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r11 1 Q: Please state your name and address 

2 A: Cornelius Crane, 1376 Cedar Creek Road Carbondale, IL 62903 

3 Q: Do you have any rebuttal to Ameren's Rebuttal testimony? 

4 A: Yes, it is very troubling to me that Ameren has yet to acknowledge the 
problem in their system that initiated this formal complaint. Ameren has a 
problem when a customer can call in and inform them of an active meter on more 
than one occasion and they completely ignore the customer's complaint. It is in 
their best interest to respond to such a discrepancy. In total, four (4) calls were 
made to Ameren to inform them of the discrepancy and it took me calling them a 
fifth time on November 9, 2012 (a 15 minute call) to demand an investigation 
take place for them to respond. This is the crux of my complaint. 

5 I have no doubt that Ameren has recordings of ALL the calls that I placed to their 
call center (and/or the "call back" they made to me). Ms. Cannon's testimony 
jogged my memory a bit and thinking back, I now recall, that on August 20, 201 O 
there was a long wait in the queue at Ameren Customer Service. Their 
automated answering system offered to "call me back" if my call was not an 
emergency. So, I hit whatever button the system prompted me to and waited for 
their call back. Their system hung up on me which is probably why she uses the 
very careful term "abandoned from the queue" when referring to the short 
duration of the phone call. I was standing at the meter that day ready to read the 
meter number directly off the meter for the customer service representative but 
instead I wrote it down on a "note" in my cell phone. I am uncertain as to the 
exact date of their call back but now I remember it was more than a few days (I 
suspect Ameren has a recording of this "call back"). When they called me back, I 
read the meter number off my phone note to the customer service representative 
who told me that the meter is not associated with my account or at my location. 
If the Court would compel Ameren to provide the recording of the phone calls 
they could hear it for themselves. 
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6 And even if we were to put aside the two attempts that I made to inform Ameren 
of the active meter that was not producing a bill in 2010 and 2011, we only need 
to look at the call I made on September 28, 2012 at 4:35 p.m. which lasted 18 
minutes where I spoke to Laqwanda and the "Carnahan" call - his actual name is 
John Kernahan -- (Ameren didn't provide a date for this call). In that call, Mr. 
Kernahan gives the rep the account "83880-01929" and a meter number of 
"98367529" and the rep states that "the account number and that meter number 
are not matching up" and "That meter has been removed" on several occasions. 
When an Ameren rep is given conflicting information about an account and meter 
from a customer on four (4) separate occasions and the rep clearly states that 
the meter number that we provide is not at the location, why isn't a "red flag" 
raised so that Ameren can diagnose the discrepancy? This is the crux of the 
problem. 

7 Mr. Kernahan (Carnahan), asked about an "active meter", the rep should have 
noted that the meter was not receiving a bill. He confirmed that the meter was 
active and providing electricity. The Ameren rep, Barb at extension 21322, was 
VERY clear that the meter was removed and she looked up the notes to confirm 
that the meter was "removed". This should have set off a "red flag" that there 
was a problem which Ameren should have investigated. This is the crux of the 
problem. 

8 Ameren has put a lot of time and energy into trying to distract the Court from the 
real issues here. There is a lot of testimony about how records were "fat 
fingered" or incorrectly input and how data input errors lead to confusing records. 
But the REAL problem here is that a customer can call Ameren and inform them 
of an active meter that is not generating a bill and Ameren does NOTHING about 
it. That is the crux of the problem. 

9 I certainly wish that the Court granted my Motion to Compel so that I could have 
ALL of the phone records and prove that I made three (3) attempts and Mr. 
Kernahan made one (1) attempt to inform Ameren that active meter #98367529 
was present at my property while they were denying that it was at my property. If 
the Court would use its authority to demand that ALL of the records be provided 
a much clearer picture of what transpired would available to the court. And the 
Court would see that an Ameren customer was doing his best to be an honest 
customer. 

1 o As for the issue of "standing" in this case. This doesn't make any sense. I'm not 
seeking to file any claim against Ameren. I don't think that it is fair to charge me 
for "back Meter Rental" when they've claimed that the meter was not at my 
location, but I was happy to pay for the 107 kWh of energy that I used from April 
2009 to November 2012. I have made a formal complaint because Ameren did 
not follow the rules set forth in the Administrative code (to which I assume there 
is a penalty of some sort that does not go to me but some fund within the Illinois 
Commerce Commission - I don't know how this part of the process works). I 



have standing as an electrical utility customer. If their argument is that I have 
been made whole as a "good will gesture" from the company, I have to say that I 
have yet to cash the reimbursement check for $95.00 from Corporate Claims 
Management as the check appears to be some sort of contract. At the bottom of 
the receipt it states: "FULL & FINAL SETTLEMENT OF ANY AND ALL CLA". 
So, I may still have some standing in this case. I hope that the Court would not 
have expected me to accept a "full and final settlement of any and all claims" 
before this matter was fully adjudicated. This is another example of how Ameren 
has tried to play fast and loose with the concept of INTEGRITY in this case. I did 
not need the $95.00 so badly that I was going to sign away my rights by cashing 
their stealth contract. And now that it is 90 days past the date on the check of 
08/05/2013, the check is VOID. Ameren still owes me at least $95.00 to cover 
the expense of the back Verizon Wireless bills if they want to claim that I was 
made whole by them for this lengthy and arduous process. To make me truly 
"whole" they would have to cover my time, postage, and mileage invested 
towards this process. 

11 The Judge should also know that in my attempt to settle this matter with Mr. 
Dearmon! many months ago, I made no attempt to seek financial gain. I asked 
that a high ranking executive or member of the Board of Directors contact me so 
that we can discuss what I see as "the crux of the problem" and that when I was 
certain that a person in a position of authority understood the problem that I 
encountered, then I would withdraw my complaint. From the beginning my 
concern was to make sure that this didn't happen to another customer in the 
future. I don't think that this was too much to ask and would have ended this 
process months ago. 

12 It is disturbing that Ameren would waste the Court's time by purposely 
withholding evidence that would paint an honest and clear picture of all that 
transpired. 

13 I doubt that Ameren or its lawyers will ever act with integrity in this case. So in 
an effort to not waste any more of the Court's time, I will close my testimony and 
let the chips fall where they may. 

Respectfully submitted on this day, November 8, 2013 


