BEFORE THE PUBLIC SERVICE COMMISSION
OF THE STATE OF MISSOURI

In the Matter of a Working Case to Consider Best )
Practices for Recovery of Past-Due Utility Customer ) File No. AW-2020-0356
Payments After the Covid-19 Pandemic Emergency )

STAFF REPORT ON UTILITY DATA REQUEST RESPONSES

COMES NOW the Staff of the Missouri Public Service Commission (“Staff’) and
for its Staff Report on Utility Data Request Responses respectfully states as follows:

1. On August 19, 2020, the Commission issued its Order Directing Staff to
Gather Information about Utility Disconnections. Staff was directed to gather information
from the state’s utilities regarding current levels of disconnection for non-payment,
anticipated levels of such disconnections by those utilities in the next six months,
number of customers with past due accounts, number of customers that have received a
final disconnection notice, and number of customers participating in payment plans.

2. Through Staff's Data Requests (“DRSs”) in this docket, initially filed on
August 24, 2020, state utilities were asked to update these numbers on a monthly basis.
In its Order Extending Direction to Staff to Gather Information About Utility Disconnections
(“Order”), issued on December 2, 2020, the Commission ordered the state utilities to file
updated responses to Staff's DRs by the 15th of every month.

3. When Staff originally issued its DRs in this docket, Staff requested that the
utilities provide estimates of the number of disconnections for non-payment of service for
the six-month period of September 2020 through February 2021.

4. Staff filed supplemental DRs in this docket on March 26, 2021. The

supplemental DRs requested that utilities provide estimates of the number of



disconnections for non-payment of service for the six-month period of March through
August 2021.

5. Staff also supplemented its DRs to request that utilities provide monthly
information from March through July 2020 to continue to compare disconnect data from
a yearly perspective.

6. In its Order Extending Direction to Staff to Gather Information About Utility
Disconnections (“Order”), issued August 11, 2021, the Commission directed Staff to
continue filing these reports through February 2022, or until further order of
the Commission.

7. Staff filed additional DRs on August 26, 2021, requesting that utilities
provide estimates of the number of disconnections for non-payment of services for
the six month period of September 2021 through February 2022.

8. Per the Commission’s August 11, 2021 Order, starting with the prior month’s
report Staff added a baseline showing the monthly average values prior to the pandemic
to show how much the current numbers deviate from the pre-pandemic norm.

WHEREFORE, Staff respectfully submits its report for the Commission’s
knowledge and consideration.

Respectfully Submitted,

[s/ Ron Irving

Ron Irving

Associate Counsel

Missouri Bar No. 56147
Attorney for the Staff of the
Missouri Public Service Commission
P.O. Box 360

Jefferson City, Mo 65102-0360
(573) 751-8702 (Telephone)
(573) 751-9285 (Facsimile)
(Email) ron.irving@psc.mo.gov




CERTIFICATE OF SERVICE

| hereby certify that copies of the foregoing have been mailed, hand delivered,
transmitted by facsimile or electronically mailed to all parties and/or counsels of record
on this 215t day of January, 2022.
[s/ Ron Irving
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Staff Report on Utility Data Request Responses in

File No. AW-2020-0356

On August 19, 2020, the Missouri Public Service Commission (“Commission” or “PSC”)
issued its Order Directing Staff to Gather Information about Utility Disconnections. In its Order,
the Commission directed Staff to gather information from the state’s utilities regarding current
levels of disconnections for non-payment, anticipated levels of such disconnections by those
utilities in the next six months, number of customers with past-due accounts, number of customers
that have received a final disconnection notice, and number of customers participating in payment
plans. The Staff was then directed to file a report to share its findings no later than September 21,
2020. The Commission also directed the Staff to file monthly updates to the report on the 15" day
of each following month.! This report represents the sixteenth such update, incorporating
information through the end of December 2021 when available.

In response to the Order,? Staff submitted data requests to specific Missouri utilities listed
below requesting the following information pertaining to the July and August 2020 billing cycles
(providing clarification that “billing cycles” is defined as all billing cycles that are read in a
calendar day in a given month):

1) (a) the number of disconnections for non-payment of services as of
each month-end; (b) the number of customers with past-due accounts as
of each month-end, with an explanation of the criteria used by your
company to define “past-due;” (c) the number of customers who have
received a final disconnection notice, but have not been disconnected for
non-payment of services as of each month-end; and (d) the number of
customers at each month-end participating in payment plans. 2) Please
provide your company’s estimate of the number of disconnections for

non-payment of service for the six-month period of September 2020
through February 2021, with an explanation of the methodology and

1 On October 16, 2020, the Commission subsequently extended the due date for the updated reports to the 22" of
each month.

2 File No. AW-2020-0356 Order Directing Staff to Gather Information About Utility Disconnections, page 2,
Section 1.
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assumptions used to develop these projections. 3) Please provide the

same information requested in 1)(a) through 1)(d) applicable to your
Company’s August 2019 through February 2020 billing cycles.

In a subsequent December 2, 2020, Order, the Commission directed the Staff to continue
filing monthly report updates until further notice. Since the utilities were originally directed to file
monthly updates for Question 2) and Question 3) through February 2021, the Staff issued updated
data requests for Question 2) from March through August 2021 and Question 3) from
March through July 2021, since Staff had already received actual August 2021 Question 3) data
from all of the utilities.

On July 22, 2021, Staff filed its monthly report and also requested that the Commission
issue an order setting a timeline for the filing of further reports in this matter. On August 11, 2021,
the Commission issued its “Order Extending Direction to Staff to Gather Information about
Utility Disconnections”. This order directed Staff to continue to gather information provided in
previous reports, but to also include a baseline in the graphs for questions 1 and 3 showing the
monthly average values prior to the pandemic. This adjustment will be shown in the report below.
Staff also issued updated data requests for Question 2) from September 2021 through
February 2022.

For purposes of this updated report, the following utilities responded to this Staff
data request with month-end December 2021 data and the updated data requests, and their
responses are included in this report: Ameren Missouri (“Ameren Missouri - Electric”),
Ameren Missouri (“Ameren Missouri - Gas”), Evergy Missouri Metro, Inc. (“Evergy Metro —
Electric”), Evergy Missouri West (“Evergy West — Electric”’), Summit Natural Gas of Missouri
(“Summit — Gas”), The Empire District Electric Company (“Empire - Electric”’), The Empire

District Gas Company (“Empire - Gas”); Spire Missouri, Inc. (“Spire — Gas”), Liberty Utilities
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(Missouri Water), LLC (“Liberty — Water”); Liberty Midstates Gas (“Liberty — MNG — Gas”)
Missouri-American Water Company (“Missouri-American - Water””) Confluence Rivers Utility
Operating Company, Inc. (“Confluence Rivers — Water”), EIm Hills Utility Operating Company,
Inc. (“Elm Hills — Water”), Hillcrest Utility Operating Company, Inc. (“Hillcrest — Water”),
Indian Hills Utility Operating Company, Inc. (“Indian Hills — Water”), and Raccoon Creek Utility
Operating Company, Inc. (“Raccoon Creek — Sewer”).

On October 14, 2021, in Case Number WM-2021-0412 the Commission approved the
merger of Confluence Rivers Utility Operating Company, Inc.; Hillcrest Utility Operating
Company, Inc.; EIm Hills Utility Operating Company, Inc.; Osage Utility Operating Company,
Inc.; Raccoon Creek Utility Operating Company, Inc.; and Indian Hills Utility Operating
Company, Inc. Confluence Rivers Utility Operating Company, Inc. will be the surviving
corporation. The Order became effective November 13, 2021. The previous information obtained
from the separate entities will remain in the report.

The following discussion presents the utilities’ responses to Questions 1 and 3 in a series
of graphs. This information is followed by tables providing the utilities’ responses to Question 2.

The information reported below for Questions 1 and 3 is presented for the period
August 2019 through July 2020 (grey dots and line), for the period of August 2020
through July 2021 (orange dots and line) and August 2021 through December 2021 (blue dots and
line). As this report is updated in the future, the blue dots and line will extend through future
months. This method of presentation will allow for a direct comparison of the reported information
from August 2019 to December 2021 with the same month for each year. Also, the report will
specify the most recent month-to-month percentage change for each category of information

(e.g., number of disconnections in December 2021 compared to November 2021). It will also
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compare the percentage change for each category of information for the current month versus the

same month, pre-pandemic.

