10 c:ornptr Wll'I lhl 
Rulalantl~lfflP'ope,.,..ofgu...w::ieo,~--. 0tTheCc:rns:anyltG'o,lhl 
~ ....... pipelr'II tte i.natN 10i;rtMOe rt.,.....,., gu 11.a,ty or tranlpOrtatiQn. The 
Company may reluN r...oentlll ...w:e 10 ,r,y CUltomlf ,---, 10 Ill~ tor~ ,.,...i 11 a ?'IYIOL.e ,_,.,.ial actt- !Id lhl CUltomlf Im paid OI made lllillacuy 
~1>paytue:n~n!fW.~wilt'IOIW,.....,...IOrWYice .... 
r. rwquet IOI NM0e 11111 l'IIW ldOrtll. The Company may ...... rlfuN 10 ,..,.Wlinlll 
Ww::it 10 ,r,y CUSIOl'Mf lrottMd 10 lhl Compeny kW ..-,.,Ice rll'ldlt9d • I ?'IMOL,a tulirllll 
IOcl"IM un1il 1h11 CI..IMom• hU paid or mlCle UlilllCIOry llrtnQIIMfU 10 Pl)' IUCh .......... 
lnCI hll ~led wilt\ 0Chel' tequirltnlnll tor IIM0t whetl IN ~ tor Nf\"k:e ii II I ,_ 
ldl:na. Tht ~m■ylfll() rlh.M to reno.IIM0t101 QIIIOffilf wt'I) ii JI'....,, IMng wilh 
IIOtn'lttc:ullC)m•whonadnolpaid hil Ofhefbill1tlhlAmttNid9nce. 

"'3 Ouratk,n • The Company MIi aQ:iy gu aw» 10 1 aatomer l.1111 fdlleO D, lhlt CUIIOffllr 10 
dila>tllnMt .W::. or unlNS Ill Company II ;..IIIICI 10 dilcoYIICI Nfvk:e • o.m.:I i'l 11 .03 of 
~ V. Tht eustomer will bl reaponabt l0t payment of a,1...w:e prowidld 10 lhl dill of r. 
dac.ontl'luance. Alt~ i5 S1..«Jttc110 l'le ra•. nAN -,o regulilions..., In hi tantt. The 
Compenywll llfflli'IIIIINNCt\4)01'1,.......rdot. AelmrW:Nnolice lldlemed10bl nol 1111 _..,_....,,. __ .,.,,__.,_ ... Conl)o"I' .. __ _ 

10h Comi::-ny'llac::Milt:an DADn•~ilel. tf ~ nolic:e and ect:.- are no1 P'QYlded. 
h o..awn• wdl be liable lo, the billifVI until IUCh WM 1h11 aa:.t11 ii gained. ~ K.cet1 ii n01 
p,OYIO«l 1nct • final rNdlng c:annoc be~. ard Irle Conpany • ~ M 1 ,_ 
...,..or owner Should be r9IP()nliblt, torlltVfc», thlComplny .....-vta tt.ngttt 10 ,.,.,_ 1 final 
bill bUtd 01'1 an est1maled hnal tNding Of the ffllllf II the l)l'ltl'IIIN. 

·s001emoor2'2 1995 Ettecw,e Da1e 

lssuacl By James J Howata. Ve e Pr'510effl 
Gas Aam~t11Nt Setvlces 

Nmmrwr 15 1995 



s:~ ); JC 559 g~ 

:-S.•lfi • fi!lS 
S'2' ·9fi• 429C 

COOGOOOGOOOO 
07/1 8 / 97 

:~ •"?:..?"All ,n,r. C'O:l! :: 00 WELFARE 
:s • :xn: O,.TE 10/11/97 no !'tONTHS EST 

:-. ARRA.~El!ENTS HULT • • • • • • • • • • • • • • • • • • • • • • • 

ac:: AJr. • OATI: TIME OPER DATE DUE COKMF.NTS 

TP.AN coot -

C 10/2 97 12:2 8 ]2817 JCARE W1LL PAY $119 . 
I SENT COPY OF BILL FOR VERIFICATION TO 00:NNA 

PF) - Em> PP8 - FWD PF15 - MENU 

ATTACHMENT l 
PACE 1 or 10 



1S 7 . 90 CIS ACT IVITY KVLT 
MA. IL SERV G 

•• • • • • • • •• • • • •• • • • · • • • • • ' • • • • CP..C:~ ARRA."IG~EN'i'S MVLT • •'' • • • '' ••' ' • • • ' ' ' ••• ' 
• ":' OAT£ TI !1£ OPER OAT£ COE COHMC,,0,.S 

:s CA:..:. 10 . 2 9 11: S) 600'8 CANCEL~ DISC FOR 10 
:J C'JS: R£C £:V:?~ ,\SS; f:IOH AGENCY PER DIANE HARRISON . SMB DAV CR£D 

:N CALL 10122/97 10: S2 60435 EARLIER THIS AM WHEN 
7H£ SYS7&. WAS DCnrt.,- . I TALKED TO SUSAN . ADVISED HER MO HORE TIME. SHE KUNG UP 

TELEPHON C 10/2 1/ 97 08:28 ll 472 A.DVD LLRO Of' DISC ON 
!02297. KTM / CRED!i HE ALSO STATED TO CALL BACK If ACCESS WAS NECESSARY . HE WOUL 
J SEE WHAT HE COULD 00 . KTH / CR£DIT 

'!'£L EPHON C 10 / 20 / 97 14 : 46 3069) B COUGHLIN ADVI SED S 
f OFFICE . TERRI. VANESSA CAN HAVE USTIL MOON ON WEtllESOAY, 10·22 TO KAVE PAYMENT 

IN OFFICE ••• • • JLOSE 
TELEPHON 

TRAN CODE - _ 

C 10/20/97 09 : 25 ))472 SPK W/ SUSAN COBB TO 
SHE STATED IT WAS BEING TAJtEN CARE OP TODAY . MTM/CREDIT 

Pf) - DID ?PB - PWD PPlS - MENU 

A?"!' 

'"'"' 



ACT IVE 
RD ROUTE 1 0, 1 A.PPR DEPI RMKI 

:: 7'fl S: s:oux ~".,!..LS, s:::, 157 . 90 CIS ACT VITY HULT 
MAI L SERV G 

• • • • • • • • • • • • • • • • •' • • • • • • • • • • • CREDIT ARRA.."«;&.ENTS ~LT • • • • ••• • • • •• • • • • • • • • • • • 

':O!;'T CD CREDIT A.'IT CO~'T DATE TI ME OPER DATE. DUE CO~ ENTS 
:;o COUTA C 10 / 17/97 15 : 15 50625 CO!lT ' D WANTS BILL !N 
307H VANESSA A.~ SUSA.1-J ' S NA."!E , SUSAN HAD TO tw-lG UP BEFORE CONVERSATION CONCLU 

: 2:::, , '111'AS NOT ABLE TO f'l!lI SH OISCUSSIOS ON P . ARRAHCEM£.'n'S. 

:;o CONTA. C 10/17 / 97 15 : 34 50625 RETD PHONE CALL TO S 
·s;.,N/ 'IANESSA, ,\D'\IISED 1.T THI S TI ME CA?mO'I' MAKE PAYMmT ARRANGEMENT BECAUSE Of' PA 

~7 PA Yl-!EN"i HI STORY O!: ACCOU?;'T. SUSA.?l WANTS ACCOUNT PUT 

:;o COSTA C 10/ 14 / 97 11 :08 50815 POSSIB PH I S TO COSTA 

: 7 1..,;,N'OI..OP.D, BRUCE ITTEP-"'..At~· - irriORK-6 05-l l9 -9100 HOHE--605-7 4)-5406 

:;a CONTA C 10110/97 08 : 49 50625 SUSAN COBB CALLED SO 

?UC WA?rt'I NC AARANCEME?rr FOR ONP DUE 10117. ADV ISED PUC NO ARRA.~DIENTS AVAlt.>.BL 

2 DUE TC PAST CRED IT HISTORY. 8. COUGHLIN X8012 DAV-CSQUALITY 
NO CONTA C 10/06/97 10 : 47 10693 D HARRI SON WILL HAVE 
PROPERTY POSTED WITH NOTICE TO ADVISE THAT 88 . 36 NEEDED TO AVOID DISC 

TRAN CODE - _ PP) - ENO l>FB - FWD PPlS - MENU 



CRED 

10/ 24/97 

: :7Y t S'7 S ! OU! FAU.S. SD BALANCE 157 . 90 C!S i\CT!V!TY HULT 

!".AI L SERV Ci 
• • • • • • • • • • • • • • • • • • • • • • • • • • • • • CREDIT ARRANGEMENTS MU"1.T •• • • • • • • • • • • •• • • •• • •• • • 

:0-!:7 D CREDI T >.Y.7" CO?-'T :>AT!: TU!E OP!:R DA.TE DUE COl"Y.ENTS 

:;o CO:.-"':"A C 0 9 / 2' / 97 18 : 36 32Sl5 INFORMAL SOPUC BY SU 
nN COBS R.£ PAn!EN':' A?..RA.~D!ENT , US EA.GE "-'ff) BUDGET . VANESSA IS CUST o r RECORD.SUSA 

·, :s HOTH£R .D:.HX6 060 

:N CA:.!. C 09 /1 8/ 97 14:09 60 483 SUSAN CALLED TO KM.£ 
~ .RA.-«;EMENTS TO PAY BILL, PER PRIOR CASO, NO ARRANGDIENTS . SHE WANTED TO TALK TO 

!:;R. BUT H"u'?Ki UP Af":'ER I PUT HER ON HOLD. VB 
C 08/ 20 / 97 15 :33 328)7 PD DEPOSIT .• • S129 CA 

:'£:..EPHON 08/20/97 11 : 02 334 72 IF YOU SHOULD HAVE 
?P.O!!..&.S W/ TH!S PERSON PLEA.SE CALL SIOUX FALLS OFFICE OR TINA MOORE I.N CREDIT . 
'!':'M/ CREDIT 

