500G Meter Module Replacement FAQs

Communication module replacement — CPS Energy is undertaking a coordinated effort to replace a
part that resides on the gas meter, which allows the meter to communicate meter reads remotely
without a technician entering the customer’s property.

Zone 1 Utilities Services is a 37 party meter installation company that will be upgrading meters on
behalf of CPS Energy.

Q: Are the gas meters out?
A: Gas meters are working, but the communication module on some meters is not working because the
communication module needs to be replaced.

Q: Why can’t CPS Energy get better gas meters or look into using a different company for gas
meters?

A: Our gas meters are working as expected, but the communication module on some gas meters is not
transmitting consumption data and needs to be replaced. Once the communication module is replaced,
a supervisor may potentially come back within 30 days to perform a quality review. Once confirmation
has been made of a successful data transmission, remote meter reading will resume.

Q: Will CPS Energy keep coming back every month to read meters? | thought they were smart
meters.

A: The communication module on your gas meter has failed and needs to be replaced. Once replaced, a
supervisor may potentially return within 30 days to perform a quality review. Once confirmation has
been made of a successful data transmission, remote meter reading will resume.

Q: Why do you keep coming to read my meter?

A: The communication module on your gas meter failed and is not transmitting consumption data as
expected. Since the gas module is not working, there is a need to read your meter in person or estimate
your usage for billing. Once the communication module has been replaced, a supervisor may potentially
come back within 30 days to perform a quality review. After successful data transmission is confirmed,
remote meter reading will resume.

Q: When will they come to change my communication module?

A: Field technicians have already been working throughout our service territory to address the
communication module issue. Door hangers detailing the need to access a customer’s property will be
left behind if the technician cannot access the customer’s property or gas meter. The door hanger will
provide details on how the customer can schedule an appointment to have this work completed.

Q: They already changed my communication module, so why do you still need to come to my home to
read my meter?

A: Once the communication module has been replaced, a supervisor may potentially come back within 30
days to perform a quality review. After successful data transmission is confirmed, remote meter reading
will resume.

Q: Why are you here to read the gas and not the electric meter?

A: The remote meter-reading capability for the electric meter on your property is functioning, but the
gas meter requires maintenance to restore remote meter-reading capability. Once the communication
module is replaced, a supervisor may potentially come back within 30 days to perform a quality review.
After successful data transmission is confirmed, remote meter reading will resume.

Q: I thought my meters are being read over the air. How long before this is fixed?
A: Once the communication module is replaced, a supervisor may potentially come back within 30
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days to perform a quality review. After successful data transmission is confirmed, remote meter
reading will resume. Field technicians have already been working throughout our service territory to
address the communication module issue. Door hangers detailing the need to access a customer’s
property will be left behind if the technician is unable to access the customer’s property or gas meter.
The door hanger will provide details on how the customer can schedule an appointment to have this
work completed.

Q: What happens if I (customer) am not here to open the gate when you come to replace the
communication module?

A: If we are unable to access the meter on your property we will leave behind a door hanger to let you
know we stopped by. The door hanger will contain contact information so you can reschedule the visit.

Q: We were told when you installed these meters, you would not have to enter the yard ever again.
A: The communication module on some meters is not working and needs to be replaced. Once the
communication module is replaced, a supervisor may potentially come back within 30 days to perform a
quality review. After successful data transmission is confirmed, remote meter reading will resume. We
will let you know if maintenance is required in the future.

Are you going to work on all the gas meters in my neighborhood?

A: The communication module on some meters is not working and needs to be replaced. Once the
communication module is replaced, a supervisor may potentially come back within 30 days to perform a
quality review. After successful data transmission is confirmed, remote meter reading will resume.

Will this make my CPS bill go up?

A: There is no charge for the gas meter maintenance service. Bills are based on usage. When the remote
reading capability is restored, any estimated usage will be compared to actual usage. If the estimate was
higher than actual usage, your bill may appear to be lower when remote reading is restored. If the
estimate was lower than actual usage, the bill will be higher when remote meter reading is restored.

You will only be billed for the gas you used.

Were you billing me incorrectly? Am | going to have to pay more eventually for an estimated bill?
A: You will only be billed for the gas you used. Bills are based on consumption. When the remote
reading capability is restored, any estimated consumption will be compared to actual usage. If the
estimate was higher than actual usage, your bill may appear to be lower when remote reading is restored.
If the estimate was lower than actual usage, the bill will be higher when remote meter reading is
restored.

Will you have to turn off my gas service while you replace the module? If you must turn off the
gas service, will you relight my pilot light(s)?

A: There should be no outage to the customer while replacing the communication module. However, if
the meter is in need of a meter replacement, our contractor, Zone 1 Utilities Services, will follow up
with CPS Energy so a qualified CPS Energy field technician can assess and perform repairs if needed.
This process can be scheduled at the customers convenience.

Do I need to do anything before you come to service my gas meter?

A: Our field technicians need access to the gas meter. If the gas meter is located behind a gate that is
usually locked, we request you unlock the gate and allow our technician access to the meter so the work
order can be completed. Additionally, please make sure the area in front and around your meter is clear
of any items or debris and that all dogs are restrained for our technicians to safely perform the
maintenance to the gas meter.