Summary of Responses to Questions 1 and 3

For question 1a and 3a, about the same number of utilities reported increases and decreases
in the number of customer disconnections in December 2021 compared to the previous month
(November 2021). However, more utilities had increases than experienced decreases in the
number of disconnections in December 2021 compared to the previous year (December 2020) and
pre-pandemic levels (December 2019). In particular, all of the state’s electric utilities showed very
large increases in customer disconnections last month compared to the levels one year earlier.
This is probably attributable to the restrictions on disconnection that these utilities had placed upon
themselves in late 2020, and to the warmer-than-normal weather conditions occurring in
December 2021.

For Question 1b and 3b, most of the responding utilities did not show a big change in the
number of past-due customer accounts in December 2021 compared to November 2021,
December 2020 and December 2019.

For Question 1c and 3c, about the same number of utilities reported increases and decreases
in December 2021 compared to the previous month and previous year in the number of customers
who have received final disconnection notices, but have not yet been disconnected. Most of the
utilities reported decreases in this metric in December 2021 compared to the same month in 2019.

Regarding Question 1d and 3d, almost all of utilities reported increases in the number of
customers participating in payment plans in December 2021 compared to November 2021. About
the same number of utilities reported increases or decreases in the December 2021 results

compared to December 2020 and 2019.
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Individual Utility Responses:
Questions 1 & 3 (Ameren Missouri — Electric)®

a) The number of disconnections for non-payment of services as of each month-end

Ameren Missouri
(Electric)

14000
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- /\
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0
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=@=2019 9,174 9,284 9,652 6,693 1,962
2020 1,941 1,311 3,943 0 0 0 177 4,950 8,354 9,556 | 5,204 1,079
2021 827 1,127 6,267 4,565 5,275 4,667 5,602 8,187 11,938 11,790 3,150 | 4,331

As shown in the previous graph, Ameren Missouri had 301% more disconnections for

non-payment in December 2021 versus in December 2020 and about 37% more in December 2021

than in November 2021. The number of actual disconnections by Ameren Missouri in December

2021 was approximately 117% above the amount projected by Ameren Missouri for the same

month. There were 121% more disconnections for non-payment in December 2021 versus

pre-pandemic, December 2019.

3 Per Data Request Response No. 0004.1s8 from Ameren, the numbers contained in previous DR responses were
updated. Remote disconnects were enabled and are now being captured in the data. The data was updated in October

and the numbers will be accurate moving forward.
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b) The number of customers with past-due accounts as of each month-end, with an

explanation of the criteria used by your company to define “past-due”*

Ameren Missouri
(Electric)
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200000
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0
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=@=2019 161,000 143,000 146,000/105,000 98,000
2020 139,000/121,000 221,940 229,074 203,614 206,753 216,454 229,383/219,297 224,077 211,221 198,619
2021 194,053 195,416 192,728 188,728 192,681 194,930 205,114 224,907 216,207 224,400 220,916 210,280
2022

The previous data indicates that there were approximately 6% more Ameren Missouri customers
with past-due accounts in December 2021 versus December 2020 and 5% fewer in December 2021
than in November 2021. There were 115% more customers with past-due accounts in December
2021 versus pre-pandemic, December 2019. Ameren Missouri defines “past-due” as more

than 30 days from the date the bill is issued.

4 Per Data Request Response No. 0004.1s10 from Ameren, the numbers contained in previous DR responses were
updated. An adjustment was made in data point (1b) due to certain regional areas were excluded for some months.
May through November numbers were updated. The numbers were reviewed for accuracy and should be accurate
moving forward.
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¢) The number of customers who have received a final disconnection notice, but have

not been disconnected for non-payment of services as of each month-end

Ameren Missouri
(Electric)
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=@=2019 20,761 22,432 24,457 23,185 17,321

=@=2020 19,187 21,319 14,685 0 0 0 272 9,986 12,915 11,474 17,433 15,971
2021 18,795 21,558 18,088 6,769 6,492 5335 3,932 6,593 5,512 7,185 10,947 6,843
2022

As shown by Ameren Missouri’s data, for those customers who received a final disconnection
notice there were 57% fewer customers who were not disconnected in December 2021 versus in
December 2020 and approximately 37% fewer in December 2021 than in November 2021. There

were 60% fewer customers who received a final disconnection notice, but have not been

disconnected for non-payment in December 2021 versus pre-pandemic, December 2019.
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d) The number of customers at each month-end participating in payment plans

Ameren Missouri
(Electric)
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=@=2019 65,495 69,630 71,922 87,849 99,143
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The previous graph illustrates that there were approximately 6% more Ameren Missouri customers
who participated in payment plans in December 2021 versus December 2020 and about 6% more
in December 2021 than in November 2021. There were approximately 56% more customers who

participated in payment plans in December 2021 versus pre-pandemic, December 2019.

Page 8



File No. AW-2020-0356
Staff Report

Questions 1 & 3 (Empire — Electric)

a) The number of disconnections for non-payment of services as of each month-end

Empire
(Electric)
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As shown in the previous graph, Empire performed approximately 175% more disconnections for
non-payment in December 2021 versus December 2020 and about 120% more in December 2021
than in November 2021. The number of actual disconnections by Empire in December 2021 was
183% above the amount projected by Empire for the same month. There were 99 disconnections
0

for non-payment of services in December 2021
December 2019.
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b) The number of customers with past-due accounts as of each month-end, with an

explanation of the criteria used by your company to define “past-due”

Empire
(Electric)

45000
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A\
35000
30000 \V
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=@=2019 28,209 25,823 31,754 23,811 30,437
=@=2020 28,769 26,499 20,102 0 0 0 14,573 | 31,164 31,552 37,876 27,937 41,004

2021 30,752 36,610 37,081 30,607 29,352 33,459 33,445 34,658 35,885 36,734 32,907 33,628

The previous data indicates that there were 18% fewer Empire customers with past-due accounts
in December 2021 versus December 2020 and about 2% more customers with past-due accounts
in December 2021 compared to November 2021. There were approximately 10% more customers
with past-due accounts in December 2021 versus pre-pandemic, December 2019. Empire reported

that a shut-off notice is sent for any account that owes $50.00 or more after the statement due date.
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¢) The number of customers who have received a final disconnection notice, but have

not been disconnected for non-payment of services as of each month-end

Empire
(Electric)
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=@=2019 27,894 25,354 31,219 23,783 30,437
=@=2020 28,749 26,479 20,016 0 0 0 14,573 | 30,300 31,064 37,283 27,688 40,968

2021 30,740 36,576 36,776 29,891 28,876 32,970 33,121 34,279 35,505 36,525 32,862 33,529

As shown by Empire’s data, for those customers who received a final disconnection notice there
were about 18% fewer customers who were not disconnected in December 2021 versus
December 2020 and approximately 2% more in December 2021 than in November 2021. There
were 10% more customers who received a final disconnection notice, but have not been

disconnected in December 2021 versus pre-pandemic, December 2019.
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d) The number of customers at each month-end participating in payment plans

Empire
(Electric)
9000
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7000
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=@=2019 2,367 3,468 5,861 3,990 5,884
—=@=2020 6,716 4,708 3,370 3,655 4,467 | 5,188 5,648 3,084 6,201 7,960 4,661 5,891
2021 6,955 | 5,101 6,151 4,511 4,524 5,827 5,938 4,934 4,826 5,857 4,502 5,731

The previous graph illustrates that there were approximately 3% fewer Empire customers
who participated in payment plans in December 2021 versus December 2020 and about 27% more
in December 2021 than in November 2021. There were 3% fewer customers participating in
payment plans in December 2021 versus pre-pandemic, December 20109.
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Questions 1 & 3 (Evergy Metro — Electric)

a) The number of disconnections for non-payment of services as of each month-end

Evergy Metro
(Electric)
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=@=2019 2,277 2,534 2,239 602 102
2020 97 886 92 0 0 0 1,862 3,104 3,324 2,943 730 41
2021 0 0 0 0 4,612 1,481 948 1,683 2,527 1,962 1,071 629

