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Complaint Report
Complaint Number:  C25 0342

Customer Information
Customer Name:  Herrern Massone, Gregg Ann Account Number:  

Phone Number:  4152033007
Email Address:  greggannherrern@gmail.com

Service
Address: 

931 First Ave
Salt Lake City, UT  84103

Mailing
Address:

820 Yardis Court
Mountain View, CA  94040

Complaint Information
Company Name:  Rocky Mountain Power
Date Received:  11/20/2025 Date Resolved:  11/25/2025
Type of Call:  Complaint Complaint Type:  Line Extension
Complaint Received By:  Kami Kennington Utility Company Analyst:  Christopher Bouthillette
Gone Formal:  NO
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Complaint Description:
This complaint was sent to the division via email and sent as received:

From: dpu.utah.gov 
Date: Thu, Nov 20, 2025 at 11:40 AM
Subject: dpu.utah.gov | Online Complaint Submission From Gregg Ann Herrern Massone
To: 

UTILITY CUSTOMER
Customer Name: Gregg Ann Herrern Massone
If Business, Contact Person:
Primary Phone: 4152033007
Other Phone:
E-mail Address: greggannherrern@gmail.com

Service Address:
931 First Ave Salt Lake City, UT 84103

Mailing Address:
820 Yardis Court Mountain View, CA 94040-4057

INCIDENT DETAILS
Utility: Rocky Mountain Power
Account Number: 
Complaint Type: Line Extension

Complaint:
I was notified by James Mckendrick that I have Infrastructure ( lines) that were 
installed by the utility company, were too low and violating safety and hazardous-
besides his very rough demeanor and threatening to shut off electricity and heat (I have 
shroqens and Lupus) he sent me the following email approximately a week after speaking by 
phone-

Also this is due to a new neighbor who moved next door filing a complaint about lines 
being too low- The home was built in 1898…HISTORIC with deck and was purchased the year 
2000, I have NEVER DONE ANYTHING TO THE ELECTRICAL LINES OR SUB PANELS- THE utility 
company installed them. I have photos from original purchase/appraisal. They installed 
them incorrectly and expect me to finance to move them "NO".

We have presumed easement over the neighbors..after 24+ years.

Email;
On Mon, Oct 27, 2025 at 9:34 AM McKendrick, James (PacifiCorp)  wrote:
Greggann,
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Attached is a map of what I would like to do to correct the service clearance violation 
to this home.

There are two different violations on the service to this home. Clearance of service over 
neighbors’ property (67 N P St.) and clearance from service to balcony.

To correct the clearance over neighbor’s property. RMP would like to install a pole in 
your backyard, which would require a 5’ x 5’ easement.

To correct the clearance of the service to the balcony you have a few choices:

Install 3” conduit from the new pole to the meter base.
Relocate meter to north corner of home.
Remove balcony

Rocky mountain power will pay for pole. Please advise on how you want to proceed.

Thank you,
James McKendrick
Estimator
Rocky Mountain Power
1569 W North Temple,
Salt Lake City, Utah 84116
(385) 227-0020
james.mckendrick@pacificorp.com

I have now received a letter with two colored photos on November 19,2025 of the 
electrical mask an

Suggested Resolution:
1 of 5- No response to my email-
Re: RMP REQ#7505997 931 E 1st Ave clearance issue
Inbox

Gregg Ann Herrern Massone 
Fri, Oct 31, 10:49 AM
to James, bcc: me

Mr. James McKendrick October 31, 2025
Estimator – Rocky Mountain Power
1569 W. North Temple
Salt Lake City, UT 84116

Dear Mr. McKendrick,

12/9/25, 9:52 AM DPU-DB Report



Page 4 of 6

I am writing in response to your recent correspondence regarding “service clearance 
violations” at my home located at 931 East First Avenue. I have reviewed your proposed 
correction options and would like to formally dispute the basis of this request.

This equipment was installed by Rocky Mountain Power (formerly Utah Power) as part of the 
original service connection, and I have not made any modifications or alterations to the 
installation since purchasing the property over 24 years ago. As such, I should not be 
held responsible for correcting or financing issues that arise from the original design, 
placement, or installation of Rocky Mountain Power’s equipment.

Before any action is taken, I respectfully request the following:

1. Why are you not under-grounding the service to resolve the issues?

2. Can you relocate the existing rear pole, perhaps at the property corner or further 
onto the neighbor’s property to the left to resolve the issues?

3. Be advised that my home, built in 1898 is historical and cannot have any alterations 
made to the exterior including deck without approval from the required governing 
authorities-

I am happy to cooperate in resolving legitimate safety concerns, but I do not agree to 
assume financial responsibility for work on infrastructure that was originally installed 
by the utility company.

Please provide written clarification of these points.

Thank you for your attention to this matter.