C 08 /20/97 11 :01 33472 THERE A.RE NO ARRANGE 
~.Dff'S ' THIS AC'CT . VA.NESSA/SUSAN HAVE SPOICP.>f W/ PUC, OUR LEGAL DEPT A.HD DIAN'£ 

~JUSOW A."it> nt£RE ARE NO i\RRANGDl!'ln'S OR TSPER OP SVC . MTM / 

PFJ - Dm PF8 - FWD PF15 - MENU 

ATTACHMENT 1 



R::> ROUTE 7041 APPR OEPI RMK! CREO 
10 / 24197 

: :-:-V I S': S:OUX F'k:..LS , SD BALA.~E 157 . 90 C!S ACTIVITY MU!.T 
!".AIL SERV G 

• • • • • • • • • • • • • • • • • • • • • • • • • • • • • CPD: ':' ARRA.."IGEMENTS !1VLT • • • • • • • • • • • • • • • •• • • • • • • 

:Q!.'7 C:> CRF.:1:7 A."!': CONT DATE T H'lE OPER DATE DUE COMMDiTS 
::1 CAU. 08 / 20 / 9'7 10: 58 ))77' NTFD MTM/ CRD OF U.ST 

·:,:r."ERSAT:O!.""'/ C'JS T'OA SY ) PH TO AV:> DISC FOR S P OF DEPOSIT ••• SUE/ DCC 

: :: CALL C 0 8 / 20 9 7 10: 5) ))774 VA. .. ESSA CL.D BK . STAT 
~ Ck~ PY 4 ".1.(10 T!lA J,,..",,7J 89 .00 BAJ.. OF DEPOSIT 08 - 22 IN SXF OFF . CHKD W/ PJB FOR 0 
•· •• AP.PJJGS : GO . F\r_!. A."!': OOE 129 . 00 BY )PM TOA . SUE/ JX'C 

C 08 / 20 / 97 10: 12 lH75 If SUSA.._ ""1'S SVS rn 
.:£R_ !;Jr..."'.£ SHE '111'" .. L f-1.,WE. TO PAY 7HE El.:. ':NG HE.RE , A DE?OS!T OF S129!N iHE OFC / 00 

X OVER :'HE ?H PJB / CJU:> . SHE HAS P:J HER CHGOFP ALP.DY. 
:!i CA.il C 08 / 20 / 97 10 : 07 )3762 VAJlESSA CLO WANTING 

:"J ?tr. SRV !N HER HOH ' S NAME • PER PAUU / CRED WLD NOT TFTO UNTIL BILL AND DEPOSIT 
?A.ID UPFRONT . Al.SO MOTHER NEEDS TO SIGN IN OPC 

C 08/20 / 97 09 : Sl 32883 

:.ED ' SAID A.BSOLln'ELY NO HELP WITH I CARE FUHDS FOR DEPOSIT •• ffS 

TRAN COD£·_ PF'l • DlD PF'8 • P'WD PFlS • KENU 



RO ROtlTE 70 41 A.PPR DE?! RMJ:! CRED 

C::-Y Si s : ou,: FALLS . SD 157 . 90 
MA IL 

10 / 2' / 97 
ClS ACT IVITY HULT 

SERV C 

• • • • • • • • • • • •• • • • • • • • • • • • • • • • • CR.£0lT ARRA!-aG~E?w":'S MVLT • • • • '' ' ' • ' • • • • •' • • • • • • • 

C'Otr.' c:> CR£:>:T k.'fi CONT DA.TE T : ME OPER D>.TE DUE COl"JiENTS 
: ?. CA.:.L C 08 / 20 / 97 09: 37 60283 00!-.'NA TAYLOR :t."':'ERLA 

- :..:, A:1-J ?."'£D :29 :JEP DUE B/ 20 / 97 B'! . OR W/ B DISC '!1i : S Af'TER.'KlO!l . 

r:EU> C 08 / 19 / 97 !7 : 15 32845 CUST. REFUSED ACCESS 
:-0 MITER rn E>.S~~ ! CA!.LED ?OLICE. SHE ALSO REFUSED THEM ACCESS Arm SLAKMED 
:-HE tx>OR lS HIS FA.CE . SAYS SHE HAS APPT II JNTERUKES 8 / 20.GC 

08 / 19 / 97 16:54 3288) PER CALL FROM SUSAN-
:O!B TO PUC • • CO...LEC'TOR ' POLICE ARE i ?RDUSE TO DISC ••• OKAARI SON GAVE TIL NOON ON 
• 20 FOP t:TIIER CASH U: OF'FC OR GUA.o.F.NTEE . TKS 

C 08 /19 / 91 16:23 60062 
H£P.E ;'C, SHUT TH!S OFF .. ! ADV TRAVI S IN DIS P TO CALL FOR A POLICE ESCOTSINCE CUS 

VANESSA , SUSAN CAKE 
IN , GOT COPIES OF DISCONNECT ' TOTAL BlLL ••• GOING TO I NTEJU.AXES FOR ASST 

TRAN CODE - PP) • END PFB - FWD PF15 - MENU 



RD ROlTTE 70'1 APPR DEPI RMX! CRED 
10 / 24197 

BA!.>JlCE 157 . 90 CIS ACTIVITY MULT 
MA IL SERV C 

• • • • • • • • • • ·• • • • • • • • • • • • • • • • • • CREDIT ARRANC EHENTS MULT • • • •• • • • • • • • • • • • • • • • • • • 
::o:r. c:> CREDIT A.."ff COh~ DATE -:- r~.£ OPER DATE CUE COMME?:TS 
:-~EPHO~: 08 / 18 / 97 11 : 18 33 47 2 SPY. W/ DIANE HARRI SO 

• w-::.L O:SC FOR NOHPYMT Of OEPOS IT • 129 . 00 Otl 081 997 . !mi /CREDIT 

:N CALL C 0 8/18197 07: Sl 328 14 VANESSA UND DEP WAS 

::"..iE 8 -15/ HAS APPOI NTMEN:' WITH nrrERUKES 8 - 20 /U PDATED TELE t 

C 08/12/97 07: 54 33475 VANESSA WLL PA'f DEPO 
~:T O~l 8/15 AT SIOUX FALLS CFC PJ B/ CRED/ CK WITH PAULA !N CRD/ OP: TO GIVE EXT ON 

J EPOS!T TILL 8/15 BXS S ICl 
7El.EPHOS C 0712S / 97 08: 44 33 472 SENT DEPOSIT REQUEST 
FOR 129 .00 DUE B'f 0811 97 . tin'H ICREDIT 

07/18/97 12 : 33 32856 VANESSA I N SP OFPC , 
?O S173. 00 .. I APPLIED S58.7' TO SUSAN COBB OLD Blt.L , BAL SlU.26 TO THIS ACCT •• 
• CUST STILL OWES S188 . 08· · ·S129 . 00 DEPOS IT, S59 . 08 GAS •• TJCS 

TRAN CODE • PP) • END PF8 - FWD PFlS - MENU 

AffACHMEHT 1 



£ 70 41 APPR :>£ P: RMXI 

10 / 24 / 97 
: ::y s-; SIOUX FALLs .s:, 157 90 C!S ACT! V!TY MUI.T 

!'.A!!. SERV G 
• • • • • • • • • • • ' • • • •' ' • • ' ' • • ' '• • ' CREOlT ARRA.~ £MENTS MULT • • • • • • •• •• • • • • ' • • • • • • • • 

:o!IT CD CPEOIT A."IT co~n- :>AT£ T I M! OPER DATE OU£ COMMENTS 

:~1 CA!.:.. 07 18 97 09 ,00 6006 4 WI LL BE iN TODAY TOD 

;.y 70 PA'{ : 7l. 34 - KAO fl.AT !!PE LAS'!' N:GHT COULDN'T G£T HER£ 

" Ff:CE C 071 : ., 91 ! 4 · 20 3258) PER CHAM.ISON PH DIS 

.:ss : ON W SD PUC .OK lf VA.NESSA 1, • • SUSAN COBB PAY SUSAN 'S OLD BILL S5 8 . 74 • S 

.: 9 .00 O!'.?OSIT . 4 WI S E":' UP SS! /3- MO CPA. NO •• RE EXT f"OR SURE 
:.~ CALL C 011?1 91 1l 22 60162 Pl LIVE HERE WITH HE 

: PEAD TliE :RMY..S i, :'RIED • EXPLAI S BUT THEY DIDN'T LISTEN 

:N CAll 07/17/97 13 : 21 60162 PG 2 WITH US A.ND DIS 

:"JSS ?1HS SITUAT ION JN THE OFFI CE. VM'ESS I S Ot. HER WAY IN HOW 1, SUSAN SAYS SHE 
l S SH£ HAS A BROf.0- HI P . VANESSA. SA ID SUSA.~ OOES 

: N CALL C 07/11 / 97 13 : 20 6 0162 I KAYE TOLD YA.NESS>. 
A.-C SUSAN fllAT HOLLERING AT US ON TH! PlQCE ISN ' T GOING TO HELP AHYTHlNG. VANESS 

:S Ml.MG IN DRI VERS LIS TO SHOW SHE IS 18 1, TO SIT DOWN 

TRAN' CODE - Pf) - DID PfB - FWD PP15 - KEM.I 



COBB . VA..~ESSA H 
SE'RV -'DD 62S W 20TH ST 
: :TYIST SIOUX FALLS.SD 

CRED 
10/24 / 97 

157 . 90 CiS ACTIV!TY l'M.T 
!".A IL SERV C 

" " • ' ' • • • • • ' • • ' ' • ' ' ' • • • • • • • • • • CRED: T ARRA..~EME?rrS HUl. T • • • • • • • • • • ' ' • • • • • • • • • • • 

:'O~'T CD CREDIT A..~ CONT DATE Tl~E OPER DATE :>OE CQpOi!ENTS 
C 07/15 97 16 : 39 lH.72 PUC HAS DES!£!> SUSA.'-

; R££QUEST :OR FOR."'.A:. HEA.P:NG BECAUSE OF NO PROBABLE CAUS E PER J EM'NETTE !..OS E. 
·,:~ / CRED IT 

7E.L£PHON C 07/ 15 197 6 : 38 33472 NO PH A..~ DIR ASST 
-<AS NO LISTING IN SUSA.~ OR VANESSA N..\ME . EST DISC FOR 0717 91 FOR 143 . 45 . tfflt /CRE 

) :7 
OFFICE C 06/ 2' / 97 15:38 32845 sxr COLLECTOR DELIV!. 