As shown in the previous graph, Evergy Metro performed 1434% more disconnections for
non-payment in December 2021 versus December 2020 and about 41% fewer in December 2021
than in November 2021. The number of actual disconnections by Evergy Metro in December 2021
was about 529% above the amount projected by Evergy Metro for the same month. There were
approximately 517% more disconnections for non-payment in December 2021 versus

pre-pandemic, December 2019.
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b) The number of customers with past-due accounts as of each month-end, with an

explanation of the criteria used by your company to define “past-due”

Evergy Metro
(Electric)

60000
50000
40000
30000
20000
10000

0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

=@=2019
2020 48,489 46,640 44,020 36,603 | 37,118 35,884 41,361 41,686 44,663
2021 44,965 50,708 42,154 41,246 39,433 44,770 47,684 49,203 54,622 | 52,034 52,129 55,016
The previous data indicates that there were 23% more Evergy Metro customers with
past-due accounts in December 2021 versus December 2020 and approximately 6% more in
December 2021 than in November 2021. Staff is unable to compare current past-due accounts to
pre-pandemic past-due account numbers as Evergy Metro was unable to provide historical data
from August 2019 — March 2020. Evergy Metro defines past-due accounts as accounts that are

more than 30 days in arrears.
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¢) The number of customers who have received a final disconnection notice, but have

not been disconnected for non-payment of services as of each month-end

Evergy Metro

(Electric)

70000
60000
50000
40000
30000
20000
10000

v

0 N

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

—@—12019 46,697 52,761 39,725 36,984 34,606

=@=2020 39,212 | 38,266 39,588 14,636 0 0 60,502 34,815 38,933 22,616 24,267 7,178

2021 0 0 0 7,248 11,699 6,599 8,676 10,513 12,800 12,692 8,026 8,220

As shown by Evergy Metro’s data, for those customers who received a final disconnection notice,
there were 15% more customers who were not disconnected in December 2021 versus
December 2020 and approximately 2% more customers in December 2021 than in
November 2021. There were 76% fewer customers who received a final disconnection notice, but
have not been disconnected for non-payment in December 2021 versus pre-pandemic,
December 20109.
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d) The number of customers at each month-end participating in payment plans

Evergy Metro
(Electric)
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=@=2019 5,401 5,434 5,647 7,479 9,079
—=@=2020 9,054 10,060 10,982 9,467 7,331 | 7,900 13,803 17,583 17,383 16,633 17,437 15,631
2021 11,274 1 12,312 13,498 14,459 15,958 13,983 11,077 9,133 | 9,222 | 9,333 11,025 16,226

The previous graph illustrates that there were approximately 4% more Evergy Metro customers
who participated in payment plans in December 2021 versus December 2020 and about 47% more
in December 2021 than in November 2021. There were 79% more customers participating in
payment plans at month-end in December 2021 versus pre-pandemic, December 2019.
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Questions 1 & 3 (Evergy West — Electric)

a) The number of disconnections for non-payment of services as of each month-end

Evergy West
(Electric)
3000
2500
2000 /\
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- \
0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
—=@=—2019 1,562 2,159 | 1,937 448 48
2020 59 568 50 0 0 0 1,336 2,629 | 2,196 1,988 376 22
2021 0 0 0 0 2,426 731 603 780 1,173 1,155 747 426

As shown in the previous graph, Evergy West performed 1836% more disconnections for
non-payment in December 2021 versus December 2020 and approximately 43% fewer in
December 2021 than in November 2021. The number of actual disconnections by Evergy West in
December 2021 was 610% more than the amount projected by Evergy West for the same month.
The number of disconnections for non-payment of services in December 2021 was 788% more

than pre-pandemic, December 20109.
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b) The number of customers with past-due accounts as of each month-end, with an

explanation of the criteria used by your company to define “past-due”

Evergy West
(Electric)
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=@=2019
2020 39,295 38,159 36,846 31,093 32,679 31,518 34,951 35,524 36,706
2021 37,024 42,493 | 33,177 34,171 33,460 37,031 39,964 41,334 | 45,628 44,992 44,788 46,125
The previous data indicates that there were 26% more Evergy West customers with
past-due accounts in December 2021 versus December 2020 and approximately 3% more in
December 2021 than in November 2021. Staff is unable to compare current past-due accounts to
pre-pandemic past-due account numbers as Evergy West was unable to provide historical data
from August 2019 — March 2020. Evergy West defines past-due accounts as accounts that are

more than 30 days in arrears.
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¢) The number of customers who have received a final disconnection notice, but have

not been disconnected for non-payment of services as of each month-end

Evergy West
(Electric)

35000
30000
25000
20000
15000
10000

5000 \_j \
0

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

—@—12019 26,461 | 30,333 | 23,022 19,369 17,254

—@=—2020 21,190 | 20,766 22,384 5,988 0 0 32,847 26,827 28,496 17,984 16,009 3,259

2021 0 0 0 7,316 7,725 5,461 7,057 9,061 10,914 10,541 6,680 6,380

As shown by Evergy West’s data, for those customers who received a final disconnection notice,
there were 96% more customers who were not disconnected in December 2021 versus
December 2020 and approximately 4% fewer customers in December 2021 than in
November 2021. There are 63% fewer customers who have received a final disconnection notice,
but have not been disconnected for non-payment in December 2021 versus pre-pandemic,
December 20109.
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d) The number of customers at each month-end participating in payment plans

Evergy West
(Electric)
14000
12000
~e
10000
8000
6000
4000
2000
0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
=—@—2019 3,769 3,752 4,017 | 5,460 6,630

—=@=2020 7,034 7,241 7,699 6,628 5,092 5,419 9,769 12,839 12,170 11,836 12,166 11,173
2021 8,890 | 9,242 10,554 11,208 12,122 10,673 8,725 7,273 7,438 | 7,481 8,861 13,299

The previous graph illustrates that there were approximately 19% more Evergy West customers
who participated in payment plans in December 2021 versus December 2020 and about 50% more
in December 2021 than in November 2021. There were 101% more customers participating in

payment plans at month-end in December 2021 versus pre-pandemic, December 2019.
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Questions 1 & 3 (Ameren Missouri — Gas)

a) The number of disconnections for non-payment of services as of each month-end

Ameren Missouri

(Gas)
250
200
150
100
50
0
Jan Feb Mar Apr May Jun Jul Aug Sep
—=@=—2019 175 170
2020 41 1 79 0 0 0 0 83 101
2021 3 15 176 217 187 105 120 68 112

As shown in the previous graph, Ameren Missouri performed 2 more disconnections for
non-payment in December 2021 versus December 2020 and 9 more in December 2021 than in
November 2021. There were 6 fewer actual disconnections by Ameren Missouri in
December 2021 than the amount projected by Ameren Missouri for the same month. There were

approximately 7 fewer disconnections for non-payment services in December 2021 versus

pre-pandemic, December 2019.
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b) The number of customers with past-due accounts as of each month-end, with an

explanation of the criteria used by your company to define “past-due”

Ameren Missouri
(Gas)

2000
1800
1600
1400 ‘_/o\’/ -
1200
1000
800
600
400
200

0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

=@=2019 1,328 1,334 | 1,405 1,264 1,348

2020 1,341 1,533 1,618 1,758 1,511 1,374 1,419 1,584 1,462 @ 1,635 1,715 1,487

2021 1,512 1,598 | 1,419 1,344 1,375 1,222 1,302 1,422 1,390 | 1,512 1,602 1,267
The previous data indicates that there were approximately 15% fewer Ameren Missouri customers
with past-due accounts in December 2021 versus December 2020 and approximately 21% fewer
in December 2021 than in November 2021. There were about 6% fewer customers with past-due
accounts in December 2021 versus pre-pandemic, December 2019. Ameren Missouri defines

“past-due” as more than 30 days from the date the bill is issued.
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¢) The number of customers who have received a final disconnection notice, but have

not been disconnected for non-payment of services as of each month-end

Ameren Missouri
(Gas)
1000
900
800
700
600
500
400 /
300 \/‘\
200

100
0

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
—=@=2019 419 296 321 292 415
2020 722 864 726 0 0 0 4 457 513 355 634 572

2021 718 866 888 352 380 197 305 166 178 190 294 307

As shown by Ameren Missouri’s data, for those customers who received a final disconnection
notice there were 46% fewer customers who were not disconnected in December 2021 versus in
December 2020 and approximately 4% more in December 2021 than in November 2021. There
were 26% fewer customers who received a final disconnection notice, but have not been

disconnected for non-payment in December 2021 versus pre-pandemic, December 2019.
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d) The number of customers at each month-end participating in payment plans

Ameren Missouri

(Gas)

50

45

40

35

30 f \/

25 /
20

15

®

10

5 ‘\/‘\/

0 Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
=@=2019 6 4 7 5 24
=—@-—12020 18 33 26 35 45 24 30 36 43 29 47 13

2021 23 31 35 18 27 25 37 8 15 13 10 14

The previous graph illustrates that there was one more Ameren Missouri customer who
participated in payment plans in December 2021 versus December 2020 and 4 more customers
participating in December 2021 than in November 2021. There were 10 less customers

participating in payment plans in December 2021 versus in pre-pandemic, December 2019.