Sincerely,
Gregg Ann Herrern
Homeowner
931 East First Avenue
Salt Lake City, UT 84103
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Complaint Response:
From: Bouthillette, Christopher (PacifiCorp) 
Date: Mon, Nov 24, 2025 at 6:11 PM
Subject: RE: [INTERNET] UT-HerrernMassone
To: Kami Kennington 
Cc: Customer Advocacy Team 

Hi Kami, 

I called and spoke with Ms. Herrern to discuss her complaint. Ms. Herrern indicated that 
she has owned her home for over 24 years and the conditions were preexisting to when she 
purchased the home. She also stated that her new neighbors didn’t like the low lines and 
reported it to the power company. 

I explained that a company inspector has discovered two service clearance violations at 
the customer’s site. The violations found are the clearance of service over the 
neighbor’s property (67 N P St., Salt Lake City, UT) and the clearance from service to 
balcony.

The company has communicated the violations to the customer and provided several options 
for remedy. 

To correct the clearance over the neighbor’s property, the company would like to install 
a pole in the customer’s backyard, which would require a 5’ x 5’ easement. The cost of 
pole and installation would be paid by the company. 

To correct the clearance of the service to the balcony, the customer has a few options:

Install 3” conduit from the new pole to the meter base.
Relocate meter to north corner of home.
Remove balcony.
The company is willing to cover the cost for the poles and conductor, however the meter 
base is the customer’s responsibility so the cost for the options to correct the 
clearance of the service to the balcony is the customer’s responsibility.

The customer disputes their responsibility to correct the service clearance violations. 
The company has sent a 30-day violation notice to the customer on November 10, 2025 that 
outlines the violations. A copy of the letter has been attached for your review.

The company is responsible to ensure continued safe service and the customer’s refusal to 
remedy the safety violations will result in the disconnection of their electric service 
until compliance.

I have provided my contact information to Ms. Herren if she would like to continue to 
speak with our company estimator or would like to speak with me. I let her know that I 
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will update the Utah Division of Public Utilities with our discussion, refusal to take 
responsibility to remedy the violations, and that the company cannot safely continue to 
provide service with these safety violations at the site.

Please let us know if you have any questions or concerns.

Thank you!
Christopher Bouthillette
Rocky Mountain Power Customer Advocacy Team
Office Phone: 503 963 7540
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Rocky Mountain 
Power
1407 W North Temple
Salt Lake City, UT 
84116

November 10, 2025

Gregg Ann Herrern
820 Yardis Ct,
Mountain View, CA 94040

Meter: 
Service Address: 931 E 1st Ave, Salt Lake City, Utah
Facility Point: 11101001.0325014
Date Identified: 10/27/25

RE: Customer Assigned Condition – 30-Day Violation Notice

Dear Gregg Ann Herrern,

As part of our commitment to safety and reliable electric service, we are notifying you of a safety 
code violation identified by one of our inspectors at the address listed above. Details regarding 
this violation are enclosed. While PacifiCorp maintains power lines and poles, the necessary 
repairs for this type of violation are the responsibility of the property owner.

To ensure the safety of our customers and employees, we ask that you complete the required 
repairs within 30 days of the violation date. Failure to do so may result in the disconnection of 
your electric service, as required by the National Electric Safety Code and/or state regulatory 
requirements. We strongly recommend that all repairs be completed by a licensed and bonded 
electrician to ensure compliance and safety. PacifiCorp’s repair and replacement specifications 
can be found at:

Rocky Mountain Power: https://www.rockymountainpower.net/working-with-
us/builders-contractors/electric-service-requirements.html 

Please note that it is both dangerous and unlawful for anyone other than an authorized PacifiCorp 
employee to break the meter seal or remove the meter. When you are ready to proceed with 
repairs, call us at our toll-free number to schedule a temporary disconnection if needed. Please 
allow at least two business days for scheduling. Once repairs are completed, a city, county, or 
state electrical inspector must approve the installation before we can reconnect your service.



We appreciate your prompt attention to this matter to ensure continued safe service. If you have 
any questions or have completed the necessary corrections, please call us at 1-888-221-7070 
between 8:00 a.m. and 4:30 p.m., Monday through Friday to provide an update. Additionally, 
you may reach out to me directly via phone or email.

Sincerely,
 
James McKendrick
Estimating Department
385-227-0020
James.McKendrick@Pacificorp.com

Enclosures: Violation Details

Important Notice (Multi-Language)



VIOLATION DETAILS

Description of Condition Found:  There are two overhead clearance violations at this address.  
The first issue is related to the overhead service line running above your balcony.  This current 
configuration does not meet our clearance standards.  The second violation is related to how low 
your line sags as it runs through the neighbor’s yard to the North, where it is currently fed from 
pole# 11101001.0 3250414. 