::£::> PD-IDING DI SC OOTC TO SUSA AT PREMISE OU 6 / H / 97 . SUSAN SD VA.NESSA WI B IS TO 
~xr ore O!l 6 / 25 191 W/ID. VANESSA IS OAtx;KTER • . READ AU RMJC IS 
~ CONT>. C 06/ 24 /91 01 : H 51119 FAXED POST FOR DEL 0 

:: 6 / 24/SEE RMXIS HERE/VANESSA IS . £RAGE CHILD A.'ID SUSA.~ (MOTHER ) HAS CHRG OFF / 

::nsc ON 6 / 30/JLG/ CRD 
IN CALL C 06/03 / 91 0 8 : 0S 60S6l VANESSA WBI TODAY TO 

PAY 40 . 00 AS AGREED PER PRI OR CASO . DP Off 

TRAN CODE - PF) - £ND PP8 - FWD PFlS - MENU 



SAME COl!B , VA.lJESSA H 
.S eRV ADD 625 W 20TH ST 
c rTY I ST SIOUX f'AL LS ,SD BALANCE 157 . 90 

CREI> 
1012' 191 

ClS ACTIVITY KULT 
~.A IL SERV G 

• • • • • • • • • '• ' • • • • • ' • • • • • • • • • • • CRED!T ARRANGEMENTS K\JLT • • • • • • • • • • • • • • • • • • • • • • • 
CREDIT A.'rr CONT OAT£ TI ME OPER DATE DUE COHMEffl'S 

527 . 00 L D 05121 197 09,38 })46) 0611 9 / 97 SET CUST ON DPA or l 
. L U I 5 MOS • 21 00 • CR.NT BILL BGN W/ JUN DUE :>ATE--CUST WILL PY C0 . 00 ON 6 /2 

FN !F' ARRNG DEf' . US / DCC 
: ~ CALL C 05/21191 09 : 26 60063 J A.HIE CLLO BACK TO 

.i EE WHEN DISC OAT£ WAS ADVI SED NO DISC EI THER ON Bl t.L OR OTHERWISE 

:N CALL C 05/21 / 91 09 : 1 !1 10814 J AM IE F'RM COUNTY WEL 
ACCT --GAV£ BAL INFO .•• SXBI OCC 

:N CALL C 05/20 / 91 15:JO 60721 VANESSA SAID SH! WBI 
3Y 5-21- 91 TO AVOID DISC WOFN 

TRAN CODE - PF} • DID PP8 - nm PF15 - MENU 



JU> ROUTE 704 1 A.PPR DEP I FUOtI CRED 
10/24/97 

C:TY / ST SIOUX F.\!.LS , SD BALANCE H i. 90 
MAI L 

CIS ACTIVITY KULT 
S£RV C 

:l'Ot.: • • • • • '• • ~ • • • • • • • • • • • • • • RE>'.AIUCS INF'ORMAT ION • • • • • • • • • • • • • • • • • • • • • • • • • • • • • 

OPER SE:CMEN!' TYPE Of' RDWUt 

lNFOR.'tAT IVE 3288) CUSTOMER 
ADDED SUSAN NA."lE TO A 

TO BAAB COUGHLIN . DAV • TJtS 
PER EST f'R0M SUSAN 

10f20 / 97 )069 3 PREMI SE INF'OR.~TIVE 
THIS PROPERTY IS A DUP:.D. , 627 W 20TH STREET IS THE OTHER HA 
LF ••.• PER SERVICE CARD I N SIOUX FALLS 

TRAN CODE - pp] - END PF8 - nm PP15 • KDIU 

>.TTACKNENT 2 



CI TY / ST SIOUX FALLS .SO BALANCE 157 . 90 
MA IL 

CIS ACTIVITY MVLT 
S£RV G 

RMJCI • • • • • • •• • • • • • • • • • •• • • • • REMARP:S I NFORMATION • •• • • • • • •• •••• • • • • ••••• • • •• • • 
OPER 

10117197 50625 

SEGKDn' 

CUSTOMER 

TYPE OF RDWUC 

COMPLAINT 
REMARK SUSAN/ VANESSA COBB HAVE f'ILED A SOPUC COMPLAINT, R£0UES1' ING 

KE:C ENTER INTO PAYHFNr ARRANGEMENTS. MIMM:£RICAN HAS ADVISED 
MS . COBB ANO L~I HF.ALY NO ARRANGEMENTS WILL BE KA.DE , DISCO 

NNECTJO'N WILL PROCEED. &. COUGHLIN X8012 D.\V-CSQUALITY 

10/l C/97 50815 PREMISE INFORMATIVE 
REMARJt POSSIBLE PHONE• S TO CONTACT LANDLORD, BRUCE ITTERK.\N 

NOIUt- -605- )39-9100 
HONE--~os- 7C) -5C06 

TRAN CODE - PP) - END PP8 - FWD PP15 - N!MJ 



:!TY / ST S!OOX FALLS,S:> 157.90 

CRED 
10 / 2V97 

CIS ACTIVITY KULT 
MAIL SERV G 

11~~1 • • • • • • • • • • • • • • • • • • • • • • • REMARXS I NFORl<ATION • • • • • • • • • • • • • • • • • • • • • • • • • • • • • 
OPEP. SEQffNi TYPE OF RDWUC 

lO , 10/97 50625 CU •• ER •• PUI NT 
?EMA.P.T SUSA.~ c,JBB CALI.En SDPUC ' 10/9 WA.Vi'ING PAY ARRANCDtDITS ON 

0 9 /2V97 

.ICE DUE 10 17, 97-A.DVISED PUC NO ARRA.'«.EKENTS AVAILABLE TO 
ErTHfJl VANESSA OR SUSAN COBB DUE TO PAST CREDI T HISTORY . 8 
COUGHL IN 19012 DAV -CSOUALITY 

12515 cu lNF'ORMATtVE 
H.XU! lt RESPONSE ro SDPUC ON r RMAL COMPU INT :SUSAN I S HOT CUSTOME 

R OF RF.CORD , VANESSA W?LL N'EED TO COP..IACT KEC TO DISCUSS PAYM 
ENT AAJlANGDftNTS. DLH X6060 

TRA."1 CODE - _ PF] - Dm PP8 - FWD PP15 - KENU 



NA.HE C088 . VANESSA H 
SPJtV ADD 625 W 20TH ST 
CI!'Y/ ST SIOUX F.U.LS , SD 1S7 . 90 

CRED 
10/24197 

CI S ACTIVI TY KIJLT 
KA I L SERV G 

!l"'.XI • • • • • • • • • • • • • • • • • • • • • • • REMARKS INFORMATION • • • • • • • • • • • • • • • • • • • • • • • • • • • • • 
0Ai£ TAKEN OPER SEC!'!ENT iYPE OF' REMAJUI: 

08/20/97 50625 CUSTOMER COHPLA lm' 
REMARK KAREN HUIZENGA . DAV- LEGAL, ADVISED CA."fE.1'0N HOSECK, SCPUC A 

TTOREY . AT 12 :00 P . H. ON 8 / 20 / 97 THAT KEC WOULD 8£ PROC' EEOIN 
C WITH THE DISC'Om.'ECT ION OF' GAS SERVICE AT THE CURB. B.COUG 
KLIN X8012 DAV-LEGAL . 

08/ 20 / 97 3069] CUSTOMER I NFORMATIVE 
RE.lWt.K PROPERTY SHOULD bE DISC IN STREET , POL I CE ESCORT SHOULD 8£ T 

AKEN TO THE PROPERTY . 

TRAN COD! - _ PF' ] - DID PF'8 - nm PF l S - MENU 



C !TY I ST SIOUX F'o\LLS . St> 157 90 
MAIL 

CRED 
10/2(19 7 

CI S ACTIVITY !rol.T 
S£RV G 

lt.'<X! • • • • • • • • • • • • • • • • • • • • • • • R~ I NF'OR.'lo\Tt ON • • • • • • • • • • • • •• ••• • • ••• • • • • •• • 

:JA.:'E ':'M:.ES OPEP Dirr TYFt or REM.\RJ. 

08 1)/97 33762 C:U ER I NFORMATIVE 
ci ~ VA.-.ESSo\ GYVES PER?i!: SSIO~ TO DISCUSS ACC IT W/ ER . 

• rnERSTASDS '!'KAT ER IS NOT RESP FOR T'H IS BILL B/ C LISTED 
OS o\PPL!CA.TI • VA.\'ESSA ST I LL SOLELY RESP FOR ACCOUNT . JGC / 

07 H 97 32Sl~ C:U • ER lNFOR.'lAT!VE 
RDWU< DISCUSS I ON W BULURD SDPUC ,ISIOND. 7- 17- 97 PM . COBB CLAIM 

Fl) ffl.li.T SHE WAS NOT :ACTED f'OR HF.ARING . EXPLArNED COKHIS I O 
N kULEn .C'OBB NELD FULL AMT . DUE• SUSAN° S ARRF.ARS•DEPOSTT .000 
TED I NOE8TED HOUSEHOLD . COBB TOLD SDPUC SHE CLO PAY 173.00 . I N 
TKE PN . ACRttD TO WQRJ( Wlnt CUST . NOTE CRED 7- 18- 97 . DLH X6060 

TRAN CODE - PF) - Dm PF8 - FWD PPlS - MENU 



COBB , VANESSA ~ 

SERV ADO 62S N 20TH ST 

CITY / ST SIOUX FALLS.SO 1S7 . 90 

CRED 
10/2' /97 

CIS ACTIVI TY HULT 
MAH. SERV G 

R.'<X! •• • •••••••••· • •••• • • • •• P~S :Nr0RMA.T ION • ••••• • •••• •• •••• • ••••••••••• 

07 117/ 97 

OPER 

S062S 

s,x;,a;,.'T 

cu 

TYPE OF RDWUt 

COMPLAI'NT 
F&"!A.RJC SDPUC DID , FU.-'D PROBA8LE CAUSE ' SUSA..'i / VA..\'ESSA COBB 

LA.INT , NC97•010 I S PUC "S A.O HOC: HEARI NG ON 1/ lS/97 . 
8 . COUGHLIN X!Ol2 DAV•LfXiAL 

06/27/97 S062S CU • •• ER Pl..A.Ih'T 
R£MARJ( SUSAN ·coea· FlLED WRI'M'~ PLA.rNT W/ SD POC REQUESTING MEC 

NOT TERMINATE SERVlCE BECAUSE DAUGHTER IS UH!>ERAGE . SDPUC 
NO . NG97 - 010 . 