Page 24



File No. AW-2020-0356
Staff Report

Questions 1 & 3 (Spire - Gas)

a) The number of disconnections for non-payment of services as of each month-end

Spire
(Gas)
7000

6000

5000

4000 /

3000 Q
2000
1000

0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

=@=2019 3,834 5,586 4,447 438 466
—=@=2020 1,249 1,048 3,030 0 0 0 4,082 5,218 4,343 | 3,019 1,462 415
2021 141 29 1,172 3,636 5949 5,866 4,658 5,384 3,820 3,109 219 263

As shown in the previous graph, Spire performed approximately 37% fewer disconnections for
non-payment in December 2021 versus December 2020 and approximately 20% more in
December 2021 than in November 2021. The number of actual disconnections by Spire in
December 2021 was about 73% lower than the amount projected by Spire for the same month.
There were 44% fewer disconnections for non-payment in December 2021 versus pre-pandemic,
December 2019.
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b) The number of customers with past-due accounts as of each month-end, with an

explanation of the criteria used by your company to define “past-due”

Spire
(Gas)
200000
180000
160000 ./_‘_—N’\*
140000 <8:/3
120000
100000
80000
60000
40000
20000

0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

=@=2019 149,992 147,795 141,227/139,859 158,178
=@==2020 157,669 163,623 169,977 171,964 170,070 166,804 171,519 149,136 149,556 147,789 145,664 150,699
2021 136,474 /156,251 139,293 138,112 143,797 136,425 146,135 130,898 138,746 155,040 135,066 143,768

The previous data indicates that there were about 5% fewer Spire customers with past-due accounts
in December 2021 versus December 2020 and approximately 6% more in December 2021 than in
November 2021. There were about 9% less customers with past-due accounts in December 2021

versus pre-pandemic, December 2019. Spire reported that past-due accounts are defined as

accounts with arrear amounts owed for over 30 days that were not final billed at month’s end.
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¢) The number of customers who have received a final disconnection notice, but have

not been disconnected for non-payment of services as of each month-end

Spire
(Gas)
60000

50000

40000 N
30000 &‘
20000 A~
10000

0 Jan Feb Mar Apr May Jun Jul

Aug Sep Oct Nov Dec

—@=—7019 27,422 21,326 25,720 12,629 10,027

—@=2020 32,375 39,378 23,036 63 43 27,731 | 44,668 22,669 20,886 21,176 23,953 31,872

2021 34,893 40,217 51,422 50,675 53,903 45,452 38,824 29,593 26,483 20,380 27,783 33,039
As shown by Spire’s data, for those customers who received a final disconnection notice there
were about 4% more customers who were not disconnected in December 2021 versus in December
2020 and approximately 19% more in December 2021 than in November 2021. There were 230%
more customers who have received a final disconnection notice, but have not been disconnected

for non-payment of services in December 2021 versus pre-pandemic, December 20109.
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d) The number of customers at each month-end participating in payment plans

Spire
(Gas)
40000
35000
30000

\\’7‘

20000
15000 V
10000

5000

0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
—@—12019 17,571 15,019 12,959 17,854 21,240
=@-2020 23,398 25,760 30,108 23,028 23,699 | 22,106 24,682 28,148 27,369 22,868 21,397 23,399

2021 27,206 | 29,063 33,921 37,520 36,607 37,519 32,970 36,032 24,497 18,882 18,180 18,511

The previous graph illustrates that there were approximately 21% fewer Spire customers who
participated in payment plans in December 2021 versus December 2020 and about 2% more in
December 2021 than in November 2021. There were 13% fewer customers participating in

payments plans in December 2021 versus pre-pandemic, December 2019.
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Questions 1 & 3 (Summit - Gas)®

a) The number of disconnections for non-payment of services as of each month-end

Summit
(Gas)
450
400
350
300
250
200
150
100 /
50

\ 4

o —
0 -

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

—=@=—2019 40 183 29 13 7
2020 40 53 88 0 0 0 0 385 39 23 24 12

2021 5 13 83 124 64 87 57 45 21 30 15 14

As shown in the previous graph, Summit performed 2 more disconnections for non-payment in
December 2021 versus December 2020 and 1 less in December 2021 than in November 2021.
The number of actual disconnections by Summit in December 2021 was 1 customer above the

amount projected by Summit for the same month. There were 14 disconnections for non-payment

of services in December 2021 versus 7 disconnections pre-pandemic, December 2019.

5 Correspondence sent regarding discrepancy in past numbers. No response as of date of drafting this report. Will
include explanation in next month’s report and updated numbers if applicable.
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b) The number of customers with past-due accounts as of each month-end, with an

explanation of the criteria used by your company to define “past-due”

Summit
(Gas)
4000
3500
3000
2500
2000 ]

1500 /
1000 \ 7
500

0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

=@=2019 1,498 948 691 709 2,025
2020 2,476 | 2,615 @ 3,234 3,544 2,761 2,590 1,917 | 1,227 837 927 1,068 @ 1,955
2021 2,006 2,996 3,565 3,200 2,819 2,731 1,754 1,375 860 882 918 1,713
The previous data indicates that there were about 12% fewer Summit customers with
past-due accounts in December 2021 versus December 2020 and approximately 87% more in
December 2021 than in November 2021. There were approximately 15% less customers with
past-due accounts as of month-end in December 2021 versus pre-pandemic, December 2019.
Summit did not respond how it defines past-due accounts.
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¢) The number of customers who have received a final disconnection notice, but have

not been disconnected for non-payment of services as of each month-end

Summit
(Gas)
1400
1200
1000
800
600
400
200
0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
=@=2019 639 375 376 330 773
2020 1,298 1,188 356 0 0 0 823 628 136 249 210 404
2021 622 391 973 1,143 386 422 407 179 215 143 145 328
As shown by Summit’s data, for those customers who received a final disconnection notice there
were approximately 19% fewer customers who were not disconnected in December 2021 versus
December 2020 and approximately 126% more in December 2021 than in November 2021. There
were 58% fewer customers who have received a final disconnection notice, but have not been
disconnected for non-payment of services in December 2021 versus pre-pandemic,
December 20109.
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d) The number of customers at each month-end participating in payment plans

Summit
(Gas)
160
140
120
100
80
60
40
20 b —t
0 \
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
=—@—2019 68 25 28 22 8
=@=2020 9 9 13 16 10 13 13 116 139 116 74 64
2021 44 39 36 51 51 55 47 49 27 19 19 12

The previous graph illustrates that there were approximately 81% fewer Summit customers
who participated in payment plans in December 2021 versus December 2020 and 7 fewer
customers who participated in payment plans in December 2021 than in November 2021.
There were 4 more customers participating in payment plans in December 2021 versus

pre-pandemic, December 2019.
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Questions 1 & 3 (Empire - Gas)

a) The number of disconnections for non-payment of services as of each month-end

Empire
(Gas)
450
400
350
300
250

200

150 \
100 \

50 \
0 _

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
—=@=—2019 166 115 47 1 1
2020 1 6 0 0 0 0 0 315 399 150 35 0
2021 0 3 134 314 297 377 269 383 46 94 0 7