Photos of Condition Found:





IMPORTANT NOTICE

IMPORTANT NOTICE: Your electric service will be shut off due to safety code violations. You 
must act immediately to avoid shutoff. Important information about how you can avoid shutoff is 
printed in English in the enclosed notice. If you do not speak English, please obtain translation 
assistance for this notice. If translation assistance is unavailable, please contact 1-888-221-7070, 
between 8:00 a.m. and 4:30 p.m. to help you. Information on customers’ rights and 
responsibilities printed in this language is also available by calling that number. YOU MUST 
ACT NOW TO AVOID SHUTOFF.

NOTIFICACIÓN IMPORTANTE: Su servicio eléctrico será cortado debido a violaciones del 
código de seguridad. Debe tomar acciones de inmediato para evitar el corte. En la notificación 
adjunta encontrará información importante en Inglés sobre cómo evitar el corte. Si no habla 
inglés, solicite ayuda para la traducción de esta notificación. Si no dispone de asistencia para la 
traducción, por favor solicite ayuda contactando al 1-888-221-7070, entre las 8:00 a.m. y las 3:30 
p.m. La información sobre los derechos y responsabilidades de los clientes impresa en este 
idioma también está disponible llamando a ese número. DEBE TOMAR ACCIONES AHORA 
PARA EVITAR EL CORTE.

ВАЖНОЕ СООБЩЕНИЕ! Ваше электроснабжение будет отключено из-за нарушения 
правил безопасности. Во избежание отключения, вам надлежит принять срочные меры. 
Важная информация о том, как избежать отключения, представлена в письменном виде в 
прилагаемом уведомлении на английском языке. Если вы не говорите по-английски, 
обратитесь за помощью в переводе данного уведомления. Если помощь переводчика 
недоступна, то для получения помощи обратитесь по телефону 1-888-221-7070 с 8:00 до 
16:30. Информацию о правах и обязанностях клиентов, представленную в письменном 
виде на этом языке, также можно получить, позвонив по этому номеру. ВО ИЗБЕЖАНИЕ 
ОТКЛЮЧЕНИЯ ВАМ НЕОБХОДИМО ДЕЙСТВОВАТЬ НЕЗАМЕДЛИТЕЛЬНО!

THÔNG BÁO QUAN TRỌNG: Dịch vụ điện của quý vị sẽ bị cắt do vi phạm quy tắc an toàn. 
Quý vị phải hành động ngay lập tức để tránh bị cắt điện. Thông tin quan trọng về cách tránh bị 
cắt điện được in bằng tiếng Anh trong thông báo đính kèm. Nếu quý vị không nói tiếng Anh, vui 
lòng yêu cầu hỗ trợ dịch thuật cho thông báo này. Nếu không có hỗ trợ dịch thuật, vui lòng liên 
hệ theo số 1-888-221-7070, từ 8 giờ sáng đến 4 giờ 30 chiều để được trợ giúp. Thông tin về 
quyền và trách nhiệm của khách hàng được in bằng ngôn ngữ này cũng sẽ được cung cấp khi gọi 
đến số đó. QUÝ VỊ PHẢI HÀNH ĐỘNG NGAY ĐỂ TRÁNH BỊ CẮT ĐIỆN.
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ແຈ້ງການທີ່ສໍາຄັນ: 
ບໍລິການໄຟຟ້າຂອງທ່ານຈະຖືກປິດເນື່ອງຈາກການລະເມີດລະບຽບດ້ານຄວາ

ມປອດໄພ. ທ່ານຕ້ອງປະຕິບັດທັນທີເພື່ອຫຼີກເວັ້ນການປິດໄຟຟ້າ. 
ຂໍ້ມູນທີ່ສໍາຄັນກ່ຽວກັບວິທີທີ່ທ່ານສາມາດຫຼີກເວັ້ນການປິດໄ

ຟຟ້າແມ່ນພິມອອກເປັນພາສາອັງກິດໃນຫນັງສືແຈ້ງການທີ່ຄັດຕິດມາ

ນີ້. ຖ້າທ່ານບໍ່ເຂົ້າໃຈພາສາອັງກິດ, 
ກະລຸນາຂໍຄວາມຊ່ວຍເຫຼືອໃນການແປພາສາຂອງແຈ້ງການສະບັບນີ້. 
ຖ້າການຊ່ວຍເຫຼືອດ້ານການແປພາສາບໍ່ມີພ້ອມໃຫ້ທ່ານ, 
ກະລຸນາຕິດຕໍ່ 1-888-221-7070, ລະຫວ່າງ 8:00 ໂມງເຊົ້າ ຫາ 4:30 ໂມງແລງ 
ເພື່ອຊ່ວຍທ່ານ. ຂໍ້ມູນກ່ຽວກັບສິດ ແລະ 
ຄວາມຮັບຜິດຊອບຂອງລູກຄ້າທີ່ພິມອອກເປັນພາສານີ້ແມ່ນມີພ້ອມໃ

ຫ້ໂດຍການໂທຫາເບີນັ້ນ. 
ທ່ານຕ້ອງປະຕິບັດດຽວນີ້ເພື່ອຫຼີກເວັ້ນການປິດໄຟຟ້າ.




