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Complaint Report
Complaint Number:  C25 0041

Customer Information
Customer Name:  Cantrell , Melissa A Account Number: 

Phone Number:  4357041701
Email Address:  melissa cantrell@hotmail.com

Service
Address: 

367 S 450 W
Cedar City, UT  84720

Complaint Information
Company Name:  Rocky Mountain Power
Date Received:  2/19/2025 Date Resolved:  2/28/2025
Type of Call:  Complaint Complaint Type:  Additional Charges
Complaint Received By:  Cynthia Dumas Utility Company Analyst:  James Ingram
Gone Formal:  NO
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Complaint Description:
From: dpu.utah.gov 
Date: Wed, Feb 19, 2025 at 10:56 AM
Subject: dpu.utah.gov | Online Complaint Submission From Melissa A Cantrell
To: 

UTILITY CUSTOMER
Customer Name: Melissa A Cantrell
If Business, Contact Person: Melissa A Cantrell
Primary Phone: 4357041701
Other Phone:
E-mail Address: melissa_cantrell@hotmail.com
Service Address:
367 S 450 W Cedar City, UT 84720
Mailing Address:

INCIDENT DETAILS
Utility: Rocky Mountain Power
Account Number: 
Complaint Type: Additional Charges

Complaint:
Rocky Mountain Power bill because they are using faulty meters to up my bill x3. I moved 
into the house on December 10, 2024 with the lease, but did not actually move in until 
after the end of December post Dec. 26. They were charging me for November – December 
2024, a time when I did not rent the residence, and wanted me to pay the back pay. When 
they found their error, they gave me a $10 credit. I am not going to pay a bill for a 
time when I did not live on the site. This is theft and extortion. 
Rocky Mountain Power has SERIOUS meter issues. My bill at my old place 900 sq ft 
apartment was $35. My new place is a house that is 750 sq ft is $103 (more than 3x the 
bill with less space) within 5 miles of each other. The old apartment leaked air and only 
cost $35. The house I moved to is brick with solid wood walls, highly insulated from cold 
weather, and cost me 3x the money. Also it has not snowed in Southern Utah. There were NO 
weather issues. Plain and simple Rocky Mountain Power is a monopoly, greedy crooks. I 
want a serious back credit on my bill. Rocky Mountain Power, that has been outsourced to 
a predatory utility company out of state Wyoming, They want to up the rates 15% (August 
2024) and then up the rates again! Another 15% (coming soon). People in Utah CANNOT 
afford it. There is no rhyme or reason to how they are billing. You live in an apartment 
and you pay $35. You live in a house where you pay $107. That's not reading a meter. That 
is selective billing.

Rhe meter reader called me back past 8 p.m. 2/18/24 and said that if I did not like my 
bill now, my next month's bill the meter reader called me back past 8 p.m. 2/18/24 and 



Page 3 of 11

said that if I did not like my bill now, my next month's bill would be even higher and 
quoted me that my bill would be $348.40 (Please review the call with Rocky Mountain Power 
he said this over the phone). This is retaliatory. For me filing a complaint, they are 
upping my bill..

Suggested Resolution:
Break the Rocky Mountain Power monopoly. Out of state predatory utility company from 
Wyoming should not be dictating Utah power bills. The only power company that should be 
in the state of Utah should be run by Utahns.

Complaint Response:
From: Ingram, James (PacifiCorp) 
Date: Fri, Feb 28, 2025 at 10:42 AM
Subject: RE: [INTERNET] Informal Complaint ~ Cantrell , Melissa A
To: Cynthia Dumas 

Hello Cynthia,

Ms. Cantrell did call our customer service line, and a meter technician was dispatched to 
her home and tested the meter.  Per her instructions, he did not knock on the door, and 
he left a door hanger with the test results.  Her meter tested at 100.02% with full load 
and 99.95% with light load, indicating a weighted average of 99.99% accuracy, which is 
well within acceptable accuracy standards.

Ms. Cantrell has now indicated that she believes her neighbor has somehow connected to 
her service.  The company is investigating this claim; however, the company can assert 
that the meter at her residence is accurately measuring the electric usage onsite.

Regards,

James Ingram
Rocky Mountain Power Customer Advocacy
Toll Free# 1-800-532-1626 ext. 7431
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Additional Info:
From: Cynthia Dumas 
Date: Mon, Feb 24, 2025 at 9:19 AM
Subject: Re: [INTERNET] Informal Complaint ~ Cantrell , Melissa A
To: Ingram, James (PacifiCorp) 

Good Morning James, 

I hope you are doing well. Sorry to hear the difficulty you are having with Ms. Cantell. 
Let me know if there's anything I can do to help. 