As shown in the previous graph, Empire performed 7 disconnections for non-payment in
December 2021 versus O in December 2020 and 7 in December 2021 versus 0 in
November 2021. The number of actual disconnections by Empire in December 2021 was 7 and
above the 0 disconnections projected by Empire for the same month. There were 7 disconnections

for non-payment of services in December 2021 versus 1 pre-pandemic, December 2019.
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b) The number of customers with past-due accounts as of each month-end, with an
explanation of the criteria used by your company to define “past-due”

Empire
(Gas)
9000
8000
7000
6000
5000

4000

3000 P /
Yy
2000

1000

0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

=@=2019 2,720 2,450 2,635 2,453 3,652

2020 8,287 7,650 | 7,684 0 0 0 18 4,207 2,758 2,726 2,710 | 4,772

2021 5,633 7,78 | 7,559 7,792 6,491 5,223 3,144 2,688 1,497 | 2,767 2,943 2,846
The previous data indicates that there were approximately 40% fewer Empire customers with
past-due accounts in December 2021 versus December 2020 and approximately 3% fewer in
December 2021 than in November 2021. There were 22% fewer customers with past-due accounts
in December 2021 versus pre-pandemic, December 2019. Empire reported that a shut-off notice is

sent for any account that owes $50.00 or more after the statement due date.
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¢) The number of customers who have received a final disconnection notice, but have

not been disconnected for non-payment of services as of each month-end

Empire
(Gas)

9000

8000

7000

6000

5000

4000

3000 /
2000 o
1000

0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

=@=2019 2,554 2,335 2,588 2,452 3,651
2020 8,286 7,644 7,684 0 0 0 18 3,892 2,359 2,576 @ 2,675 4,772
2021 5,633 7,785 7,425 7,478 6,194 4,846 | 2,875 2,305 1,451 2,673 2,943 2,839

As shown by Empire’s data, for those customers who received a final disconnection notice there
were approximately 41% fewer customers who were not disconnected in December 2021 versus
December 2020 and approximately 4% fewer in December 2021 than in November 2021. There

were 22% fewer customers who have received a final disconnection notice, but have not been

disconnected in December 2021 versus pre-pandemic, December 2019.
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d) The number of customers at each month-end participating in payment plans

Empire
(Gas)
2500
2000
1500
1000 0
TN
500 \\/
0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
=—@—2019 431 489 897 896 983

—@-—2020 897 768 474 360 1,041 2,220 | 1,880 355 355 217 943 1,060
2021 958 722 737 508 755 2,235 1,982 699 884 855 938 1,027
The previous graph illustrates that there were 3% fewer Empire customers who participated in
payment plans in December 2021 versus December 2020 and about 9% more in December 2021
than in November 2021. There were about 4% more customers participating in payment plans in

December 2021 versus pre-pandemic, December 2019.
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Questions 1 & 3 (Liberty (MNG) - Gas)

a) The number of disconnections for non-payment of services as of each month-end

Liberty
(MNG)
1400
1200
1000
800
600
400
200 ‘\\ ()
0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
—=@=—2019 170 125 87 24 40
2020 193 223 275 0 0 0 0 1,301 467 236 137 83

2021 39 163 585 679 616 511 207 356 220 115 31 116

As shown in the previous graph, Liberty (MNG) performed 40% more disconnections for
non-payment in December 2021 versus December 2020 and about 274% more in December 2021
than in November 2021. The number of actual disconnections by Liberty (MNG) in
December 2021 was 16% above the amount projected by Liberty (MNG) for the same month.
There were approximately 190% more disconnections for non-payment in December 2021 versus

pre-pandemic, December 2019.
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b) The number of customers with past-due accounts as of each month-end, with an

explanation of the criteria used by your company to define “past-due”

Liberty
(MNG)

10000
9000
8000
7000
6000
5000 —

‘A/
4000 \. A

3000
2000
1000

0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

=@=2019 4,694 3,615 3,907 4,758 | 5,256
2020 4,094 5,510 5,329 6,779 8,989 7,217 9,200 5,168 4,803 | 4,791 @ 4,365 5,802
2021 5,513 5,987 3,918 4,094 4915 4,441 3,893 3,571 2,936 | 5634 4,570 4,636
The previous data indicates that there were approximately 20% fewer Liberty (MNG) customers
with past-due accounts in December 2021 versus December 2020 and approximately 1% more in
December 2021 than in November 2021. There were approximately 12% fewer customers with
past-due accounts in December 2021 versus pre-pandemic, December 2019. Liberty (MNG)
reported that it considers accounts past due when they have a past due balance for greater
than two days and they are not on budget billing.
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¢) The number of customers who have received a final disconnection notice, but have

not been disconnected for non-payment of services as of each month-end

Liberty

(MNG)
1200
1000
800

600

4
Se

200

0

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
—=@=2019 278 290 272 297 552
2020 1,064 842 541 0 0 0 0 523 590 653 435 575

2021 411 818 1,048 754 800 655 498 405 223 183 169 710

As shown by Liberty (MNG)’s data, for those customers who received a final disconnection
notice there were 23% more customers who were not disconnected in December 2021 versus
December 2020 and approximately 320% more in December 2021 than in November 2021. There
were 29% more customers who received a final disconnection notice but were not disconnected in

December 2021 versus pre-pandemic, December 2019.
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d) The number of customers at each month-end participating in payment plans

Liberty
MNG

2500
2000
1500
1000
500
0

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

—@—12019 1,182 1,091 | 1,037 1,137 1,194

—@-=—2020 1,397 | 1,560 1,688 1,549 1,545 1,539 1,655 2,228 978 925 837 798
2021 715 784 825 763 703 582 459 367 259 221 227 259
The previous graph illustrates that there were approximately 68% fewer Liberty (MNG) customers
who participated in payment plans in December 2021 versus December 2020 and 14% more
customers in December 2021 than in November 2021. There were 78% fewer customers

participating in payment plans in December 2021 versus pre-pandemic, December 2019.
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Questions 1 & 3 (Liberty - Water)

a) The number of disconnections for non-payment of services as of each month-end

Liberty
(Water)

50
45
40
35
30 '/\
25
20
15
10

: —

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

—=@=—2019 28 31 12 1 0
2020 16 15 16 0 0 0 0 25 23 32 23 11

2021 0 0 31 47 27 18 40 18 7 5 11 9

As shown in the previous graph, Liberty performed 2 fewer disconnections for
non-payment in December 2021 versus December 2020 and 2 fewer in December 2021 than in
November 2021. The number of actual disconnections by Liberty in December 2021
was 1 below the amount projected by Liberty for the same month. There were 9 more

disconnections for non-payment in December 2021 versus pre-pandemic, December 2019.
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b) The number of customers with past-due accounts as of each month-end, with an

explanation of the criteria used by your company to define “past-due”

Liberty
(Water)
1200
1000
800 ‘\/\/
600
400
200
0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
=@=2019 810 681 852 767 865
2020 811 746 251 0 0 0 498 901 960 886 1,034 | 1,065

2021 878 991 1,057 790 875 775 846 744 1,137 987 874 997

The previous data indicates that there were 6% fewer Liberty customers with past-due accounts in
December 2021 versus December 2020 and approximately 14% more in December 2021 than in
November 2021. There were about 15% more customers with past-due accounts in
December 2021 versus pre-pandemic, December 2019. Liberty reported that a shut-off notice is
sent for any account that owes $50.00 or more after the statement due date.
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¢) The number of customers who have received a final disconnection notice, but have

not been disconnected for non-payment of services as of each month-end

Liberty
(Water)
1200
1000
800 ‘\/\/
600
400
200
0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
—=@=2019 782 650 840 766 865
2020 795 731 235 0 0 0 498 876 937 854 1,011 | 1,054

2021 878 991 1,026 743 848 757 806 726 1,130 982 863 988

As shown by Liberty’s data, for those customers who received a final disconnection notice there
were 6% fewer customers who were not disconnected in December 2021 versus December 2020
and approximately 14% more in December 2021 than in November 2021. There were 14% more
customers who received a final disconnection notice, but have not been disconnected for

non-payment in December 2021 versus pre-pandemic, December 2019.
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d) The number of customers at each month-end participating in payment plans

Liberty
(Water)
250
200
150
100
50
0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
=@==2019 55 57 153 55 88
=@=2020 90 56 84 85 102 97 163 195 173 237 105 115
2021 120 90 128 121 120 162 186 153 105 156 66 94

