Rachel & Herbert Pawlik RECEIVED
10276 South Caribou Ridge Road

Harrison, Idaho 83833 2009 JUL 20 AM 8: 1

July 14, 2009

Idaho Public Utilities Commission
472 West Washington

P. O. Box 83720

Boise, Idaho 83720-0074

Re: Case No. AVU-E-09-05;
Reply to ‘Response of Avista Corporation’, dated June 17, 2009

Dear Madam, dear Sir:

Avista Corporation (“Avista”) provided us with a copy of its Response to the Idaho Public Utilities
Commission’s Summons of May 27, 2009. Factual inaccuracies, distorted time lines, and the
omission of facts to crucial complaint issues in Avista’s Response, prompted us to this reply.

In its Response, Avista does not address the issues at the center of our complaint, as they are,
Avista’s excessive charges based on the recordings of an admittedly defective meter, the deceitful
practice of concentrating alleged consumption overages on periods with higher utility rates, although
the accrual also included periods with lower rates, et al. Instead, Avista attempts to divert the
attention to non-essential matters, such as, internal problems with procedures and equipment and
Avista’s steps to resolve those difficulties within. Avista does not provide any viable evidence or
conclusive theory to substantiate its claim for supplemental charges of $1,466.51.

It is our hope, the following corrective and supplementary information will permit an objective
review and equitable conclusion of our complaint.

Re: L. Introduction

Avista’s Response refers to facts and comments, such as, our request for written correspondence
only, which are not noted in the two documents referenced in Avista’s “Introduction”. Ergo, it is
reasonable to infer that Avista is aware of our letters of February 8, 2009 (initial dispute letter),
supplemental letters of February 17, March 8 and April 5, 2009, all addressed to Avista, as well as its
own related responses. Considering this plethora of information available to Avista at the time of its
Response, it is logical to conclude Avista’s Response represents an all-encompassing documentation
of its position with respect to any and all of our complaint issues.

A copy of our letter to Mr. Vermillion is enclosed for your records.



Re: Il History of Dispute

In its “History of the Dispute” Avista uses plenty of internal, semi-technical termini to describe who,
when, where, what and how the company became aware of ‘a problem’ with its meter on our
property on December 12, 2008.

Fact is: Avista estimated our power consumption since the billing cycle commencing on
August 9, 2008. As Avista’s Response confirms, a billing representative is notified in the first month
of occurrence (August *08) if an account requires an ‘estimate’. Avista offers no explanation as to
why a “field visit” or an actual “meter read” was not initiated until January 19, 2009. Successively
estimating our consumption for five (5) monthly billing cycles in lieu of sending out a “meter
reader”, is a compelling indicator that Avista was aware of a total failure of its meter, hence, Avista
decided not waste any manpower for a futile manual read.

Avista’s explanation for a “no read” meter to be “typically due to an access issue” is not applicable in
our case.

Fact is: Avista’s meter was supposed to communicate recordings automatically (via TWACS)
to its offices. Physical access to the meter was not needed.
Even if an Avista “meter reader” needed access to its meter, there were no physical or legal
obstacles. The meter is installed on our property line within the utility easement, and there are no
fences, road blocks, or any other hurdles to overcome, in order to get to the meter. When the meter
was to be exchanged on January 19, 2009, the Avista technician had no problem getting to the meter
and replacing it, despite record snow falls just prior to his visit..

Creating “an internal tracker” may sound impressive, but seems immaterial for the complaint case at
hand. Interesting, however, is Avista’s gross distortion of the time line and the abundance of
activities by which Avista tries to illustrate and explain its protocol:

1. an internal tracker was created,

2. the meter in question was removed and sent to a billing specialist for investigation,

3. after preliminary troubleshooting, a field visit was made to determine the problem,

4. during this field visit «...field personnel conversed with Herbert Pawlik”,

5. the field request was completed on January 19, 2009, and

6. the meter was tested in the Spokane Meter Shop.

Fact is: Contrary to Avista’s purported flurry of activities and convoluted time line, the actual
sequence of events, as it pertains to the case at hand, is rather short:

To #1: The “internal tracker” seems immaterial for the complaint at hand; its results are
unknown.