Thank you, 
Cynthia Dumas

On Thu, Feb 20, 2025 at 5:34 PM Ingram, James (PacifiCorp)  wrote:
Hello Cynthia,

 I called Ms. Cantell, but upon identifying myself over the phone she hung up and return 
calls have gone to voicemail.  She does not appear willing to communicate with the 
company.

Rocky Mountain Power would be happy to test her meter to ensure accuracy of her billing, 
but we do need her cooperation to do so.

Regards,
James Ingram
Rocky Mountain Power Customer Advocacy
Toll Free# 1-800-532-1626 ext. 7431

 
From: Cynthia Dumas 
Sent: Thursday, February 20, 2025 3:53 PM
To: Ingram, James (PacifiCorp) 
Subject: Re: [INTERNET] Informal Complaint ~ Cantrell , Melissa A

 THIS MESSAGE IS FROM AN EXTERNAL SENDER.
Look closely at the SENDER address. Do not open ATTACHMENTS unless expected. Check for 
INDICATORS of phishing. Hover over LINKS before clicking. Learn to spot a phishing 
message

Hi James, 

Thank you for the update and filling me in on what happened. I will contact Ms. Cantell 
in regards to scheduling her meter test with RMP. 
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FYI - I will be out of the office tomorrow as it is my day off. I will be back on Monday. 

Have a great weekend. 
Cynthia Dumas 

On Thu, Feb 20, 2025 at 4:47 PM Ingram, James (PacifiCorp)  wrote:

Hello Cynthia,

Because Ms. Cantell has concerns regarding the electric usage billed to her, the company 
dispatched a meter technician to her home to test her meter.

Ms. Cantrell refused the meter test, and she also indicated to the employee that she did 
not want to reschedule a time to have her meter tested.  The company was attempting to 
address her concerns regarding her complaint, as she stated in her complaint that, “they 
are using faulty meters… and Rocky Mountain Power has SERIOUS meter issues.” indicating 
that she had concerns regarding the accuracy of the company’s meter.  The company 
attempted to check in with Ms. Cantrell to inform her that we were there to test her 
meter, but she turned the employee away and refused the test. 

The company would be happy to schedule a time with Ms. Cantell to test her meter.  
Without a meter test, there is no way for the company to validate the accuracy of the 
meter at her home.  It is unclear how the company can address Ms. Cantell’s concerns 
regarding meter accuracy if she refuses to allow the company to perform a meter test.

 Regards,

James Ingram
Rocky Mountain Power Customer Advocacy
Toll Free# 1-800-532-1626 ext. 7431

From: Cynthia Dumas 
Sent: Thursday, February 20, 2025 3:39 PM
To: Ingram, James (PacifiCorp) 
Subject: Re: [INTERNET] Informal Complaint ~ Cantrell , Melissa A

 THIS MESSAGE IS FROM AN EXTERNAL SENDER.
Look closely at the SENDER address. Do not open ATTACHMENTS unless expected. Check for 
INDICATORS of phishing. Hover over LINKS before clicking. Learn to spot a phishing 
message

Hi James, 

I hope you are doing well. I had an interesting call with Ms. Cantrell regarding a RMP 
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representative showing up to her house unannounced and without her approval. Is there any 
way you could check on this for me, and give Ms. Cantrell a call?

Looking forward to hearing from you. 
Cynthia Dumas
-----------------------------------------------------------------

From: melissa cantrell 
Date: Mon, Mar 3, 2025 at 7:31 PM
Subject: Re: Informal Complaint
To: Cynthia Dumas 

Hello Cynthia,
I emailed James, and have not heard back.  I had a Rocky Mountain Power technician come 
out to check the wiring. He believes that the neighbors at 359 S 450 W Cedar City, Utah 
84720 were committing utility theft. Supervisor-Alexa at Rocky Mountain Power then told 
me to call the Cedar City Police Department. Dispatch at Cedar City Police Department 
said that they did not handle utility theft and had not seen a case of it in over 10 
years, and then referred me back to Rocky Mountain Power again.  Rocky Mountain Power 
supervisor Cindy today 3/3/25 around 8:00 a.m. I told her what was going on, and she said 
she would either send a tech named Greg to check it out or she would call me herself. No 
one called. No one stopped by.   

From either 2/27/25 Thursday or Friday 2/28/25 a tech stopped by and said it could be my 
neighbors stealing my electricity. 