'fflAN CODE · PFl - Dm PF8 - nm PP lS - MENU 



OPER 

1S7 . 90 
HAI L 

CRED 
10/ 2' / 97 

CIS ACTIVITY HULT 
SERV G 

RD!ARKS INFOR."tAT ION • • • • • • • • • • • •'' • ' • • ' ' ' "• • • • •'' 
SECKD'T TYPE OP REMARK 

06 / 18 / 97 32883 CU ER I NFORMATIVE 
6 11 8 / 97--VA.VESSA M COBB IS 17YR OLD DAUGHTER OF SUSA.~ L COBB 

AKA SUSAN L MA.KINS •• SUSA.'/ COBB OWES WOFF BAL OF sse . H ' SHO 
ULD OF ORIGINALLY BEO: DENIED SERVICE HERE .• . ALSO SUSAN OWED 
2 - WOFF UNDER THE MAUNS NAM'!: Bln' HAD FI LED BKCY ON BOTH OF T 

HOSE .. TKS 
11 / 01196 32960 PREM ISE INFORMATIVE 

CALLED LLRD SPOKE TO MRS !TTEJUtAN- ADVI SED 87' CHASED TWO TEE 

NA.GERS Otrr OF HOUSE WHEN TH£R£ TO TONN . THE TEENAGERS ATTEMP 
TED TO RETURN. HE CHASED nffJi OUT ~ fN A.~ LOCUD THE BACK 
DOOR . KRS THANJtED US . 

TRAN CODE - _ PF) - ENO PF'8 - FWD PFl S - KENU 

ATTACHMENT 2 



! 0 4 1 APPR 0£Pl IUOC I CREO 
10 / 24 / 97 

! ALA!ICE 1S7 9 0 CIS ACTIVITY MULT 

KA IL S£RV G 
• Kk I • • • 0 

• • • • • • • • 
0 0 0

' 
0 0 

• • • 
0 

• REt'MltS I?-oTOR."tAT I • • • • • • • • • • • • • • • • • • • • • • • • • • • • • 

DATE iAKES OPD SECMEST TYPE Of' RDtARlt 

10 / 0)/96 32!108 PRDttSE I hTORMATIVE 
THEJ..MA !I( KILES ss• 48S- 0e - 0862 OfCD OF'f' ACCT 2604900-26 
Sll . 11 US!>ER.5TOS THIS NDS TO !£ PD I N FULL BEFORE wt WI LL 

CtvE K£R S£RV t . KER }W(E; AOVtSD HER VE W". • .O RI.f'USE SERV 

?'O ANYONE AT nns ADOR.ESS If' SHE WLD BE 8Dff' ITtHG FRM THE 
SERVICE 

TRAN CODE - _ pp) - DfD PF8 - nm PP15 - MENU 



BALANCE 157 . 90 CIS ACTIVI TY l't'IJLT 
MAIL SERV G 

AREC • • • ' • • • • • • • • • • ACCOUNTS RECEIVABLE HISTORY I NFORMATION • • • • • • • • • • • • • • • • • • • 
PAY CODE/ UTILITY 01'!1ER 

DA7E TRA.S DUE DATE BILL/ PAYMENT BI LL/ PAYMDlT B>.LANCE 
:O , 17 / 97 LPMT $2 . )) Sl57 . 90 
~9 / 25 / 97 BILL DUE 10 / 17 / 97 Sl6 . ll $155 . 57 
J9/ 18 / 97 :.P!rr Sl.76 $ 119 . 26 
CS/ 26 / 97 BILL DUE 09 11 8 / 97 S29 . U Sll 7 . 50 
08/ 19 / 97 LPKT $1 )1 S88 . J6 
Ji/ 28 / 97 BILL DUE 08 / 19 / 97 S27 . 08 $87 .05 
C'T/ 21 / 97 LPMT S. 89 $59 . 97 
Ji/1 8 / 97 CPAY PART SXF06 $114 . 26 - $59 .08 
061 26 / 97 BILL DUE 07/21 / 97 $29 . 89 $173 . 34 
06/04 / 97 CPAY PART SXF06 $40 . 00- SU l . 45 
05/ 28/97 BILL DUE Oli /1 9 / 97 $48 . 62 $183 . 45 
05/ 20 / 97 LPKT $1 . 99 $134 . 8 ) 
04/28/97 BI LL DUE 05 / 20/97 $51.57 $132 . 84 
0) / )1 / 97 BILL DUE 04122/97 $81 . 21 $81. 2 

TRAN CODE - PF) - Dm PPS - f'WD PFlS - ~ 



t!':"Y / ST SIOUX FALLS.SD lS7 . 9O c: s ACTIVITY MULT 
MA IL. SERV G 

:JEP! • • • • • • • • • • • • • • • • • • • • • • • • DEPOS IT IN'FORXATION • • • • • • • • • • • • • • • • • • • • • • • 

$129 . 00 PROPOSED DEPOSIT 5137 . 00 
DEPOSIT INTEREST POSTED 

AMOUNT INTEREST REFt.lND!NSF' DATE DEPOSIT TYPE 
S129 .00 ACT I VE 

TRAN CODE - _ PPl - END PPlS - ICINU 
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Im: ~ .~26, 1997 •DBPM 
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DEC-01 -97 ~ 12:55 ct.ST SERV ClJALITY FAX Nl. 3!93338095 P. 01 

,._ MidAmerican 
~ ■■■■eY 

FAX TRANSMISSION COVER SHEET 

Ptar,.uti,,rto: c&n;,, ~< 

c.,,.,,.,.,, /4t46 £2JA-{fz. & e. 
Fu No. lp0!5/J13•Yi109 T<lqltoR,No. _________ _ 

TOICI No. of paps, u,c1,.•1 cov~r 1hut: _.,:a_::....lq'----
Frowr::?a,k Cou~ 0- _....,ICJ!iJ:..-.....:....l-___:,q--'7~-­

Fu: No. /Jl9lf
3 '3#i qs- TmpltoR,No. 3/'f,83}-fi'O/ii>=-

Nou: _____________________ _ 



D£C-0H7 ID; 12: C CIET ScP.V QJAl.llY FAX NO. 319333809S 

~r,.,_.,.~m 
Rntll •O.-. t.1•1 ..... ,, 

OA. MOVE IN PHC>NE CENTER 

EAST: 
,_. • OUAD anes 

4 • CEDAR RAPIDS 
I • FORT DOOOE 
I• tOWACfTY 
7• OTT\.wA 

OM. MOVE IN OfH CE 

EAST: 
, ,3 • QUAD Cl11l!S 

••CEDARRAPC>S 
Iii • FORT DOOOI: 
I• M>WACfTY 
7 • OTTUMWA 

WEST: 
721,721 ~ DES M0lttES 

730 • SIOUX crTY 
734 • QUAD.an' 

WEST: 
010 - CHEA01CEE 
011 e EAGLE GROVE 
Ol1 • STOAII LMR 
011 • WA.l'EIL00 
OM • 8IOUX aTY 
1M • SKJUJC FALLS 

SU a CUST Sl!RVIC!: 
3d • OUADaTY 

410 • N)WA aTY 
411 • DES MOINES 
710 • C01.11C11. -.....S 
7'1 • CUSTOfACES 
7M s PT. DODGE 
715 .s CEDM IIAPIDS 
,. • 09KAl.00SA 

OB. MOVE IN TYPE OFT i=lANSACTION (NOTE: CISO ON.. Y FOR WEST) 

088. MOVE tN SIGN IN I.D. (T NUMBER) 

OC. MOVE rN ACCOUNl NUMBER FROM SAMPl.E 

P. 02 



Dt:C-01-97 !0l 12 :~ Pl\ !EC CUST SERV CIJA!.ITY 

~ T_...,......,.0/I 
Flrw - Qria11,' , , 1., ,_, 

FAX HO. 3193338095 

OD. MOVE IN DATE OF CONTACT FROM SAMPLE 
v .. , _ _ ---o.y __ 
Day of Week __ 

000, MOVE IN CUSTOMER TYPE 

001 :.. WEST fESIDENTW. 
010 ~ WEST C0MIIBlaAL 
020 WESTINDU5TAIAL ... - .wa,-~ 
040:WEST--) 

EAST~ 
c . COlmEACW. 
I • INDUSTRIAL 
J • ~ 

OE. MOVE IN TI-.E OF CONT ACT FROM SAMPLE (DON'T HAVE) 

OEEE. MOVE IN SERVCE TYPE FOR EAST 0NL Y 

& EUCTNC SERVICE 
0- GASIEIIVICE 
II- EJ..ECTIIIC.GAS SERVICE 

P. 03 

Heno, I'm _____ ffom MSI Rnearch, • national retearch company. W• are ulling 
)(kl on behaN OI MidAmerican Energy. They would )Ike yo., oplnionl about how your most recant 
oontacl 'fllt1h them..,.._ 

OF. In 1tle lul aq,lt 01 dlys, have you or hU anyone in yo., (HOUSEHOll'.WUSINESS) 
coructed ~ Enerw? 