To #2, #3, #4, #5: Avista has not produced any reports or other evidence resultant of the
alleged “investigation” by its billing specialist, or of the “preliminary troubleshooting”, although, a
viable investigation must have resulted in some pertinent information regarding the present
complaint. A separate “field visit” in which “field personnel conversed with Herbert Pawlik”, did not
take place.

Fact is: Meter removal (#2), “Field visit”(#3, #4) and “field request completion” (#5) all
happened on January 19, 2009, when an Avista service technician came to our property, removed



meter #12093810 and installed meter #12151537. Avista’s elaborate assertion of an investigation,
preliminary troubleshooting, and separate field visit to determine the problem, appears to be editorial
fill material rather than actual business activity.

During his visit, I had a short conversation with the Avista service technician in which I jokingly
said, when I saw him driving up, I was afraid I had missed to pay a bill and he was coming to shut off
the power. Since my wife was home all day, I could not afford having the power shut off in the
middle of winter. The technician replied that the reason for his visit was to replace a broken meter.
He said, [ may have seen on our past bills that our usage had been estimated, because the office had
not received any usage data from this meter since last August.

Avista’s portrayal of my conversation with the technician as to “...the increased usage as they keep
the furnace running fairly high...” is as ridiculous as it is conjured.

Fact is: At the time of our conversation on January 19, neither the service technician nor I
knew of the impending excessive utility charges, yet. Those charges were based on the broken
meter’s readings after its removal. The respective utility bill was issued on January 21, 2009.

For that same fact, there was no purpose, cause, or reason for a conversation about the meter’s
recording condition. The service technician did not volunteer any such information, and I had no
reason to ask for it.

To underscore the patent absurdity of Avista’s account even further: since 2001, my wife is required
to take certain medications which make her sensitive to heat. Consequently, we maintain the
temperature in our home at approximately 68 degrees (F), year-round.

More important than the course of our conversation, however, is the fact that the service technician
did not conduct an on-site testing of the meter’s capability and accuracy of recording power usage on
January 19, 2009. Abstaining from such testing at the time of its removal may, again, be a viable
indicator for the ‘fatal condition’ of the equipment and the service technician’s decision not to test an
apparently ‘dead’ unit. What would be the point?

To #6: Via listing of factual and fictitious activities in a pretend sequence, Avista tries to
evoke the notion of a timely testing of the defective meter in question, but avoids to reveal actual
dates.

Fact is: The faulty meter was not tested in propinquity of its removal on January 19, 2009
under actual working circumstances at the site of its installation. It was tested nearly three months
later, on April 2, 2009 under laboratory conditions (Exh. 1).

Furthermore, Avista’s Response neglects to mention that, between its removal in January and its
testing in April, the defective meter had been refurbished for future use. Consequently, the test
results confirm acceptable recording capabilities on April 2, but do not represent the meter’s
condition prior to its removal on January 19, 2009.

Avista continues its pseudo-technical gibberish of “...root cause of missed reads ...”, “...flawed
query...”, “No Reads”, “...additional documentation and rigor...”, and “...evolving process...” with
no reference or meaning to the case at hand. After deducting drawn-out verbiage, Avista’s Response
clearly reflects its practice of using Avista customers as Guinea pigs for its equipment, practices and
procedures (“...reviewed periodically and revised as needed.”) and, as our case demonstrates, of



expecting the customers to take financial responsibility for the defects and failings of Avista’s
systems and processes.

Re: I11. Efforts to Resolve

Avista’s “Efforts to Resolve” bemoan a problem with our request for written communication. As a
foreign national from a non-English speaking country, I did not realize such request would cause
particular difficulties for Avista’s ability to resolve the matter at hand, as the issues may be multiple,
but don’t seem to be too complicated. Avista’s own feigned account of my conversation with the
service technician on January 19, 2009 validates our request for the additional effort of verifiable,
written communication with Avista.