The previous graph illustrates that there were approximately 18% fewer Liberty customers
who participated in payment plans in December 2021 versus December 2020 and
about 42% more in December 2021 than in November 2021. There were 6 more customers

participating in payment plans in December 2021 versus pre-pandemic, December 2019.
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Questions 1 & 3 (Missouri-American - Water)

a) The number of disconnections for non-payment of services as of each month-end

Missouri American
(Water)

3000
2500
2000
1500 /
1000
500

0 4 4 ~d
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

=@=2019 1,425 1,623 1,438 1,238 1,769
=®=2020 2,108 1,991 952 0 0 0 0 0 762 2,654 1,011 613
2021 1,964 904 1,925 1,811 1,189 1,547 1,318 1,479 1,566 1,443 | 1,621 1,394

As shown in the previous graph, Missouri-American performed about 127% more disconnections
for non-payment in December 2021 versus December 2020 and about 14% fewer in
December 2021 than in November 2021. Missouri-American does not forecast the number of
disconnections for non-payment. There were less than 21% fewer disconnections for non-payment

in December 2021 versus pre-pandemic, December 2019.
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b) The number of customers with past-due accounts as of each month-end, with an

explanation of the criteria used by your company to define “past-due”

Missouri American
(Water)

100000

90000 .
’_—0—.\.—’\ >c-\ ey
80000 4\/
70000
60000
50000
40000
30000
20000
10000

0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

=@=2019 91,686 79,030 80,502 84,264 87,617
=@=2020 82,767 84,936 83,983 79,066 80,474 75,682 76,035 78,354 84,556 84,783 71,698 84,397
2021 78,705 81,593 71,798 69,694 78,516 76,611 77,519 79,297 76,069 82,707 82,459 87,496
The previous data indicates that there were about 4% more Missouri-American customers with
past-due accounts in December 2021 versus December 2020 and approximately 6% more in
December 2021 than in November 2021. There were less than 1% fewer customers with past-due
accounts in December 2021 versus pre-pandemic, December 2019. Missouri-American reported

that it defines “past-due” as any unpaid amount past the due date on the customer bill.
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¢) The number of customers who have received a final disconnection notice, but have

not been disconnected for non-payment of services as of each month-end

Missouri American
(Water)

30000
25000
20000
15000
10000

5000

0

Jan Feb Mar Apr M‘ay Jgn J:I Aug Sep Oct Nov Dec

=@=2019 18,458 | 20,098 | 19,282 15,874 19,581

—=@=2020 20,383 16,178 7,426 0 0 0 0 0 25,500 14,667 16,391 11,758
2021 10,640 10,096 12,747 8,412 8,147 11,377 10,264 13,561 12,837 11,241 13,726 11,450

As shown by Missouri-American’s data, for those customers who received a final disconnection
notice there were 3% fewer customers who were not disconnected in December 2021 versus
December 2020 and approximately 17% fewer in December 2021 than in November 2021. There

were 42% fewer customers who received a final disconnection notice, but have not been

disconnected in December 2021 versus pre-pandemic, December 2019.
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d) The number of customers at each month-end participating in payment plans

Missouri American
(Water)

7000

6000 /

5000

4000

3000

2000

1000

0 Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
—8—2019 2,541 3,125 2,713 2,710 2,594

=®=2020 2,539 2,456 1,835 | 1,182 969 828 809 1,254 3,724 4,859 5,634 6,260
2021 6,391 | 6,266 6,038 5989 5794 5865 5946 5,565 5,546 5482 5,379 5,456

The previous graph illustrates that there were approximately 13% fewer Missouri-American
customers who participated in payment plans in December 2021 versus December 2020
and 1% more in December 2021 than in November 2021. There were 110% more customers

participating in payment plans in December 2021 versus pre-pandemic, December 2019.
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Questions 1 & 3 (Raytown Water)

a) The number of disconnections for non-payment of services as of each month-end

Raytown
(Water)

250

200

150

100 of——0——e, \./’
50

0

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
—=@=—2019 102 106 101 82 105
2020 78 84 55 0 0 44 75 91 179 220 204 228

2021 232 75 153 106 104 119 121 161 139 78 137 120

As shown in the previous graph, Raytown Water performed approximately 47% fewer
disconnections for non-payment in December 2021 versus December 2020 and 12% fewer
disconnections for non-payment in December 2021 versus November 2021. The number of actual
disconnections by Raytown Water in December 2021 was approximately 9% below the number
projected by Raytown Water for the same month. There were 14% more disconnections in

December 2021 versus pre-pandemic, December 2019.
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b) The number of customers with past-due accounts as of each month-end, with an

explanation of the criteria used by your company to define “past-due”

Raytown
(Water)
350
300
250 .\/\\
200
150
100
50
0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
=@=2019 245 234 295 247 219
2020 219 272 132 243 266 114 109 76 147 136 99 173
2021 131 115 180 59 40 55 56 34 144 149 184 213

The previous data indicates that there were about 23% more Raytown Water customers with
past-due accounts in December 2021 versus December 2020 and approximately 16% more in
December 2021 than in November 2021. There were 6 fewer customers with past due accounts in
December 2021 versus pre-pandemic, December 2019. Raytown Water reported that it defines

“past due” as accounts with balances that are over 31 days.
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¢) The number of customers who have received a final disconnection notice, but have

not been disconnected for non-payment of services as of each month-end

Raytown
(Water)
350
300
250
200
150
100
50
0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
—=@=2019
2020 331 303 333 158 155 291 163 174 208 214

2021 199 206 288 158 219 156 183 263 124 276 211 238

As shown by Raytown Water’s data, for those customers who received a final disconnection notice
there were approximately 11% more customers who were not disconnected in December 2021
versus December 2020 and approximately 13% more in December 2021 than in November 2021.
Staff is unable to compare December 2021 data to pre-pandemic data as Raytown Water was

unable to provide historical data for December 2019.
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d) The number of customers at each month-end participating in payment plans

Raytown
(Water)
45
40
35
30
25
20
15
10 N~
5
0 Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
—=@=—2019 11 8 9 10 10
2020 10 19 7 7 7 7 7 11 5 7 35 42
2021 8 7 7 7 6 7 6 5 3 3 2 0

The previous graph illustrates that there were 0 customers of Raytown Water who participated in
payment plans in December 2021 versus 42 in December 2020. There were 0 customers
participating in a payment plan in December 2021 in comparison to 2 in November 2021. There
were 0 customers participating in payment plans in December 2021 versus 10 pre-pandemic,
December 2019.
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Questions 1 & 3 (Confluence Rivers - Water)

a) The number of disconnections for non-payment of services as of each month-end

Confluence Rivers

(Water)
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2020 0 0 0 0 0
2021 0 0 0 15 6 4 4

As shown in the previous graph, Confluence Rivers performed 4 disconnections in December 2021
and none in December 2020. There were 4 disconnections in both December 2021 and
November 2021. A total of 24 disconnections were performed from August 2019 through
February 2020 but that total was not broken down by month. Confluence Rivers completed 73%

fewer disconnections than their forecasted number for December 2021.