I went online and saw multiple complaints about Rocky Mountain Power jacking power bills. 
It must be the whole state that is having utility theft - that or the REAL utility 
thieves are Rocky Mountain Power themselves. They refused to call me. They won't send 
techs. I try to reach out to them. James has not reached back. Cindy never reached back, 
and the tech Greg never called me. This is more suspicious. 

I am leaving what the Rocky Mountain technician left on my front door as an explanation.  
Will you please add this to the docket? 

Melissa 
---------------

From: dpu.utah.gov 
Date: Wed, Mar 5, 2025 at 9:07 AM
Subject: dpu.utah.gov | Online Complaint Submission From Melissa Cantrell
To: 
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UTILITY CUSTOMER

Customer Name: Melissa Cantrell

If Business, Contact Person: Melissa Cantrell

Primary Phone: 4357041701

Other Phone:

E-mail Address: melissa_cantrell@hotmail.com

Service Address:

367 S 450 W Cedar City, UT 84720

Mailing Address:

,

INCIDENT DETAILS

Utility: Rocky Mountain Power

Account Number: 

Complaint Type: Additional Charges

Complaint:
My name is Melissa Cantrell. I turned Rocky Mountain Power in for a high unexplained bill 
in February. Part of the month I was not home due to work demands. My bill for 1 person 
was $219.00 in February. A tech banged on my door and rang the doorbell multiple times, 
woke me up as I work nights, and then was at my meter checking it. It seemed suspicious. 
I had them come out another day because my March bill was $274 with me being even more 
cautious about electrical use, the bill went up like they were retaliating against me for 
turning them in – very suspicious.

I had a tech come out again and check the power lines to be sure the neighbors were not 
using my electricity, and there is power 5 lines on the same transformer. No way to tell 
who is powering up what. I have asked them to fix it as a broken transformer with wires 
down could be a fire hazard, and Rocky Mountain Power is no longer responding. I need 
them to come out now and fix this issue. I cannot be charged over $500 for other people's 
bills.

Suggested Resolution:
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I want a full refund for the last 2 months because the bill was inaccurate, I should not 
be charged anything.
-------------

From: Stefanie Liebert 
Date: Wed, Mar 5, 2025 at 3:58 PM
Subject: UT - Cantrell, Melissa A
To: Ingram, James 
Cc: Cynthia Dumas 

Good afternoon James,

The Division has received additional comments from Ms. Cantrell, which I've included at 
the end of the additional information section of the complaint. I have informed Ms. 
Cantrell that her comments will be forwarded to Rocky Mountain Power in hopes of 
resolving her concerns. Additionally, I have provided her with the forms and instructions 
to file a formal complaint.

Best regards,

Stefanie Liebert | Customer Service 

From: Ingram, James (PacifiCorp) 
Date: Wed, Mar 5, 2025 at 4:14 PM
Subject: RE: [INTERNET] UT - Cantrell, Melissa A
To: Stefanie Liebert 
Cc: Cynthia Dumas 

Hello Stefanie,

Rocky Mountain Power did investigate Ms. Cantell’s claims regarding her service.  As you 
know, the company was able to test the meter on the second visit, and the meter tested 
within accuracy standards.  On Monday, March 3, 2025, the company also was able to 
inspect Ms. Cantell’s service based upon her claims that someone had tampered with the 
service connection.  The company found no evidence of tampering or anyone interfering 
with the electric service to her home.  I have attached company pictures taken onsite.

The company has informed Ms. Cantrell of the outcome of our investigation by email.

Regards,

James Ingram
Rocky Mountain Power Customer Advocacy
Toll Free# 1-800-532-1626 ext. 7431
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__________________________________________________________
From: melissa cantrell 
Date: Wed, Mar 12, 2025 at 8:55 AM
Subject: Fw: Utah Division of Public Utilities Complaint Number: C25-0041 - Rocky 
Mountain Power
To: Cynthia Dumas 

Hello Cynthia, 
I responded to Rocky Mountain Power this morning. I have this for the record. If you 
would like to add it to the docket, please do so. 

Thanks, 
Melissa Cantrell
From: melissa cantrell 
Sent: Wednesday, March 12, 2025 8:53 AM
To: Customer Advocacy Team 
Subject: Re: Utah Division of Public Utilities Complaint Number: C25-0041 - Rocky 
Mountain Power
 
Hello Rocky Mountain Power,

You need to catch up.