As a matter of fact, despite all issues and matters being in writing, Avista’s Response elaborates on
irrelevant internal issues, but misses to touch upon the essential matters of our complaint. Some of
those critical issues are
- Avista’s reliance on the broken meter (#12093810) which allegedly registered over 12,300
kWh above and beyond Avista’s own estimations of our power consumption over 5 months.
The alleged consumption based on the defective meter was about 300% above prior years’
averages. Avista has made no serious attempt to prove the veracity of the replaced meter’s
readings or to explain this drastically increased power consumption during just those
months. Before and after the period of estimations our power consumption was within
the parameters of prior years’ usage.
- Avista’s underhanded distribution of alleged overages over three months with higher rates,
although the accrual had occurred over 5 months. By not responding to this issue, Avista
condones such accounting routine as acceptable procedure.
- Avista’s attempt to appease customers with a deceiving ‘heads-up’ phone call prior to
mailing the horrendous supplemental bill and pretending it to be to the customer’s advantage
when only three months were recalculated.

We have repeatedly made clear to Avista we would pay for the power we actually used or, in lieu of
verifiable data, we would accept billing based on prior years’ consumption averages. Despite, Avista
pursued its disputed claim which it ‘graciously’ reduced based on “...degree days during a warmer
billing period...” and additionally offered a $200 credit. These actions suggest (a) Avista is not in a
position to clearly determine our power consumption for the period in question (August 9, 2008
through January 19, 2009), and (b) Avista is trying to make ‘good will’ concessions without losing a
major portion of its unsubstantiated demand under the guise of “...it would be beneficial to the
customer...”

Testing the new meter (#12151537) on April 10, 2009 was just another one of Avista’s ‘good will’
gestures but was clearly irrelevant to the case at hand. This meter was not subject to our complaint.

Re:  1V.Proposed Outcome

Avista’s “offer” for a payment arrangement was, in fact, a shut-off notice while the dispute was still
unresolved. Avista had adopted the [PUC investigator’s opinion and abandoned our dispute without
resolution by mailing said notice (Exh. 5). A customer service team leader at Avista informed us that
a service interruption was immanent and could only be avoided by either paying the entire claim or
accepting a payment plan. What Avista now touts as a payment plan “offer” was nothing short of



extortion. With no alternative, we accepted the payment plan modified by stipulations with regard to
the outcome of the present complaint and possible future court proceedings.

Meanwhile, in disregard of its own offer, and in blatant contrast to its Response, Avista has rescinded
its payment plan without prior notice to us. After receiving a utility bill dated May 13, 2009 which
clearly showed ‘current charges’ and ‘payment plan amount due’ (Exh. 2), we received a subsequent
utility bill, dated June 12, 2009 which does not consider the payment plan, but demands the entire
remaining (and still disputed) amount of $783.61 (Exh. 3).

Avista’s proposal of sending an Energy Efficiency Engineer to provide on-site analyses of energy
savings measures on and in our home is appreciated but unnecessary. As we have pointed out in prior
correspondence with Avista and the Commission, we have continually over the past four years taken
all feasible measures to conserve energy.

In summarizing, Avista’s disputed claim for payment of supplemental utility charges is based on the
premise of meter readings from a defective meter. The accuracy (or inaccuracy) of the faulty meter is
at the center of this complaint.

- Avista has, aside from a grossly skewed timeline and the test results from a refurbished
meter, not offered any evidence or viable theory as to the correctness of its broken meter’s readings
during the period in question. To the contrary, Avista’s actions during the period of estimations lead
to the conclusion that the subject meter was non-functional or erratic at every level, and Avista was
aware of it.

- Avista falls short of reasonably explaining an approximately 300% usage increase recorded
by a faulty meter over a five months period. Avista has not made any statements as to our prior
energy usage patterns. Those patterns do not support Avista’s claim, as they reflect normal,
explicable fluctuations over the past five years, except for the tremendous spikes during the period
subject to this complaint (Exh. 4).

- Avista has not even tried to explain why the faulty meter was not replaced in a timely
manner, which could have prevented the complaint at hand entirely.

- Avista has not revealed the results of an “investigation” purportedly conducted in
conjunction with the removal of the defective meter. Such results could shed some light on the
meter’s condition prior to its removal. Withholding such information fosters the conclusion that the
investigation results would not corroborate Avista’s claim.

At this juncture, we respectfully petition the Commission to hold Avista, not its customers, liable for
Avista’s systemic, operational and procedural shortcomings and problems, and to dismiss Avista’s
convoluted Response as non-evidential and largely irrelevant in support of its claim.