Page 53



File No. AW-2020-0356
Staff Report

b) The number of customers with past-due accounts as of each month-end, with an

explanation of the criteria used by your company to define “past-due”

800
700
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500
400
300
200
100
0
Jan Feb
2020
2021 187 0

Apr

Confluence Rivers

(Water)
May Jun Jul Aug Sep
95 204
160 291 723 321

Oct Nov Dec
185 152 141
240 256 405

The previous data indicates there were approximately 187% more Confluence Rivers’ customers

with past-due accounts in December 2021 versus December 2020 and approximately 58% more in

December 2021 than in November 2021. No monthly, comparative data was provided for

August 2019 to July 2020, although there was a total of 37 customers with “past-due” accounts

through February 2020. Confluence Rivers reported that it defines “past-due” as any customer

whose balance from the previous month remains unpaid with a minimum threshold of $25.00 due.
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¢) The number of customers who have received a final disconnection notice, but have

not been disconnected for non-payment of services as of each month-end

Confluence Rivers

(Water)

200
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120
100
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20

0 Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

2020 0 0 0 0 141

2021 187 0 0 16 21 24 13 26

As shown by Confluence Rivers’ data, there were 82% fewer customers who received a final
disconnection notice but were not disconnected for non-payment of service in December 2021
compared to December 2020. There were 100% more customers who received a final notice in
December 2021 than in November 2021. No monthly, comparative data was provided for
August 2019 to July 2020, although there were a total of 13 customers who received final
disconnection notices but were not disconnected through February 2020.
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d) The number of customers at each month-end participating in payment plans

Confluence Rivers

(Water)
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The previous graph illustrates that there were 7 Confluence Rivers’ customers who participated in
payment plans in December 2021 versus 12 in December 2020. There were 7 customers
participating in a payment plan in both December 2021 and November 2021. No monthly,
comparative data was provided for August 2019 to July 2020, although the Company reported

there were no customers who participated in payment plans through February 2020.
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Questions 1 & 3 (EIm Hills - Water)

a) The number of disconnections for non-payment of services as of each month-end

Elm Hills

(Water)
1
0.9
0.8
0.7
0.6
0.5
0.4
0.3
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0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

2020 0 0 0 0 0
2021 0 0 0 0 0 0 0 0

As shown in the previous graph, EIm Hills performed no disconnections in December 2021 or in
December 2020. There were no disconnections for comparison in December 2021 or
November 2021. There was no data was provided for August 2019 to July 2020, as

no disconnections were performed during this time period. EIm Hills forecasted there would

be 4 disconnections in December 2021, none were performed.
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b) The number of customers with past-due accounts as of each month-end, with an

explanation of the criteria used by your company to define “past-due”

Elm Hills
(Water)
200
180
160
140
120
100
80
60
40
20
0 Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2020 29 67 45 27 28
2021 39 45 56 183 143 57 56 92

The previous data indicates there were about 229% more Elm Hills customers with past-due
accounts in December 2021 versus December 2020 and 64% more in December 2021 compared
to November 2021. No monthly, comparative data was provided for August 2019 to July 2020,
although there was a total of 1 customer with a “past-due” account through February 2020.
Elm Hills reported that it defines “past-due” as any customer whose balance from the previous

month remains unpaid with a minimum threshold of $25.00 due.
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¢) The number of customers who have received a final disconnection notice, but have

not been disconnected for non-payment of services as of each month-end

Elm Hills
(Water)
45
40
35
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25
20
15
10
5
0 Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2020 0 0 0 0 28
2021 39 0 0 0 0 0 0 0

As shown by EIm Hills’ data, there were no customers who received a final disconnection notice
but were not disconnected for non-payment of service in December 2021 versus 28 in December
2020. There were no customers who received a final disconnection but were not disconnected in
comparison for December 2021, or for November 2021. No monthly, comparative data was
provided for August 2019 to July 2020, although there was a total of 1 customer who received
final disconnection notices but was not disconnected through February 2020.
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d) The number of customers at each month-end participating in payment plans

Elm Hills
(Water)
7
6
5
4
3
2
1
0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2020 0 0 0 0 1
2021 1 5 6 0 0 1 0 0

The previous graph illustrates that there were no EIm Hills customers who participated in
a payment plan in December 2021 versus one in December 2020. There were no customers who
participated in a payment plans in December 2021, or November 2021. No monthly, comparative
data was provided for August 2019 to July 2020.
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Questions 1 & 3 (Hillcrest - Water)

a) The number of disconnections for non-payment of services as of each month-end

Hillcrest
(Water)
6
5
4
3
2
1
0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2020 0 0 0 0 0
2021 0 0 0 5 3 4 3 3

As shown in the previous graph, Hillcrest performed 3 disconnections in December 2021 versus
none in December 2020. There were 3 disconnections performed in December 2021
and the same for November 2021. Hillcrest forecasted 3 disconnections for December 2021, and
performed 3. No monthly, comparative data was provided for August 2019 to July 2020, although

a total of 12 disconnections were performed through February 2020.
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b) The number of customers with past-due accounts as of each month-end, with an

explanation of the criteria used by your company to define “past-due”

Hillcrest
(Water)
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27
60

The previous data indicates there were about 122% more Hillcrest customers with past-due

accounts in December 2021 versus December 2020 and 8 more customers with past-due accounts

in December 2021 versus November 2021. No monthly, comparative data was provided for

August 2019 to July 2020, although there was a total of 16 customers with “past-due” accounts

through February 2020. Hillcrest reported that it defines “past-due” as any customer whose

balance from the previous month remains unpaid with a minimum threshold of $25.00 due.

Page 62



File No. AW-2020-0356
Staff Report

¢) The number of customers who have received a final disconnection notice, but have

not been disconnected for non-payment of services as of each month-end

Hillcrest
(Water)
35
30
25
20
15
10
5
0
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2020 0 0 0 0 27
2021 30 0 0 18 24 21 16 24

As shown by Hillcrest’s data, there were 24 customers who received a final disconnection notice
in December 2021 versus 27 in December 2020. There were 8 more customers who received a
final notice but have not been disconnection in December 2021 than in November 2021.
No monthly, comparative data was provided for August 2019 to July 2020, although there were a
total of 4 customers through February 2020 who received final disconnection notices during this

time period but were not disconnected.
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d) The number of customers at each month-end participating in payment plans

Hillcrest
(Water)
16
14
12
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4
2
0 Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
2020 0 0 0 0 12
2021 14 5 8 13 12 12 9 4

The previous graph illustrates that there were 4 Hillcrest customers who participated in payment
plans in December 2021 versus 12 in December 2020. There were 5 less customers that
participated in a plan in December 2021 versus November 2021. No monthly, comparative data
was provided for August 2019 to July 2020, although the Company reported there were no

customers who participated in payment plans through February 2020.
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Questions 1 & 3 (Indian Hills - Water)

a) The number of disconnections for non-payment of services as of each month-end

Indian Hills
(Water)
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As shown in the previous graph, Indian Hills performed 7 disconnections in December 2021 versus
none in December 2020. There were 7 disconnections in December 2021 and the same for
November 2021. Indian Hills projected 2 disconnections in December 2021 and performed 7.
No monthly, comparative data was provided for August 2019 to July 2020, although a total

of 6 disconnections were performed through February 2020.
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b) The number of customers with past-due accounts as of each month-end, with an
explanation of the criteria used by your company to define “past-due”

Indian Hills
(Water)
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The previous data indicates there were 5 more Indian Hills customers with past-due accounts in
December 2021 versus December 2020 and 7 more customers with past-due accounts in
December 2021 versus November 2021. No monthly, comparative data was provided for
August 2019 to July 2020, although there was a total of 11 customers with “past-due” accounts
through February 2020. Indian Hills reported that it defines “past-due” as any customer whose

balance from the previous month remains unpaid with a minimum threshold of $25.00 due.
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¢) The number of customers who have received a final disconnection notice, but have

not been disconnected for non-payment of services as of each month-end
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As shown by Indian Hills’ data, there were 25 customers who received a final disconnection notice
in December 2021 versus 24 in December 2020 and 4 more customers who received a final
disconnection notice in December 2021 versus November 2021. No monthly, comparative data
was provided for August 2019 to July 2020, although there were a total of 6 customers who

received final disconnection notices through February 2020 but were not disconnected.
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d) The number of customers at each month-end participating in payment plans

Indian Hills
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The previous graph illustrates that there were 5 Indian Hills customers who participated in payment
plans in December 2021 versus 7 in December 2020 and 2 fewer customers who participated in
payment plans in December 2021 versus November 2021. No monthly, comparative data was
provided for August 2019 to July 2020, although the Company reported there was a total

of 11 customers who participated in payment plans through February 2020.
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Questions 1 & 3 (Raccoon Creek - Sewer)

a) The number of disconnections for non-payment of services as of each month-end

Raccoon Creek
(Sewer)
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As shown in the previous graph, Raccoon Creek performed no disconnections in December 2021
or in December 2020 and no disconnections in December 2021 versus no disconnections in
November 2021. Raccoon Creek forecasted 5 disconnections in December 2021 and performed

none. No monthly, comparative data was provided for August 2019 to July 2020, although a total

of 1 disconnection was performed through February 2020.
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b) The number of customers with past-due accounts as of each month-end, with an

explanation of the criteria used by your company to define “past-due”
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The previous data indicates there were about 178% more Raccoon Creek customers with past-due

accounts in December 2021 versus December 2020 and 33% more customers with past-due

accounts in December 2021 than November 2021. No monthly, comparative data was provided

for August 2019 to July 2020, although there were a total of 3 customers with “past-due” accounts

through February 2020. Raccoon Creek reported that it defines “past-due” as any customer whose

balance from the previous month remains unpaid with a minimum threshold of $25.00 due.
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¢) The number of customers who have received a final disconnection notice, but have

not been disconnected for non-payment of services as of each month-end
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As shown by Raccoon Creek’s data, there were no customers who received a final disconnection
notice in December 2021 versus 46 in December 2020. There were none in December 2021 or
November 2021. No monthly, comparative data was provided for August 2019 to July 2020,
although there was a total of 2 customers who received final disconnection notices through

February 2020 but were not disconnected.
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d) The number of customers at each month-end participating in payment plans
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The previous graph illustrates that there were 2 Raccoon Creek customers who participated in
payment plans in December 2021 versus 7 in December 2020. There were 2 customers who
participated in a payment plan in December 2021 and the same for November 2021. No monthly,
comparative data was provided for August 2019 to July 2020, although the Company reported

there were no customers who participated in payment plans through February 2020.