... {CONTlNUE) 
No {TERMINATE) 
0on,""°"'fT£1NN.\TEJ 
Aefuood {TERMINATE} 



D!:C-01- 7 12: 7 'r • ClSl 591V WAI.ITV 

~~~t» ,--.o......~,-, u.,, 

FAX HO. 3!93338095 P. 04 

OG. Are you ffM person wno coracffld tho com;:,any on (MOVE IN DATE FROM SAMPLE)? 

y.,. (CONTINUEJ 
No (ASK TO SPEAK WITH lHA l PERSON ANO RE-READ INTROOUCTION; IF 
UNAVAllABLE. ARRANGE CAl.1.BACK. THEN TERMINATE) 
Donl "'-(TERMJNATEJ 
Reh.-d {TERMINATE) 

(Ir OA > 0 ASK OH, OTHERWISE GO TO AL TEA BEFORE QHH} 

{IF QM > 0 ASK OtfH. OnERWISE GO l O ot} 

OHH ~ 'I NCClt'C snowthal you vlai!ed tnelr ofta on lhac day. Is this COl'TK1? 

Yes, ¥1S!led 
No {TERMJN,t, TE) 

"""'"'-fTERMNATEJ 
-i-,.TEJ 



Ot:C-01 -97 IQ 12:Sl !EC Cl.ST SERY llJAI. ITY 

~,.,......~m r,,..0..-,,,,,,,,., .... ,, 
(IF QI NE 1 ANO OJ NE 1 TERMINATE) 

FAX lfJ. l19lll809S P. OS 

F'1t1t, before ukiog you spec:ific. quution• about )'OtJI' oontact. I'd Ike to Uk you • fow general 
questions about MldAmoncan Energy. 

On a Zttl'O'IO•len scale 'MCh zero meaning a v«y unfavorable teeing, ten meaning a very 
favorable feeling and tlw ~ not petticularty tawwablc or unt.-..orabAe, I'd INte you to rate 
your overall toalngs towtard MidAmerican Enorw. (IF NECESSARY: Of CO!Jf'M you can use any 
rurber from aro to ten.) 

{RECORD 0·10 RATING) 

11 Oon'tknow 
12 RetU5ecilNA 

IIF01=0-44 ASK01A, OTHERWISE GO TO FILTER BEFORE 01BJ 

01/1,.. Why did you tj,w MidAmerican a {RESTORE RESPONSE FROM 01] rating? (PROBE 
FOR SPECIACS) 

{IF 01-S ASK 018, OTI-tERWISE 00 TO A L TEA BEFORE OtC} 

018. Wtry clef you Qwe MidAmerican a 5 rating? (PROOE FOR SPECIFtCS) 

(IF01:dl-&ASK01C, OTHERWISE GO TO FILTER BEFORE 010) 

O1C. Wt'rf did you give MdAmerican I (RESTOAE RESPONSE FFIOM 01) t9dng7 {PROBE 
FOR SPECIFICS) 

IIF 01 =9-10 ASK 010. OTHERWISE GO TO CSA} 

010. Why cld you give MdAmetlcan a (RESTORE RESPONSE FROM 01] ra6ng? (PAOee: 
FOR SPECIF,CS) 

C:2. NOT ASKED 

03 NOTASKED 

04, NOTASKED 



DEc-01-91 rm 12,se CUST SEP.V IIJAI. I TY 

~T,_..,..._,.a, 
RMl • 0....-2.T_, ,,__,, 
05. NOT ASKED 

FAX Ill 3193338095 P. 06 

OSA. Do ~ remember reading. Neir,,g. or hoaring any ~ horn MidArneficen Energy 
In the la51 3 months? 

1 v .. 
2 No 
3 Oooiknaw -

058, NOT ASKED 

Nc:irw, Ntf'a tLWn to yox rf!CeC'1I contaa """'1 ~ Cnorgy ... 

06. Whllt wat tht PAiu.RY ,euon for )'0U' recent (callvlsft) 10 MidArMrican Energy? (ASK 
AS OPEN 0D: ACCEPT 1 MEtmC>N) 

1 A blirlQ lnqlMy ,-,.Ying to do -«f'I dl.ta/amoun111chatg.. 
2 AHJGHb,11'\QUU'Y. 
3 Pa _____ _ 

4 T...,,onldfNrYCe1·~orr,qtay. 
s Serw::e reoannec:tad 

6 ----7 -~-8 P•ythebil . --10 Tranl1er ~ name on bJI 
11 Torllp)f11pc,we,outage 
12 Togetarea-,,a~...,,_.ofwhenpower'#OlAdberes10fed 
13 Torepot11Wftdown, witeontft, o,o;.ome,gencylll>'4et'lei.ctr1eal'MrN 
14 NohM1 
15 a....ae. 
16 ~ a mete, reading 
17 Energy~ 

16 -,. FN,ldng 
20 Cleler(SPECIFY-1) 
21 0on, know 

22 -



DEC-01 -97 ~ 12:58 PII CllST SERY llJALITY 

~r-,._...,,s....,m 
F__, • O.-.-P, 1#7 ... ,, 
CALLERS ONl V 

FAX l«l. 3193338095 

(IF OH~1. ASK 0 7-033, OTI-tERWISE' 00 TO FILTER BEFORE 034. 

P. 07 

07. Thinkng }tMl about your cal, I'd like you 10 ra!e your call alCp9rionoe on a zero-lo-ten SCtie 
Vlhtre ZERO means a POOR EXPERIENCE'.. TEN mHR1 an EXCEU.ENT EXPERIENCE 
and FIVE means neithef poof nor e:xcelent. You can Ule ar.,, number blrtween zero and 
ten. How woud you rate Na experience? 

(RECORD RATING CH O] 

11 0on,1cnow 
12 R~ 

08. NOT ASKED 

09 NOTASKI:O 

09A. Did you rnalte arrangements for a MidAmerican service person to come out to )'OlM' 
(HOME/BUSINESS) as a reauk ~ you, cal? 

I y .,. 
2 No 
3 Don't know 
• Rel.-

(IF09A.1 ASK09B; OTHEAWISEOO l 001 tX) 

098. HM a service penon adually oome ou1 to your (HOMEmtJSINESS) yet? 

010. NOT ASKED 

011 , NOTASKEO 



D!:C-0: 91 12,511 I'll 'EC CllST . QJAI.ITY 

~T,-llbtS..-,m 
,:--.-1 . a..w2. ,,,, .... ,, 

FAX HO. 3193338095 P. 08 

0 11 x . The FlRST tine thal VoU c:alecl MidAmerican Enervv. what happonod? Did you .(READ 
COOC:S1-5} 

Spou mmedilllety wt:ti • rep,esonta:ivo 
Hear • rec:ontng 
Hoar• busy s,gnal 
Hear a rtngtng bVI no amrwer, Of 
Some,ring ..,_ (SPECIFY! 
llanl know 
RetusGd 

(Ir o, ,x-.2, A.SI< 011A: OTHERWISE GO 10 0130) 

01 IA. When you heard the N'!COrding. did you . (AEAD COOES 1·2) 

Ho&d for a rup,osentative, or 
Hang up 
fV0< J Olhe, (SPECIFY] 
llanli<nOw 
Ro!UHd 

{IF 01 lA- 2 ASK 012; OTHERWISE GO 10 0138) 

01 2. After I road a IISI ~ rDllSOn5, Utl me .tilch one best detr::nbM Why you hung up betOl'e you 
apoke with • repN!MMAfJYe on ttis lirst call? (READ CODES 1-5) 

The wait was too long 
A racorang Nkf 10 call back at anomc, time 
Y04J were drsconneded 
Some other fflMOf't (SPECIFY} 

llanl ""°" -
013 NOT ASKED 

(ASKAU.) 

013.\. NOT ASKED 



ll<"t-0 - 7 , 12:59 IEC CUST SEP.'/ IIJAI.ITY 

~T~SwwpQP 
Rifai . a...,:,. ,.,, u .,1, 

FAX I(). 3!93338095 P. 09 

0138 On h cal that you got tfWOUgf'I , hOw IC:lng. ff at al, did you have to WM to speak witt'I a 
customer ropresontatiYo7 (ASK AS OPEN ENO: READ OOOES AS NECESSARY TO 
CLASSIFY) 

t Did not watt at al 
2 1 • 1 !5 seco,ds 
3 16-30 MCOndl 
4 31-.tS aeoonds 
5 '6-69 seconds 
6 1 minute (UP TO 2 MINUTES) 
7 2 minutes (UP TO 3 MtNUTES) 
8 J mnAeS (UP TO 4 MINUTES) 
9 4nnJleS(UPT05MINUTES) 
10 5:o9 mnu'9s(UP lO 10MINUTES) 
11 10 rnhf.ea ormore 
12 0on, know 
13 Refused 

(IF 013Eh2-13 ASK 014; OTHERWISE GO TO Olli) 

014. Conslder.-ig lhll amcutt of time you had to wait to apuk with tht rwp,nentatiw, WU this 
a Yl►-1)' ~ . 90ffl9What re110nab1e, neithef rlNIONlble nor ~ . 
90ff'lflWhat unreasonabkt, or very unreuonablo amount of time to Wd7 

1 Veryreuonable 
2 Somovihat reuonable 
3 Neil:hel" renonllble nor unreuonable 
C Somewhl1 ~bkt 
5 V&ryunreaaonabte 
e 0on,1cnow 
7 Ref~ 



DEC-01- 7 , 01 :OO Pl' 11:C ClST SER'/ QJ/U.ITY 

~,~s..w,,o, 
Rrwt . a...w .1. ,., 
54-97 Jt 

FAIi I(). 3!93338095 P. ID 

01!, SometmN auring Dt,Sy callng periods. rt Is not poplble lo, a customer 10 speak: witt'I a 
reprue-uff\11: lmmedatety. I'd like to read sewral things lhat could oaM in this situebOn, 
and hive you~ 1M ~ ONE ol theM you would rf!COl"l'Vf'lend MidAmerican Energy do. 
111 ,eao at the c:no.on and then ask for your answer, (READ COOES 1-S) 
!ROTATE 1-5 COOESI 

Hear abusysJgnal 
Hear a rec::otdwlg sayw'\g that all reps are bUsy and lha1 yo,.,, caJI will be handled as 