We ask the Commission to revoke in its entirety Avista’s unsubstantiated claim for utility charges as
they are based on the defective meter #12093810 between August 9, 2008 and January 19, 2009.
We further request to adjust Avista’s respective estimates of our power consumption during said
period to the average levels of our consumption in prior years. Using a 3-year average, the
consumption rates are, for billing dates in

September 2008: 1502 kWh,

October 2008: 1227 kWh,
November 2008: 1073 kWh,
December 2008: 2211 kWh,
January 2009: 3727 kWh.



The Honorable Commissioners’ time and effort spent on the objective consideration of our complaint
is appreciated.

Respectfully,

Kbt a0t

Herbert Pawlik
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Meter Number 120938190 was installed on 07-20-06.

The factory meter test on ©5-16-06 reflects full load 100.03% and light load 99.97%. The test
is within acceptable limits.

On 04-18-08 the customer called concerned meter not registering properly. Avista tested the
meter on site 05-01-08. The meter test shows full load test of 100.1 and light load 100.00.
The meter has tested within acceptable limits.

This meter was removed on 01-19-09. The meter was tested at the office on 04-02-09. The meter
test shows full load test of 99.79% and light load of 99.59%. The meter test is within
acceptable limits.

Meter Number 12151537 installed 91-19-09.
The factory meter test on 05-16-09 reflects full load 100.06 and light load 99.99%.

On 04-10-09 the meter test reflects for full load 99.96% and llght load 99.84%. The meter
test is within acceptable limits.
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Meter test results 05-01-08

EMIPH 12093810 05-31-2005

Meter test results 04-02-09




— Message Center
— Account Number: 330078385 EXHIBIT#Z
, , Paystation Code: 3 .
AIVISTA ciing e 05/13/09 Every Little Bit _
{800) 227-9187 www.avistautilities.com When it comes to energy efficiency,

— RACHEL S JENNINGS every little bit adds up. To see what you
10276 S CARIBOU RIDGE RD can do, visit www.everylittlebit.com
HARRISON, ID 83833 L 1o our Web site f

Your Usage Profile dg?ai?:d osgrrvie:l o?y?)ucr”uasage.
n— 140
Account Summary 120
100
Previous Balance $1,166.28 80
Payment(s) Received through 05/13/09 - Thank you -326.25 60
LATE CHARGE -8.31 ;g
Subtotal 831.72 ok
New Charges - Due By 06/01/09 $202.92 IR Current Period B This Period Last Year
Actual Account Balance 1,034.64 Average Daily Usage 05100 05/08
Payment Plan Amount Due $357.92 Electric (kWh) 78 113
ALATE FEE OF 1% MAY BE ADDED TO PAST DUE BALANCES Temp (* F) 48 46
YOUR ELECTRIC BILL INCLUDES FEDERAL COLUMBIA RIVER BENEFITS SUPPLIED BY BPA.
Current Reading information
Read Type of Meter Rate Meter Reading Read Meter Energy
Date Service Number  Sch Previous Current . Type - Multiplier Usage Amount($)
05/11/09 Electric 12151537 001 14385 16913 Actual 1 2528 202.92
Current Charges Detail Service 04/09/09 to 05/11/09 - 32 Days
Electric Meter Number: 12151537
Energy Usage First 600 kWh 600.00000 Kilowatt hours X .07186 $43.12
Energy Usage Over 600 kWh 1928.00000 Kilowatt hours X .08050 155.20
Basic Charge 460
Current Charges $202.92
~
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154591000520 Wp@@ ETMIC00S 2 6 v Plgasg detach and return the bottom portion with your payment, ¥ ‘ .
Account Number: 330078385
Paystation Code: 3
AivisTa
Due Date: Applies to New Charges Orly 06/01/09
1411 E MISSION AVE Payment Plan Amount Due: $357.92

SPOKANE, WA 99252-0001

Please check here and fil out
reverse if you would like to establish
Automatic Payment Service (APS)

(11190 Y (TP LI AT AT R TR T TR R
019437 1 AT 0.357  cooaseimisassinnns2n 068 + APNTWO :
RACHEL S JENNINGS