Question 2

Please provide your company’s estimate of the number of disconnections for non-payment
of service for the six-month period of March 2021 through August 2021, with an explanation
of the methodology and assumptions used to develop these projections.

Ameren Missouri (Electric)

9/2021 10/2021 11/2021 12/2021 1/2022 2/2022
9,000 10,000 6,000 2,000 2,000 3,000

Ameren Missouri (Electric) stated that its projections are determined by taking an average of the

past three years’ monthly disconnections.
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Empire (Electric)

9/2021 10/2021 11/2021 12/2021 1/2022 2/2022
490 600 250 35 15 35

Empire (Electric) projections are based off of the 2020-2021 disconnect data, with the assumption
that the upcoming winter weather will be similar. Several factors prevent the Company from
processing disconnects in the winter months (November — February). These factors include
temperatures and the holidays which occur in November and December. Also, during this time
period many customers participate in the Cold Weather Agreement (CWA) to prevent being

disconnected for non-pay.

Evergy Metro (Electric)

9/2021 10/2021 11/2021 12/2021 1/2022 2/2022
1850 1480 370 100 100 100

Evergy Metro responded that its estimates are based on recent and previous year data and resource
capacity. November assumes reduced days eligible to cut for residential due to weather. December

through February assumes commercial only due to likely Cold Weather Rule restrictions.

Evergy West (Electric)

9/2021 10/2021 11/2021 12/2021 1/2022 2/2022
1250 1000 250 60 60 60

Evergy West responded that its estimates are based on recent and previous year data and resource
capacity. November assumes reduced days eligible to cut for residential due to weather.
December through February assumes commercial only due to likely Cold Weather Rule

restrictions.
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Ameren Missouri (Gas)
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Ameren Missouri (Gas) stated that its projections are determined by taking an average of the past

three years’ monthly disconnections.

Spire (Gas)
9/2021 10/2021 11/2021 12/2021 1/2022 2/2022
4364 4138 1091 963 959 1949

Spire based its estimates on the average number of disconnects from 2017 to 2019 due to the

COVID-19 related disconnection moratoriums in 2020.

Summit (Gas)

9/2021

10/2021

11/2021

12/2021

1/2022

2/2022

116

29

17

13

27

59

Summit projections were determined by taking the sum of non-payment disconnections for 2018,

2019 and 2020 then dividing by 3 to get an average.

Empire (Gas)
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Empire (Gas) projections are based off of the 2020-2021 disconnect data, with the assumption that
the upcoming winter weather will be similar. Several factors prevent the Company from processing
disconnects in the winter months (November — February). These factors include temperatures and
the holidays which occur in November and December. Also, during this time period many
customers participate in the Cold Weather Agreement (CWA) to prevent being disconnected

for non-pay.
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Liberty (MNG) (Gas)
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Liberty MNG projections are based off of the 2020-2021 disconnect data, with the assumption that
the upcoming winter weather will be similar. Several factors prevent the Company from processing
disconnects in the winter months (November — February). These factors include temperatures and
the holidays which occur in November and December. Also, during this time period many

customers participate in the Cold Weather Agreement (CWA) to prevent being disconnected for

non-pay.

Liberty (Water)
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Liberty Water based its projections off of the 2020-2021 disconnect data, with the assumption that

the upcoming winter weather will be similar.

Missouri-American (Water)

9/2021

10/2021

11/2021

12/2021

1/2022

2/2022

Missouri-American responded that it does not forecast disconnections for non-payment.

Raytown Water

9/2021

10/2021

11/2021

12/2021

1/2022

2/2022

As of the date of filing, Raytown Water has not provided updated data to project an estimated

number of disconnections for non-payment of service for the six-month period of September 2021

through February 2022.
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Confluence Rivers (Water)

9/2021 10/2021 11/2021 12/2021 1/2022 2/2022
15 15 15 15 15 15

CSWR, LLC's Missouri entities have limited recent data to use for estimating future shut-offs.
This is due in part to the moratorium on service disconnections during the pandemic and also the
fact that many of the Company's customer connections were acquired over the last year, coinciding
with pandemic restrictions.  As shut-off procedures again become a regular part of
CSWR's response to delinquencies, the Company expects that the percentage of customers eligible
for shut-off procedures will go down. Based on Confluence Rivers' allocation of past-due
accounts, CSWR, LLC expects to shut off approximately 15 customers per month for
the 6 month period.

Elm Hills (Water)

9/2021 10/2021 11/2021 12/2021 1/2022 2/2022
4 4 4 4 4 4

CSWR, LLC's Missouri entities have limited recent data to use for estimating future shut-offs.
This is due in part to the moratorium on service disconnections during the pandemic and also
the fact that many of the Company's customer connections were acquired over the last year,
coinciding with pandemic restrictions. As shut-off procedures again become a regular part of
CSWR's response to delinquencies, the Company expects that the percentage of customers
eligible for shut-off procedures will go down. Based on EIm Hills' allocation of past-due accounts,

CSWR, LLC expects to shut off approximately 4 customers per month for the 6 month period.

Hillcrest (Water)

9/2021 10/2021 11/2021 12/2021 1/2022 2/2022
3 3 3 3 3 3

CSWR, LLC's Missouri entities have limited recent data to use for estimating future shut-offs.

This is due in part to the moratorium on service disconnections during the pandemic and also

Page 76



File No. AW-2020-0356

Staff Report

the fact that many of the Company's customer connections were acquired over the last year,
coinciding with pandemic restrictions. As shut-off procedures again become a regular part of
CSWR's response to delinquencies, the Company expects that the percentage of customers
eligible for shut-off procedures will go down. Based on Hillcrest's allocation of past-due accounts,

CSWR, LLC expects to shut off approximately 3 customers per month for the 6 month period.

Indian Hills (Water)

9/2021 10/2021 11/2021 12/2021 1/2022 2/2022
2 2 2 2 2 2

CSWR, LLC's Missouri entities have limited recent data to use for estimating future shut-offs.
This is due in part to the moratorium on service disconnections during the pandemic and also
the fact that many of the Company's customer connections were acquired over the last year,
coinciding with pandemic restrictions. As shut-off procedures again become a regular part of
CSWR's response to delinquencies, the Company expects that the percentage of customers eligible
for shut-off procedures will go down. Based on Indian Hills' allocation of past-due accounts,
CSWR, LLC expects to shut off approximately 2 customers per month for the 6 month period.

Raccoon Creek (Sewer)

9/2021 10/2021 11/2021 12/2021 1/2022 2/2022
5 5 5 5 5 5

CSWR, LLC's Missouri entities have limited recent data to use for estimating future shut-offs.
This is due in part to the moratorium on service disconnections during the pandemic and also the
fact that many of the Company's customer connections were acquired over the last year, coinciding
with pandemic restrictions.  As shut-off procedures again become a regular part of
CSWR's response to delinquencies, the Company expects that the percentage of customers eligible
for shut-off procedures will go down. Based on Raccoon Creek's allocation of past-due accounts,

CSWR, LLC expects to shut off approximately 5 customers per month for the 6 month period.
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