Late February 2025
A tech came late February banging on my door, ringing my door bell as if the police. I 
had a bill of $219 and was complaining about it. I work nights. He woke me up. I ran 
around the house to see who it was. I apparently scared the tech; he continued to do his 
work and gave me a bill of $274 for the next month (for 1 person). I paid the $219.Your 
customer service accused me of preventing them from getting to the meter. The tech was at 
the meter for at least 15 minutes before leaving. The meter is in the driveway. Anyone 
could walk up to it.

February 27, 2025 Rocky Mountain Power-Tanner showed up to double check the meter, it was 
accurate. I checked the numbers; the numbers were correct. For a moment, the Rocky 
Mountain Power techs shut off the electricity to my meter. That day my next-door neighbor 
from 359 S 450 W Cedar City, Utah was on her cell phone pacing back and forth in front of 
my house screaming at her boyfriend that he needed to fix the electric. That is when I 
first suspected my neighbors were wiring into my electricity.

On February 28, 2025 another tech came out on the transformer there are a total of 5 
wires connected, one that is feeding back to my meter. The wire runs to my rooftop and is 
twisted around my wire, and then runs back to my neighbor's yard, wiring back to my meter 
making my bill go higher. It was not certain how much higher. The wires are very DIY, 
different colors that Rocky Mountain Power and loosely wired. I have never seen any Rocky 



Page 10 of 11

Mountain Power tech use an electrical white wire to double wire and let it hang loosely. 
It looked very suspicious. I was told to call Rocky Mountain Power and schedule someone 
to come out.

On March 3, 2025 at 8:00 a.m. I reached Rocky Mountain Power Supervisor - Cindy. She 
laughed at me on the phone saying if anyone tried to wire into my electric that they 
would be electrocuted. She was very rude. I gave her a low rating after the call. She 
said she would have Greg come out or she would call me back. Greg never came out, never 
called me. Cindy never called me either. I was completely blown off by your customer 
service.

On March 5, 2025 I got an email from you in your own words:
We have inspected the service wire attachment to your home and found no tampering or 
interference.  There is no indication that any of your neighbors are tapped into your 
electric service.  At this time, Rocky Mountain Power is confident that you have been 
billed correctly for your electric usage.

You must not be keeping up with your techs. I have a note from a technician TELLING me 
that the wires went back to my neighbor's yard. YOUR OWN TECH LEFT A NOTE. Stop trying to 
lie, deny and cover it up. 

In the back of my neighbor's house 359 S 450 W there is a DIY tiny house village with 
about 3-4 tiny houses, they are wired to the same transformer that I am. On Saturday 
night March 8. 2025 there was a loud party at my neighbor's house 359 S 450 W. On Sunday, 
March 9 at 4:26 a.m. I heard a loud popping sound like a gun firing. I looked around, did 
not know where the sound was coming from. I looked in the morning and there were some odd 
pink wires going to the tiny house units. These are not Rocky Mountain Power wires. The 
pop noise sounded like they were moving something electrical. There are trees and 
numerous houses. This is a fire hazard. My neighbors should not be touching any of the 
Rocky Mountain Power wiring.

I have not had a day off from work and have been in and out of town unable to take care 
of this. I am home for the next 5 days and I need Rocky Mountain Power to fix this 
immediately. I believe the bills you have been sending me are theirs. In 359 S 450 W 
there is an upstairs/downstairs unit that are separate and they rent by the room to 
college students. The DIY tiny houses have about 3-4 units and they also rent by the 
room. There are numerous people in the living area. Spring Break is 3-11-25 to 3-16-25. 
It's the perfect time for Rocky Mountain Power to check/change the wires. 

I want the wiring of my house to be moved away from 359 S 450 W. The wiring goes from the 
roof top please bring a ladder. The transformer is a good 20-30 feet high. I also am 
requesting to not be on the same transformer as the next-door neighbor and to move my 
electrical wiring to a different phone pole to prevent utility theft. Please call me 435-
704-1701/Melissa Cantrell.
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Thanks, 
Melissa 
_____________________________

From: Cynthia Dumas 
Date: Mon, Mar 17, 2025 at 11:30 AM
Subject: Re: Fw: Utah Division of Public Utilities Complaint Number: C25-0041 - Rocky 
Mountain Power
To: melissa cantrell 

Good Morning Melissa, 

I hope this email finds you well. Thank you for your patience with me as I was out of 
town for a couple of weeks. I have been catching up on the details of your case and 
reading all the emails. At this time the next step is for you to file the Formal 
Complaint with the Public Service Commission (Commission). The Commission is the one who 
has jurisdiction over them and you will file your complaint with them. All of the 
instructions to do so are on the last page of the formal complaint instructions, see 
attached. 