HERBERT PAWLIK

10276 S CARIBOU RIDGE RD

HARRISON 1D 83833-8748

Project Share (circle donation) $2 $5 $10 $__
Amount $
Enclosed

Service 10276 S CARIBOU RIDGE RD
Address HARRISON, ID 83833

I ML LGB b L L
AVISTA

1411 E MISSION AVE
SPOKANE, WA 99252-0001
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033007838530000000000000000000000000357926



- Account Number:
w . Paystation Code:
AIVISTA  ciingboe:
. (800) 227-9187
RACHEL S JENNINGS
10278 S CARIBOU RIDGE RD
HARRISON, ID 83833

Message Center

330078385 EXHIBIT 3
06/12/09 Every Little Bit

www.avistautilities.com When it comes to energy efficiency,

every little bit adds up. To see what you

can do, visit www.everylittlebit.com

Log on to our Web site for a

Your Usage Profile detailed overview of your usage.

98
Account Summary 84
Previous Balance $1,034.64 ;g
Payment(s) Received through 06/12/09 - Thank you -357.92 42
LATE CHARGE 6.76 ;’-g
Subtotatl 683.48 0
New Charges - Due By 06/30/09 $100.13 8 Current Period
Total Amount Due $783.61 Average Daily Usage
A LATE FEE OF 1% MAY BE ADDED TO PAST DUE BALANCES Electric (kWh)
YOUR ELECTRIC BILL INCLUDES FEDERAL COLUMBIA RIVER BENEFITS SUPPLIED BY BPA. Temp (° F)
Current Reading Information - B B
Read Type of Meter Rate Meter Reading Read Meter Energy
Date Service Number  Sch Previous Current Type Multiplier Usage Amount{$)
06/10/09  Electric 12151537 001 16913 18164 Actual 1 1251 100.13
Current Charges Detail Service 05/11/09 to 06/10/09 - 30 Days
Electric Meter Number: 12151537
Energy Usage First 600 kWh 600.00000 Kilowatt hours X  .07186 $43.12
Energy Usage Over 600 kWh 651.00000 Kilowatt hours X .08050 52.41
Basic Charge 4.60
Current Charges $100.13
 D19500/000523 APNAE4 000448 ETMIC005 256 v Elease detach and return the bottom portion with your payment. v
Account Number: 330078385
Paystation Code: 3
AiwisTa
Due Date: Applies to New Charges Only 06/30/09
1411 E MISSION AVE Total Amount Due: $783.61
SPOKANE, WA 99252-0001 Project Share (circle donation) $2 $5 $10 $___ ;
Amount s
Please check here and filt out Enclosed .

reverse if you would like to establish
Automatic Payment Service (APS)

Hallins B o Lo E L TR B ERL LB UL 0 LB
019439 1 AT 0.357  000448/019500/000523 063 1 APNBE4
RACHEL S JENNINGS

HERBERT PAWLIK

10276 S CARIBOU RIDGE RD

HARRISON ID 83833-8748

Service 10276 S CARIBOU RIDGE RD
Address HARRISON, ID 83833

(AR A [[ARMISRTANIRRIRRRIR]
AVISTA

1411 E MISSION AVE
SPOKANE, WA 99252-0001 .
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EXHIBIT #5

Account Number: 330078385 i
LISt Fosein oo 3 Final Notice
www.avistautilities.com y/fﬁ} . Payment was due on: 03/31/09
SA UL ¢ G W : 823.41
Charges for Service at: s ;'F “ I?M o l’ ‘/d‘/) Energy Balance: ’
RACHEL S JENNINGS . s f 8
10276 S CARIBOU RIDGE RD ”f"‘"“ Caun Q‘M'f] e 4 7 e of Total Amount Due: $823.41

HARRISON, ID 83833 ,,;L e Gee o P"j ey 4“&“4 e
[f)dgafy r
Your energy service has been scheduled to be shut-off!

To avoid shut-off of your energy service, we must receive your payment of $823.41 by 05/05/2009, or your
service will be shut-off without further notice.

Important: If a serviceman collects the total amount past due at your service address to prevent a shut-off, a
charge may be assessed. Servicemen do not accept cash in Washington and idaho.

If your service is shut off, you will be required to pay a deposit in addition to a reconnection fee, Any :
reconnection of service requested during the hours of 8 a.m. - 7 p.m., Monday - Friday, will be completed the
same day. Any reconnect requested after 7 p-m. or on a weekend or holiday will be completed the next day.
If you have already sent your payment, please notify us.