_ .. _ 
He.tr a rec:ordng telling you the time9 thA! you ooold call bAck and be he~ by• 
tu510mer rep mote qu!duy 

, Hurmt.WC 
5 LdY9 a mftSflge for II MidAmetic:N\ Energy rep 10 cal you b9c:k 
6 .,.,._.[VOL) 
7 None ot these (VOLJ 
8 Sonle1W,g .... (SPECIFY) [VOL( 
9 Don'1 care (VOL) 
10 Oon'tknorw ·· -

(If 01~ ASK 016; OniERWISE 00 TO 0 17) 

016 WhOn would you oJq:>OCt somoono from MldAmercan Energy to cal you bade? (ASK AS 
OPEN ENO) (TECH NOTE· PROBE FOR SPECIFICS. WE ARE LOOKING FOR A 
SPEOAC TIME) 

(RECORD MJMBEA OF HOURS D-231 
(ACCORD NUMBCR OF MINUTES 1-69) 

24 One dily or more 
88 Don't know 
r,g Retua.j 

017. NOT ASKED 

1 0 



DEC•r! -97 01 :00 Pn IIEC CUST SERV QJALITY 

~1--.,s..n..yo, 
FJrw· O.-WZ.f•T -· 

FAX HO. 3!93338095 P. II 

Now thinkng again about you, rocent call whOn you tpOke to lhe MidAmericen Energy ,_. ...... 
018 AFTER the CtMtomer ~•ttve Stll'led lo~ you, did the representative have to put 

VoU on hold for some reason? 

Ye• 
No 
DonlknoW -

0111.l.. NOT ASKED 

{IF01 I ASKO1 8B; OTHERWISEGOTOO20) 

Ot88. How long wara you on hold? (ASK AS OPEN END) 

H5MCOndt 
1&-30-
31-45 aecondll . --5 1 rnriute (UP TO 2 MtNUTES) 

a 2 rninutH (UP TO 3 MINUTES) 
7 3 minutes (UP TO 4 MINUTES) 
a 4 minutee: (UP 10 5 MNUTES) 
9 510 9 mlnutea (\JP TO 10 MINUTES) 
10 10mn.ltesormore 
11 Oon1kncM 
12 Refused 

019 ConaldeMg the amooot ot 1lrne you were on t-dd, wu ltil a wry reatonlble. SOf'MWNI 
re,uon,x,le. nieither l"9UONlble nor unreasonable. IOfflewhal unreasonabfe, Of very 
unreuonable amcu,t ol tme lo wall:? 

Very n.asonablo 
Som9What rNaDMbee 
Neither reuonable f'l0f lff~ -­Ve,yunrea900flble 
DonlknoW -

11 

10 



ll!:C-0!-•7 Ot: 01 IEC ClST SER'/ IIJA!. I TY 

~n-tw1....,.m 
RNl' -o.-tw-z.,., .....,, 

FAIi l«l 3193338095 P. 12 

020 Wu lhe fifJI per10t"I you laked to able to hOlp you, Of did you Nlwi lo talk to more than 
c,,. person during 1h11 cal? 

Flmpef"IOl'\wuat>le tohe{p 
Had io talk to more than one per.on 
Donl know 
Ref.-

{IF Q20.2 ASK 020A; OTHERWISE 00 TO 022A) 

Q20A. Was that IICQePlable lo you lhat )'OU talked lo more than one pel"IOn? 

v .. 
No 0on, ..... 
Ref .... 

021. NOT ASKED 

{IF Q20,, 2 ASK 0 22; OTHERWISE 00 TO 022A! 

022. W't'ry did )'OU haw to talc to more than one pe,aon? (PROBE FOR SPECIACS) 

'l22A. Whel WU the JOtal ~ of your call ltom the lin'le you called and gal thtOugh to 
-• IO lhe time l/OU tu,g up lhe phone? (ASK AS OPEN ENO) 

{RECORD NUMBER OF IIINUTES HK>) 

00 Lesa than OM minute 
61 Morelhanone hoof' 
62 Oon1 kn0'# 
113 Refused 

023. ContideMg the nature of your cal, WU the to~ ~ °' ii a very reuc::r"lebll, ~ 
reuonablc. neilhef muonabfe nor ~ . IOr'l'\eWhat urveuonable, or very 
IJl'Wff.llOMble amount cf time? 

1 Vflf'f rauonat:ie 
2 Sc::lrnftN.t rCUONble 
3 Neither reasonable nor uireasonable 
-4 Somew\al ~ 
5 Vo,y ~ 
6 0on,know 
7 .... .-

11 

12 



DEC--OH7 ~ 01 :01 P l1EC CUST S£RY ll.lAI.ITY 

OUTAGECAU.EAS 

02-i NOTASKED 

FAX 00. 3193338095 P. 13 

fir ~11 OR 12 OR OB-OUTAGE, ASK 025-033; OTHERWISE GO TO ALTER BEFORE 
03<1I 

025. Were you gN'9l'l an •timate of when your power would be back on? 

v .. 
No 
0on,1<now 
Refused 

(W Q25..1 ASK Q2&.027; OTHERWISE GO TO 028) 

029 Oleral. how utilfied ...,.,,. you with MidAmerican t:n.ruY'• performance In gMng you en 
edmate of when you, power WOUid be bad!; on? Were you ... (READ cooes 1 TO 6) 

Veryutl8filld 
Somie<wrihatsabsfied 
Ne«her NtWilld not diua6sMd 

4 ~dleeablhtd 
5 Vef)' daAtillfied 
5 Oon'lknOw 
7 Refused 

QZ7 Wu the powier back on Wiltl., you expecced II to be? 

1 v .. 
2 No 
3 0c.,,n,1cnow 
• AefUHd 

028. H II ,,_. posd:Me, woud you want MidAmerican to gH9 you an ndrnatil of -..n lhe 
~wilbebackon? 

(IF 028=1,t A.qf< 028A: OTHERWISE GO TO 029} 

028A. WNII wo-Ad be an acceptable Ntimale? {TECH NOTE: WE'RE LOOKING FOR 
CUSTOMERS TO SPEctFY A WINOOW OF TIME OR A SPECIFlC TIME) 

12 

13 



DEC-01· 97 il)i 01 :02 !EC CL6T SER'/ llJAl I TY FAX NO. 3193338095 

0 28. Nit were poesbfe, woutt you Mnt MidAmer1can to proyido you ¥ml'I thO r011SOn tor the 
oucage v.t,en you call kw an estimate of 'M'len p0WOf wil be restorod? 

Yes 
No 

°""' ­-(IF 025,.2--4 ASK OJO; OTI--tERWISE GO TO 033} 

P. 14 

030. H you h~ bNn OMtn an atimlle of when your power would be back on, WOU:d you hllvo 
be9f"I more polilMl kJWlltd MldAmeriatn Energy's handling of tho outnge, MtSa positive, o, 
1lll0lJ6d yaur affltudt not hive changtd? 

t.be posiliYe IOWlrd MidAmerican Ene,vy 
Len poaltiYe towe,d MidAmerican Energy 
No c:ti,ngti W'I attitud41 toward MidAmerican Eno1gy 
11 - (VOLI -,-Ref .... 

031. Waud you hawdoneln)'thingdifterenttythan you did. IF you hldbNl'l gi\,9nan NtatMte 
..titn a. power WOUid be bade on? 

y .. 
No 

°""'--.. .. 
(IF 031• 1 ASK032;0THERWISE OO T0033J 

032. What would you hawt done cifferanety? ( ASK AS AN OPEN ENO, PROSE FOR 
SPC--ctFICS) 

033. Do you MCPKt MidAm.-ican Energy to cal you back to verifv that your power hu been 
tNtofed after WI outage? 

Ye, 
No ~,--

13 

14 



DfC-0 -97 01 : 02 , rec CIJST SEIW WALi TV 

~,,.,_.._.....,a, ,.,.,.0.....,,,,., .,,.,, 

V191TOAS 

FAIi J«l. 3193338095 

(If Ot+t-1 ASK 034-046; OTHERWISE 00 TO ocn 
Now rd • 10 11.k about your recent visit. .. 

P. 15 

03,t Tlwlklng pst ~ yot1 Yisil, rd tike you 10 mte your Wl1' e,cptriene. on a zero-lCHen 
ICM whefe ZERO moans • POOR EXPERIENCE, TEN means an EXCELLENT 
EXPER1ENCE encl AVE means neither poor nor excellent. (You can u.. any l'MJfl"Dtf" 
bf!trwiMn n,o and ten.) How would yci., rate tNI e.xpetienoe? 

(RECORD RA TINO ~10) 

11 Oon'tknow 

12 -

035. NOT ASKFO 

1 DdnocWU•tal 
2 1-15NCOndl 
3 16-30NCDOds 
4 3 1-45 MOOndl . --e I minute (UP TO 2 MINUTES) 
7 2 mlnuta (UP TO 3 MINUTES) 
8 3 mlnutoe (UP TO 4 MINUTES) 
9 4 rMUa (UP TO 5 MINUTES) 
10 5toilminutell(UPlO 10MNUTES) 
11 1 o fTW1UIN o, more 
12 oan, know 

13 -

(IF Q35A. 2·11 ASK 038; OTI-fERWISE 00 TO 037} 

036, Wei tis ■ ....y f'HIOl'\able , sornewt'lal reuon.ble, neiChef ~nor~. 
ICl'TlewN.1 urw•uonable. or very I.W'Meuonable etnOll1t cf time 10 wait? 

1 VeryreMOnlble 
2 ~trueonable 
3 NNtw reuonable nor~ . ----5 VMyunreMOnllble 
• Don't--

14 

15 



DEC-DI 97 ' 01 :02 P IEC ClST s<.RV QUA!.ITY 

v .. 
No 
DonlknOw 
RetUNidllllA 

FAX Ill 319333809'.i P. 16 

