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In the Matter of the Application of Wstar Energy, Inc. and
Kansas Gas and El ectric Conpany for a Waiver of Billing
St andards Rel ated to Conment Formin Annual Custoner Notice

Docket No. 11-WSEE-449-M S
Kansas Cor poration Conmi ssion
2011 Kan. PUC LEXI S 898
Septenber 8, 2011, Dated

PANEL: [*1] Before Conmi ssioners: Mark Sievers, Chairman; Ward Loyd; Thomas E.
Wi ght

OPI NI ON:  ORDER APPROVI NG JO NT MOTI ON AND GRANTI NG WAl VER

The above-captioned matter cones before the State Corporation Comm ssion of
the State of Kansas ("Comm ssion") for consideration and decision. Having
examned its files and records, and being duly advised in the preni ses, the
Conmi ssion finds and concl udes as foll ows:

| . Background

1. On Decenber 21, 2010, Westar Energy Inc. and Kansas Gas and El ectric
Conpany (collectively referred to as "Wstar") filed an application with the
Conmi ssi on seeking a waiver from Section |.F of the Electric, Natural Gas and
Water Billing Standards ("Billing Standards") in order to substitute the use of
a custoner transactional survey for the comment/conplaint formidentified in the
Billing Standards. In its application, Wstar explained that the customner
transacti onal survey woul d be adm nistered to neasure the satisfaction of
custoners that it has had contact with each year on various but consistent
matters to gauge how well Westar is neeting its obligation to provide service to
its customers. Mreover, each year specialized teans eval uate the results,

i ncluding cooments, [*2] fromcustoners who responded to the random survey and
then propose tasks to inprove the overall customer satisfaction of the service
provi ded. Westar has provided survey results to the Commission's Staff in the
past and is willing to continue to do so in the future. Westar believes that its
annual Customer Transactional Survey produces a nore reliable gauge of overal
custoner satisfaction than the proscribed coment/conplaint formset forth in
the Billing Standards. The results obtained fromWstar's survey are nore
statistically sound than the results froma conment/conpl aint form approach. The
requi renent for the coment/conplaint formwould be a duplication of Wstar's
exi sting procedures.
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2. On May 3, 2011, the Staff of the Kansas Corporation Commission ("Staff")
filed its Report and Recommendation. Staff noted that Section |I.F of the Billing
St andar ds provi des:

Once a year, each utility shall mail to each of its custonmers a notice
apprizing them of the Commi ssion's conplaint procedure including its
role in settling conplaints which have reached i nmpasse. The notice
shoul d i nclude the Comni ssion's Consuner Protection Ofice's tel ephone
nunber as well as a comment/conplaint [*3] form concerning the
utility's performance. The notices or copies of the notices shall be
sent to the Conm ssion. (Enphasis added).

Based on the concern that the transactional survey only reaches a sanpling of
Westar's customers and does not provide an opportunity for all custoners to
express their concerns, Staff reconmmended that the waiver be denied.

3. On May 20, 2011, Westar filed a Response to the Staff Report and
Recomendati on, in which Wstar expressed its intent to schedule a tinme to neet
with Staff in order to explain its proposal in nore detail and to discuss
opportunities to acconplish the goal of providing customers the opportunity to
provi de conmments without the expense of sending a conmment card, collecting and
summari zi ng responsive comments, and then forwarding the commrents to the
Conmi ssi on.

4. On August 15, 2011, Westar and Staff (collectively, "Joint Mvants") filed
a Joint Motion for the Approval of the Application for Waiver. The Joint Mvants
stated that Westar had agreed to include several different contact methods on
its annual notice form including U S. mail for customers who have a
non- energency and have limted access to and/or confort with current [*4]
technol ogy. To expand the communication alternatives for customers and to
hi ghl i ght the Comm ssion's conpl ai nt procedures, Wstar agreed to provide the
revi sed annual notice on the Westar website, together with a direct link to the
Conmi ssion's conpl ai nt procedures website. In return, Staff agreed to reconmend
that the Commission grant Westar's request for a waiver.

I1. Analysis

5. Section VI of the Billing Standards provides a procedure for requesting a
wai ver, which states as foll ows:

The requirements contained in these standards nmay be waived in

i ndi vidual cases by the Conmi ssion upon witten request by the utility
and by show ng that conpliance with the requirenment woul d not serve
the interests of either the utility or the custoner.

In order to grant the waiver, the Comm ssion nust find that conpliance with the
conment/ conpl aint formrequired by Section |I.F of the Billing Standards does not
serve the interests of either the utility or the custoner.

6. The comment/conpl ai nt procedure was included in the 1989 Billing
St andards' revisions in Docket No. 158, 796-U. Wen this procedure was adopted,
there were limted ways for custonmers to contact utilities. Wth changes [*5]
i n modern comuni cation, customers now have a variety of ways to contact and
interact with utilities. Customers can communi cate over the internet, through
soci al networking, by phone with a custoner service representative, by energency
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dedi cat ed phone lines for i medi ate response, through automated phone response
systens and through traditional nethods such as a letter, postcard or other
witing. There is no need to wait for an annual comment card to have an
effective dialogue with a utility. In fact, delaying communication through the
use of an annual comment card may not be a proper form of conmunication if

i mediate action is required. Accordingly, the Conmi ssion finds that the comrent
card does not serve the interests of the custoner because the custoner has many
ways to communi cate with Westar and can voice concerns with utility service in a
very inmredi ate and direct way, or by traditional nmeans. On the other hand, the
revi sed annual notice formand the additions to Westar's website do serve the
interests of the customer. The comrent card does not serve the interests of the
utility because it requires extensive adninistrative efforts with linted
benefit.

I'11. Concl usion

7. [*6] Based on the foregoing, the Commission finds that Westar's request
for waiver neets the standard set forth in Section VI of the Billing Standards
because conpliance with the requirement to send an annual conment/conplaint form
does not serve the interests of either the utility or the custoner. Westar's
request for a waiver to substitute the use of a customer transactional survey
for the conment/conplaint formidentified in the Billing Standards is
reasonabl e.

8. The Conmmi ssion conditions this waiver on Westar providing an annual notice
toits customers in the formof the notice attached to the Joint Mtion as
"Exhibit A " The annual notice may be nodified fromtine to tinme upon
consul tation with Conmi ssion Staff. Mreover, Wstar shall nodify its website to
i nclude a copy of the notice, or anendnments thereto, with a direct link to the
Conmi ssion's procedures for instituting informal and formal conplaints.

IT 1S, THEREFORE, BY THE COVM SSI ON ORDERED THAT:

A. Westar's request for a waiver to substitute the use of a custoner
transactional survey for the comment/conplaint formidentified in the Billing
St andards i s hereby granted.

B. Westar shall provide an annual notice to its customers [*7] as discussed
in Paragraph 8 of this Order and shall nodify its website to include a copy of
the notice, or amendnments thereto, with a direct link to the Conm ssion's
procedures for instituting informal and formal conplaints.

C. The parties have fifteen days, plus three days if service of this order is
by mail, fromthe date this order was served in which to petition the Conmi ssion
for reconsideration of any issue or issues decided herein. K S.A 66-118b
K. S. A 2010 Supp. 77-529.

D. The Conmmi ssion retains jurisdiction over the subject matter and the

parties for the purpose of entering such further order, or orders, as it may
deem necessary.

BY THE COWM SSION I T | S SO ORDERED.
Si evers, Chmm.; Loyd, Com; Wight, Com
Dat ed: SEP 08 2011