Please call the number listed below if you wish to discuss this notice or your account.

Avista Toll-free Telephone
1-888-427-3403

Payments made at paystations take 3-4 days to post to your account.

90 Days + Past Due 60 Days Past Due 30 Days Past Due Past Due Balance Total Amount Past Due

$0.00 $0.00 $548.00 $275.41 $823.41

Please read other side for important customer information.

¥ Please detach and return the bottom portion with your payment. v

Account Number: 330078385

Paystation Code: 3
V417, STA
ISTA Due Date: 05/05/09
1411 E MISSION AVE Total Amount Past Due: $823.41
SPOKANE, WA 99252-0001
Amount $
Enclosed .

Service 10276 S CARIBOU RIDGE RD
Address HARRISON, ID 83833
R PR [P T 1T TR TR T TR (T TR
001988 1 AT 0.346  poiesain0tessiootsss o1t 1 APNTH
RACHEL S JENNINGS

HERBERT PAWLIK ﬁd;g;}\“'l"ulI"ill"“llumllMll“l"l"llll"ll“ul
10276 S CARIBOU RIDGE RD 1411 E MISSION AVE
HARRISON ID 83833-8748

SPOKANE, WA 99252-0001

033007838530000000000000000000000000823418
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May 3, 2009

Mr. Dennis Vermillion, President
Avista Utilities

1411 East Mission Avenue
Spokane, Washington 99252

Re:  Unresolved dispute of estimated utility charges on account #330078385

Dear Mr. Vermillion:

Over the past three months we have attempted to resolve a dispute over estimated utility charges
through Avista ‘customer service’, but to no avail. After initially responding to a few of our
concerns, ‘customer service’ ignored the more complex issues, misinterpreted others, and finally
opted to send us a bill and a shut-off advisory, instead.

Apparently, ‘customer service’ is at its wit’s end, however, our dispute remains unresolved.
Hence, we are addressing you in hopes you may assign our dispute to a member of your team
who is qualified and authorized to settle it.

Our dispute is based on a number of questionable practices in Avista’s operations and ‘customer
service’ which can be summarized, as follows:

(a) Avista neglected to replace a broken power meter on our property for five (5) months.
Consequently, Avista ‘estimated’ our power consumption over six billing cycles,
from August 8, 2008 through January 19, 2009.

(b) After replacing the faulty meter, Avista allegedly found to have “under estimated”
our power consumption during those six billing cycles by 12,300 kWh, or $1,466.51.

(c) There is no reasonable explanation for this tremendous increase (approx. 300% over
prior years) in power consumption, as suggested by Avista, except for one: the
defective power meter (#12093810). Avista ‘customer service’ refuses to accept this
simply logical conclusion, despite the absence of any other plausible causes.

(d) A closer look at the related bills revealed numerous inconsistencies and underhanded
practices. Just for one instance, Avista had not distributed the “under estimated”
charges respectively over all six estimated billing cycles, but had lumped the overage
only into the last three billing cycles during which higher utility rates were in place.
This scheme by and in itself resulted in an overcharge of $34.45.



cory?

(¢) Subsequent to our initial dispute letter of February 8, 2009, Avista conceded to have
made a mistake in calculating our consumption for those three months and reduced its
demand by 2670 kWh. Later, we were also offered a $200 credit.

For more details on all issues in dispute, please refer to our prior correspondence, our letters of
February 8, February 17, March 8, and April 5, 2009.

We have not left any doubt about our willingness to pay for our realistic power consumption, but
we do not want to be fleeced as a result of Avista’s broken equipment, deficient operation, or
underhanded billing practices. As it appears, Avista ‘customer service’ either could not fully
comprehend the cause and purpose of our dispute, or may not have the authority to settle
disputes of the given nature. Thus far, ‘Customer service’ has left unanswered both our repeated
proposal for a resolution (billing based on prior years’ average usage), and our suggestion to
forward our case to someone with the authority and integrity for a fair settlement.

Nonetheless, it is our continued hope to find a resolution acceptable to both Avista and us.

Respectfully,

Herbert Pawlik