038 W« • you comfortable Witt\ the !eve! of privacy of tM area where )'OU met with the 
reor85CM"UtNe? 

v .. 
No 
DonlknOw 
Refund 

039. NOT ASKED 

040 NOT ASKED 

041 , NOT ASKED 

0411,., Oid ~ rMke ~ for a MldAmerlcw'I MMce per,on 10 COfM out to your 
(HOMEJBUS,NE.SS) aa a ,mutt of )'OUf Yblt? 

Yes 
No 
Doni--

16 

,. 



DI ,03 Fl! IEC CIST SERV 

....._._,T,~......,,o, 
,.,,,,, . a...,i_ twr ,_,, 

ITY 

(IF041A•1 ASK 0418: OTHCRWISE GO TO 045A) 

FAX Ill l19l ll8095 

OC 1 B Hu a &en110e person actualy come out to your (HOME/BUSINESS) yo!? 

Yes 
No 0on,_ A.._ 

0., NOTASKED 

043 NOT ASKED 

044. NOT ASKED 

044A. NOT ASKED 

0448, ~T ASKED 

~ - NOTASKCO 

P. 17 

045.A. Whal was !he tcxal Mtngth of )'l:M' Y1Si1 hom the time )'OU On1ered 1hlt MidAmrlrican office 
from NI lfflCI you~ l'he office? (ASK AS OPEN ENO) 

(RECORD NUWER OF MINUTES 1-60) 

00 Less than or,o ninulo 
5 1 More lhan ono hOur 
62 0on,_ 
63 A.._ 

,. 

17 



OEC-01-97 ID; 01 :OJ Ct.ST SERI' llW. I lY FAX NO. 3193338095 P. 18 

045 Consdemg the natured your viSll. WU thO ~ length of II a Y0ry ~ . aomewhal 
roa,onat,ie, nefther reHonab6e nor ~ . somewt\lllt ll1rtuonable. or very 
IA1fUt0Nble amount oC time? 

1 Ver; reuonabte 
2 ~,,~ 
3 Neither rituOnlblil nor unreasonable 
• Somewhlll unreuonable 
5 Very Lrnnonable 
6 0on, know 
7 -,<A 

{ASK ALLI 

047. Thlnkng about your ffl0llt recenl (ceW\.isl)._ did the QJltomer n,prosenlllbve monbon his 
or her name at the ltlltt of the (ca&Malr)? 

1 Yes 
2 ... 
3 0on,v.aw 
4 A~ 

Ota Did the 0JSlotner rep,tNntative My eomething •1te "1l'lank you for (~) 
MidArnencan ~ •t l'le end of 1he (~)? 

v .. ... 
lloni--™ 

17 

18 



DEC-01 · 01:04 C CUST SERV IIUAL I TY 

~,.,.,....,.....,.,.a, F"-' -O..W,,,., ,_,~ 

FAX 00. 3193338095 P. 19 

Now. rd l"ke )'OU 10 ra:e lht job done b'f 1M amomer ~UV. you doaft -4lh ~ a zero-
110--1en scale where a ZERO mNN 1h11 OJStomot represontatlYO did -,i EXTREMELY POOR J08, 
and a TEN means thlt they did an EXTREMELY GOOD JOS. A hll'o '#OUld mNn they did neiner 
a good no, P00f job. (IF NECESSARY: 01' COUtM. you can use arry nurrber befweon zero and 
ten ) If you spoke wllh men Chan one per90n. I'd like you to 1810 tho perton who you llf)el"lt the 

moot - - ., '"°""'11 'fO'Jf p,dHm. 

(RANDOMIZE 049-0S,) 

049. COURTESY ANO POLITENESS 

[RECORD 0-10 RATING) 

11 DoniknCM 

12 -

050, LISTENING CAREFULLY TO YOU 

(RECORD 0-10 RATINOJ 

11 Don't know 

12 -

051 . KNOWLEDGE OF YOUR PR0BLEM OR QUESTION 

[RECORD 0-10 RATING} 

11 Don't know 
12 A~ 

052. USING UNOERSTANOABLE WORDS 

{RECORO CH O RATING) 

,, Oon'lknow 
12 R_,UMC:VNA 

053. HANOUNG YOUR (CALIMSIT) PAOMPTl Y 

{RECOR00-10 RATING] 

11 Don't know 
12 Rehaed/NA 

19 



!EC ctlST SER'/ llUAL I lY FAX 111 3!93338095 

05,4 CONCERN ABOC.1T YOUR PR08LEM OR OUESTK>N 

[RECORD 0-10 RATING] 

11 Oonlknoat 
12 Reh.No'NA 

056 NCJl"ASKED 

(IF 096,,,1 0A 041S-1 ASKOS6: OTMERWISE GO TO A LTER BEFORE 081) 

P. 20 

056 1 p.,s,; aoo...11 the eeMOe ree>ruentawe -'10 came 01A to )IOU" (HOME/BUSINESS). 
I'd ~ ,o, to ,.. lt'lil e,rpenence on • z.ero-10-•n scale wtwre ZERO muns • POOR 

FXPER1ENCE, TEN means an EXCELLENl EXPERIENCE and AVE means nNhet' poor ... .-. 

057 NOT ASKED 

058 NOTASl<ED 

080. NOlASKED 

,. 

20 



D'..C·Dl-97 ID/ DI :05 IEC CUST SERV Q.11\ll TY 

...._,._T,__.,......,OI ,...,.a.-.,,.,.,, -· 
FAX Ill. 3193338095 

{IF OS.1 1 0fl 12 OR ae-0VTAOE ASK 061; OTHERWISE GO TO 063) 

P. 21 



IF..C-0 ·9? ' 01 : "!\ a5T SERI' ClJAl.lTY FAX HO. 3193338095 P. 22 

068. Wnat, if ~ . dd you ~ dilika about your recent t,cperiencl? (PROBE FOR 
SPECIACS) 

069 Ma d ~ mom ,.._,.con&att. Is ~apnonof MidA.rnericafl Energy more 
ta~ . .... ~ or no cifterenf" (IF MORE FAVORABLE/LESS FAVORABLE: 
ASK WOU1..D THAT BE MJCH MORE/LESS FAVORABLE OR SOMEWHAT 
M0REA..ESS FAVC>fU&.E?) 

ar.\o more t.-.onble - .... -Noeliftt,;c:.ccJI U 11 c:hanged ------Oon'I--
070 -on)'OU'roconl<"l)Orionco--lene<vY. ---youbolO 
~ ~ en.w'• NMCe 10 a friend i'l the evet'll people could GtiooN -- o,-gas_...? W°""' you bo .... (REAO CODES 1,6) 

Ve,y-------' ~ l#1Wilng s v..,~ 
a 0on11cnoiii, 

7 -

071 . In w. 1N1 12 more.. !ICM ma."'11 times have you called MidAmorican Enorgy (IF OH-1 
RESTORE:.,~ 10 N c:.I INt M.,. chc:uning tocfa,y)? 

00 NIO"'-tn,ea(AECOFl)NUWJER 1· 19) 
20 20or more 
21 0on, kncM 

22 -

0 72. tn lhe tut 12 monlrll, how many wnes hll¥e you~ MidAmotlc:an Energy (IF OHH-=1 
RESTORE: i'l ld:tlborl 10 the WIit lhlll we .. dllc:uNing todaY)? 

00 Noottwttini'N[RECORO M.NBER 1· 19) 
20 20ormore 
21 Oon1 know 

22 -

21 

22 



DEC-01-91 IOI 01 ,Q6 IEC CUST S<RV ClJAl. lTY 

~,~...,.a, 
F"-'-Q.wflH".t.r•7 ... ,~ 

FAX Ill 3193338095 

(IF Of• l OR OEEE-E or BASK 072A; OTHERWISE GO TO FIL TEA BEFORE 072C} 

P. 23 

072A. tf you CCUd Ch0oN between MidAmerican and anolhef electric HMCD auppier whoN 
•loc:lric rates .,,, the SAME as your current ,a~. would you bo llicdy to etay 'ltflh 
MidAmerican or likely to switcn to the d.her electrlclty suppler? (IF UKEL Y TO 
STAY/SWITCH, ASK:) Woukt you b8 extremely ~Illy IO (scay/swttdl) Of' ~t WteJy 
IO (5'll,,.,...,)? 

1 E,ruemeiy -10 "'"Y wl1h MidAmerican 
2 SomewhatlkllfytoatayWll'lthMidNnericlln 
3 ~ likely to Alilch 10 the ~ suppiler 
.. EltremeJy lkely to awllch to the other ~ , 
5 • -(VOl) 
B Oonlknow 
7 Refused 

{IF Q72A,,.1,2.3,5,8,7 ASK 0728; OTHERWISE 00 TO FILTER BEFORE 012C} 

0728. 5t,C1pON that anCJlher ~ could oftef' NCtrtc rates that w.fe 5% LOWER than 
MidAtneric:w,'1 ratn. Wadd you be lkefy to •v with MdAmerlcan or llkety to ...-:,, to 
b other electricity aipplef'? (IF LIKELY TO STAY/SWITOi, ASK:} WWIJ you ta. 
...,,......lbly.,(-)o,....-,_10(my<_,)7 1~-.. "'"Y--
2 Som9wha1. t«ety 10 SIiiy 'Mth ~ 
3 SomewNtlikely to Nilct'ltotheother~ 

• Eab-emelyli<oly .. - ..... --
• •-(VO<.) 
B Don1 know 

7 -
(IF0..-1 OR OEE&O or BASK072C; OTHERWISE GO TO FILTER BEFORE073) 

072C. tf you 00l.td c:hooN betwNn MidAmerican and another natural gu suppier Wh0N ratN 
are !he SAME as you-- anW1t ratea, 'MIUd you be lii(ety to atay .tth MldA.rnerican or likely 
to swilch 10 the Olher eteclrfdry aippOe,? (IF LIKELY TO STAY/SWITCH, ASK:) Woukl 
""'""-"'olr"'(sta~ch)o,....-ilbly10(otay/ .... 1Ch)? 

1 &hmely likely to st.II)' wrt, MldArnericwl 
2 Somewhat ikely to 5'll'f wtf'I ~ 
