












































£ 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 



Jr-.: an.., c......,. 
Tr. IINfl 
Wljec;t: r11 NGUOIB COBBCOMPl.1,INT 
Im: ~ .~26, 1997 •DBPM 

""· 
llltorlf11lormetionMidlrrllfanlll1~$dlflCMIII~ .. . 
U'ffl ll wtill Suulltllltl wtoie 11 ,_ ~ 

~~nw•wr"" lflllf. 

1 Pos1C.,d S.'f1,-i 
2 fenis6, .. W"'1 
J ,...,....w""' 
(Wy11 rhll"oll C•dS-..,. Mlldl lrlkdo\mtnttn c.1Mt1.,._ 1-Amlncalt 
t.. ti.- idlnlllr of IN Plftiap,MU 0w Nllblv WIS ,......., lodlt , 
Snlll t.11111111,..., IINllfNIIM I oes1 ttrd 

TIIIJK1111G,.._5urWTllflCIT ....... s-.r,i•tc:eMIC1Nh'rtwd•tr 
.....,, 11111811 Nlld .,.i lltlttllflcntlnt H,._. h' Mid.lnwclft 
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wllfriUIIWftttlN!IWd,a,t,...,._ ......... .,,m .t~to 
Mldtn.ic#I. twf lilt CIIIIIIIW NfN lflCI....,. .... Mlfllfl fflOffllt_,. 
11f•1N lM«dl .tw,ICllf•bls.,_.INIIIS...t.1111 
,wtC1p1ttid111nlflNM'fl\'I. .. Nlllll"'--tt""'ia1,-. 
lt l ..... ~ . ~ . MNflMhrltlllndkNWlldgilrllll 
Swsl!ICtllillM1""p«~111nellNUlll'fl, llelNIW"' 
~111111ht ...... ttformltlfld11DCaitr. ............ 

f1M1MI..C...'lc-Nnt,MctnMYUUN tl t1Hlht..,.,_ U"'f'lhl 
..... -.111111Jac.s6t .. W"Y111111l10t•l10tp•""'"I 
......... - ... •ffillrhl8'"1Sllilllt~foi 
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f'Nlilrt1Netl t1• 21,.._•1'1'111'11*1P11119'11'1J....,_ 
~~lhfilestt111Sltlt_,....._Mlno.lthllnksd11Mtll!S 
...... ...... c-t1Cttr1111~.:.-.1t 1IOIDk: UlflCl1 

............. .,,Y~tfllforN••''"" ... ...,..""' 

._.,,..._.a:r.w11isfN1111111NfltrlwhlftfonN1-.intr9dl1 

.....,,,._KINMIIWO,yslllll. C....,.ei ... lCIMIIM,. 

....-,ltybNlllW°""""tl'l'IU Yo. ... J10ta.llWl11mmM ■i•dw 

...... lftllfm..~lllf~IIIIIUI.., 

Ul1Nbn-ll\'lll""'Ml..SCOIICafW'lrlll_,,.. 
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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 
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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--.... ___________________ _ 

29 



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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