Once you file your Formal Complaint with the Commission they will ask the Division for a 
copy of your informal complaint, so everything that has been sent from you and RMP will 
all be sent to the Commission to have for record to your docket. 

I hope this is helpful. 

Have a great day,
Cynthia Dumas



Utility Complaints <utilcomp@utah.gov>

Fwd: Docket No: 24-035-04
1 message

PublicService Commission <psc@utah.gov> Wed, Feb 19, 2025 at 11:06 AM
To: melissa.cantrell921@gmail.com, Utility Complaints <utilcomp@utah.gov>

Hello,
Thank you for your email.
I am forwarding your email to the Division of Public Utilities to start the informal complaint process (they are also copied on this email) .
Please let us know if you have any other questions.
Have a great day.

---------- Forwarded message ---------
From: Melissa Cantrell <melissa.cantrell921@gmail.com>
Date: Wed, Feb 19, 2025 at 10:58 AM
Subject: Docket No: 24-035-04
To: psc@utah.gov <psc@utah.gov>

Rocky Mountain Power bill because they are using faulty meters to up my bill x3. I moved into the house on
December 10, 2024 with the lease, but did not actually move in until after the end of December post Dec. 26.
They were charging me for November - December 2024, a time when I did not rent the residence, and
wanted me to pay the back pay. When they found their error, they gave me a $10 credit. I am not going to pay
a bill for a time when I did not live on the site. This is theft and extortion. 

Rocky Mountain Power has SERIOUS meter issues. My bill at my old place 900 sq ft apartment was $35. My
new place is a house that is 750 sq ft is $103 (more than 3x the bill with less space) within 5 miles of each
other. The old apartment leaked air and only cost $35. The house I moved to is brick with solid wood walls,
highly insulated from cold weather, and cost me 3x the money. Also it has not snowed in Southern Utah.
There were NO weather issues. Plain and simple Rocky Mountain Power is a monopoly, greedy crooks. I
want a serious back credit on my bill. Rocky Mountain Power, that has been outsourced to a predatory utility
company out of state Wyoming, They want to up the rates 15% (August 2024) and then up the rates again!
Another 15% (coming soon). People in Utah CANNOT afford it. There is no rhyme or reason to how they are
billing. You live in an apartment and you pay $35. You live in a house where you pay $107. That's not
reading a meter. That is selective billing. Their rep called me past 8 p.m. 2/18/25 to discuss my bill. That's
insane and illegal by the FTC. Then he let me know that my next bill was going to be EVEN higher. Then their
supervisor-Toya told me she would send them out to check my meter again. She offered zero help. Still going
to charge me the same 3x the amount.

The other part that upset me is when I called to complain about the bill, the meter reader called me back past
8 p.m. 2/18/24 and said that if I did not like my bill now, my next month's bill would be even higher and quoted
me that my bill would be $348.40 (Please review the call with Rocky Mountain Power he said this over the
phone). This is retaliatory. For me filing a complaint, they are upping my bill. 

BREAK THE ROCKY MOUNTAIN POWER MONOPOLY.  OUT OF STATE PREDATORY UTILITY COMPANY
FROM WYOMING SHOULD NOT BE DICTATING UTAH POWER BILLS. IT SHOULD BE A UTAH STATE
POWER COMPANY RUN BY UTAHNS THAT LIVE IN STATE.

--
Public Service Commission of Utah
160 E 300 S, 4th Floor
Salt Lake City, UT 84111
801-530-6716
psc@utah.gov









New Mailing Address or Phone?
Please print your new information below and check the box on

the reverse side of this Payment Stub. Thank you.

ACCOUNT NUMBER: 

LAST FIRST

NEW STREET ADDRESS

CITY

ST ZIP TELEPHONE NUMBER

M.I.

PAGE 2 OF 2

BILLING DATE:  Feb 21, 2025 ACCOUNT NUMBER:  DUE DATE:  Mar 17, 2025 AMOUNT DUE:  $273.87

Questions about your bill: Call toll free 1-888-221-7070               RockyMountainPower.net

ment and you will not receive your check back from your financial institution. If you would like to opt out of this program and
continue processing your payment as a check transaction, please call 1-800-895-0561. If you have opted out previously,
please disregard this message.

The Blue Sky program will not be Green-e® Energy certified in 2025. It will continue to be overseen by your state's public util-
ity commission and audited annually. Learn more at RockyMountainPower.net/BlueSky2025 or call 1-888-221-7070.