3 SornNnal lkaty 10 .-.::ti 10 .-.. OCher suppier 
4 &tr.netylikelylO~IOlhaO!her &l4)pller ·•-(VOC.J • Don'l-
7 Refused 

23 

22 



0£C-0Hl !Di 01 :06 P11 IEC ClST SERV QJALITI 

......,._T_.,..,.._,.a, 
,-- . o....,-z, TW, -~ 

FAX l«l. 3193338095 

{If 072C.a 1.2,3 ,5,15,7 ASK 0720: OTHERWISE GO TO Fll TEA BEFORE 0 731 

P. 24 

0 720. &IPl)OSe INd enoo,er suppler CCM.id otter natural ga rates lhal '1111119f8 5,.. LOWER lhen 
MdAmenc::an' s ma. WOUid ~ be lu.'y 10 atay Mic&l\meric::an 0t tikety to switch to the 
OCher na11nl gas ~ (IF LIKELY TO STAY/SWITCH, ASK:) WOI.Ad you be 
-lkelylo (llllylow!td\)o, ..,,.,,._ IJ<elylO 1-swil<h)? ~-.,--......,_.,,n 

Somewnat lkefy to my wieh MidAmeran 
~I lbtytoswtu:h IOrhei odltt'M4)p!irer 

• ~ like.'Y to 9Wildl lO the othtf Mqlllier 
s •-[VOL) 
6 Don'1kn0w 
7 R......, 

2 4 

23 



D£C·0l·97 01:01 IEC CUST Scl!Y QUALi TY 

~T__.,..._,.o, 
RIWl -~i. r• r -· Now, '°' ~ purpose$.... , 

FAX NO. 3!93338095 

(IF 000,a.R,S, 001 , 040 ASK 073-078; OTHERWISE 00 TO 0 77) 

073 Wt-..at is your•? (ASK AS OPEN ENO) 

18-24yea,s 
25-20--
3C>"4yoo,s 

• 35-"9yea,> 
5 ....... ,..,. 
s '5-49yurs 
7 50-54)"NIS 
8 55-59 yea,• 
r 60-6C YN.fl 
10 &s-74yurw 
11 75 .,..,. and ow, 
12 DonH,now 
13 Aefuse<>NA 

0 74. Whllt Is )'Ola' manta! status? 

Sir9fl o, never been man1ed -°"""""" w-
°""'""°"' -

P. 25 

0 75. Do you W0f1I: fui.time outlide 1he home? (IF ASKS WHY YOU ARE ASKING: WE JUST 
WAJ4T TO FINO OUT IF PEOPLE WHO ARE ABLE TO BE AT HOME HAVE 
DFFERENT EXPECTATIONS WITH REGARD TO SETTING APPOfNTMENTS THAN 
THOSE PE0Pl£ WHO WORK OUTSIDE THE HOME FULL-TIME.) 

1 Yes 
2 No 
3 Don'! know 

Refused 

24 



O."t-0 -91 01:01 !'EC CUST Scl!V QJAl Ir/ FAX 1«l. 3193338095 P. 2ll 

{tF 07~ ASK 0 76; OTHERWISE GO TO 077) 

0 76 OoN ~ trpOUM wortt M-tlme outsldt ht home? ? (IF ASKS WHY YOU ARE ASKING: 
WE JUST WANT TO FINO OUT IF PEOPLE WHO ARE ABLE TO BE AT HOME HAVE 

DIFFERENT EXPECTATIONS WITH REGARD TO SETilNG APPOINTMENTS THAN 
THOSE PEOPLE WHO WORK O\JTSIOE THE HOME FULL• TIME.) 

IASK AU.l 

Vos 
No 
0on,1<now -

on. Ooyouheveanyoti;«:oonstoouraharlng yourresponMS'MthMidAmerieanEne,gy? 

Yes 
Na( Oon'I know 

078. Do you have any C)4'0t)6ems lhat you WOIJd like MidAmerican Energy to get back to you -Vea (ALL OUT PAPER COMMENT FORM ANO TliEN CONTINUE) 
No (CONTINUE) 0on, know jCONTINUEJ 
R- (CONTINUE) 

One. again, I am _ _____ and I'm hom MSI ReeHrch. Thank you for your tflle. 

079. Ser. (BY OBSERVATION) 

Male 
Fomale 

26 
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D£C-0! -97 'Di OJ :08 Pn IEC ClST 581V CIUALJTY FAX II), 3193338095 

Now, tor my ttJpel"MO(• vahdetlon and verifcatlon putp06CI. 

Would you P'ease tel me: 

V04JrNamr.. ________ ___ _ 

n.... you •OU" -~ 

MCORD Rl!MANNQ INFORMATION FROM SAMPLE·~ 

- ------------

P. 21 

Clty ________ ...... ____ ~ -P, Com ____ _ 

IWT'ERVIEWER- PLEASE ENTER 

Are• Com: ___ Phone Number: ___ _ 

c:our,y ..... 
- ): ________________ _ 

ll<TUMF#SI CEll11F1CATION (Ploaoe R__, and Sign): 

I cert'.'ly 1h11 .. ~ rlqWng answers have been reoorded In 1N rnpondent'• exac1 wotdl, 
and Iha! aJ codes which should be clrded are oomp6ete. This bona fid9 ~t•MeW hu 
Deen QtQ!ned acco,ding lo Markel StrataglM quota Ind inlervitwing aptl(iflCabOOS. I 
agree 10 keep lhe content ol qua9tlona, rupondent'• answer,, and the aYbjec:t of this ---· ............. Slgnalura· ____________ _ -· - -------- --------'"""''-----



D£C-OJ-97 IUI 01:08 P11 NEC ctST SERY QJALITY 

......... ~~<» ,,,..a...,,,,~.,-, 
-,i, 

FAX l«l 3!93338095 

080 TECHNICIAN: ENTER THE NUIIBEA OF MINUTES THIS INTERVIEW TOOK (FROM 
FIRS r QUESTION UNTIL YOU HUNG UP THE PHONE, NOT COUNTING EDmNG 
TIME ) 

ENl EA NUMBER OF MINUTES (01 ·90) 

9 1.o91m~ Olffl01'8 
9?.wNot Ascertained 

081 T[ CHNICIAN: ENTFRTHE OAYOF TOOAY'S DATE (01-31) 

OS2 TECHNtCIAN: ENTEA MONTH (01 -12) 

28 
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,,_,_, _________ _ 
=--=-==--'•=·.---- - -
""'---------- --
2'tcodr_ - -­
- (-)c( ) __ 

(DO)_r ______ ___ _ 

""'----,_ =., 

-•-----------
lnl:ef'Vlr#ef~--- -----
O..al-,!e,Yiaw;_J_J_ 

Sntat: __ 

(DP) IMlalcontactdeot: _____ _ 

-~"'------'- '-" ____ _ __ O..:_j_J_ 

PlEASE tWO.E BY DATE: ....J...J 

-------- ----------- ------

_., ____________ o.t,c..J..J_ 

.......... ~Bv: r:w..:_J...J_ ~~1--.... ___________________ _ 
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BEFORE THE PUBLIC UTILITIES COMMISSION 
OF THE STATE OF SOUTH DAKOTA 

IN THE MATTER OF THE COMPLAINT FILED 
BY SUSAN COBB AND VANESSA COBB, 
SIOUX FALLS, SD, AGAINST MIDAMERICAN 
ENERGY COMPANY REGARDING A PAYMENT 
PLAN 

ORDER FINDING NO 
PROBABLE CAUSE AND 

CLOSING DOCKET 

NG97-018 

On Oaober 17 1997 the Pubhc Ut1l1t,es Commission (Commission) received a 
complaint filed by Susan Cobb and Vanessa Cobb, 625 W 20th, Sioux Falls, SO 
(Complainants) against M1d.Amencan Energy Company, Sioux Falls, SD (MidAmerican) 
Compla1nanIs allege thal MidAmerican would no! make payment arrangements on their 
gas blll oecause of complaints that were made against MtdAmencan 1n the past 

Plnuant to ARSD 20 1001 0601and201001 09, ~ a complaint cannot be settled 
w, hou1 formal action lhe Commission shall de1erm1ne if the complaint shows probable 
cause a an U'lla'NfuJ or l.lY"easonable act rate pracuce or omission 10 go forward with the 
compla1n1 

On Decembef 2 1997 al Its duly noticed meeting, the Commission reviewed the 
COfT-.,tarc The Con-msso, fKlds that It has µ1sd1ct1on over this matter pursuant to SDCL 
49-34A-2 49-34A-4 and ARSD 20 10 01 08 01 and 20 10 01 09 The Complainants did 
not appear r, oerson or by teleoonferenc:e The CorrvmsslOfl voted unantmously 10 not find 
probat>le cause and to cJose lhe dOCket 11 1s therefore 

ORDERED, thal pursuant to ARSO 20 10 0 1 09, the Commission finds that there 
,s no prooa e cause of an unlawful or unreasonable act , rale, practice, or ormssion and 
that the docket should be closed 

Dated at Pierre Soutn Dakota , !his / ;" i day of December, 1997 

CO.W-CAT'f Of" KRVICf 

r._ ~,..,,, c.rti!o•Nlir... ~ ,_-_._.,.,..,~ ....... °' 
._,,., _ _,.. •W.Oonh__,._.._ 

ot•- •DJ!w'9 -~ '" ~ __ .,..,._ _ 0.,-P,--,--

.. / I. ,. . ,.. A....f.t' 

' I ;,, -

BY ORDER OF THE COMMISSION 

~ffectdy_ 
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