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Re: In the Matter of IJNS Gas, Im. and Citizens Communications 
Cottipatry-Filing For Approval a f Purchased Gas Adjustor Surcharge 
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Dear Commissioners: 

At the March 17, 2004 ACC Open Meeting, concerns were expressed regarding the 
receipt by Mr. John Baker (a Prcscott UES gas customer) of suspcnsion of gas service 
notice along with a related conversation Mr. Baker had with a company cuslorner service 
represent alive. 

To colrfiriii the prior commitment made by UniSource - no UES gas customers have or 
will be disconnected during the winter heating season for non-payrnenl of past due bills. 

Prior to March 17*, UES customers were continuing to receive past due bills as well as 
suspension noli ces with the express dircction that customcr scrvice representatives would 
be very flexible in working on payment arrangements, and that no non-paymenl 
disconnections woiild occur during the winter heating season. Due to the concerns 
expresscd at the March 17" Open Meeting, UES has discontinued the process of sending 
out suspension notices during the balance of the winter heating season. 

On March 17'", I contxted Mr. Baker directly lo clarify any concerns about the 
suspension notice and to inquirc about his treatment by the customer service 
representative. 

Based on that conversation, 1 concluded that Mr. Baker's main concern was not with the 
phone conversation with the customer scrvicc representative but rather with his receipt of 
the suspension notice. 



As it turns out &om our phone conversation, Mr. Baker is now considering both Budget 
Billing as well as his possible qualification for assistance fiom Catholic Social Sewices 
in Prescott. 

1 also have confirmed that thc customer service representative conducted hersclf' 
appropriately during the conversation with Mr. Baker by working in a ff exible manner on 
possible payment arrangements. 1 also confirmed that the customer service representative 
did not advise Mr. Baker that his service would be disconnected if payment arrangements 
were not made. 

Please let me know if you have any additional questions or concerns regarding this 
matter. 

Yours very truly, 

DenrGs R. Nelson 
Senior Vice President and 
Chief Operating Officer 
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