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ELECTRIC: 52 Pa Code 54.1 — 54.9:
54.1. Purpose.
54.2. Definitions.

54.3. Standards and pricing practices for retail
electricity service.

54.4. Bill format for residential and small business

customers.

54.5. Disclosure statement for residential and small
business customers.

54.6. Request for information about generation
supply.

54.7. Marketing/sales activities.

54.8. Privacy of customer information.

54.9. Complaint handling process.




62.71. Purpose.
62.72. Definitions.

62.73. Standards and pricing practice for retail natural
gas service.

62.74. Bill format for residential and small business
customers.

62.75. Disclosure statement for residential and small
business customers.

62.76. Request for information.

62.77. Marketing/sales activities.

62.78. Privacy of customer information.

62.79. Complaint handling process.

62.80. Common natural gas competition terms.
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54.1: See this provision re : applicability to
residential, commercial and industrial
customers).

54.2: DEFINITIONS: includes Basic Services,
Consumer Contract, Generation Charges,

Historical Billing Data, Renewable Resource,
Small Business Customer, etc.

54.3: STANDARDS AND PRICING PRACTICES
FOR RETAIL ELECTRICITY SERVICE: Use
common terminology, including EDC, in
customer communications.

54.4: BILL FORMAL.




54.5. DISCLOSURE STATEMENT FOR RESIDENTIAL AND
SMALL BUSINESS CUSTOMERS:

[=]

Price: fixed or variable... if variable... conditions
of variability and limits on variability.

Length of agreement.

Special offers, incentives, etc.

Cancellation provisions.

Penalties, fees, exceptions in a larger print size.
3-day right of rescission.

How customer will be billed.

Definitions and contact information.
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5 Renewal provisions for electric have
been superseded by subsequent
guidelines (M-2010-2195286),
September 23,2010.

51 Residential /small business
disclosure statements are reviewed

/approved by Commission staff as
part of the residential supplier
licensing process.
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54.6: REQUEST FOR INFORMATION ABOUT
GENERATION SUPPLY: have to be able to
support marketing claims and provide

information to consumers.
54.7: SALES AND MARKETING ACTIVITIES:

& Advertised prices = contract price = billed
price.

= Show prices for 500, 1000 and 2000 kWh.

E Marketing materials made available to PUC
upon request.
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= 54.8: Privacy of Customer Information : Eligible
customer lists; see M-2010-2183412 from
11/12/10 Public Meeting. Customers can
restrict release of phone numbers and usage
data. Victims of domestic violence and other
endangered customers can restrict the release
of all data.

54.9: Complaint Handling Process: Chapter 56
dispute procedures apply for residential
consumers; EDCs and EGSs shall address
disputes and give the Commission access to
necessary documents.
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& I'he guidelines for these notices (when to send;
what they need to contain, etc.) are in
Guidelines Regarding Advance Notification by an
Electric Generation Supplier of Impending
Changes Affecting Customer Service (M-2010-
2195286, September 23, 2010)

= Apply to residential and small business.

= As a FIXED-TERM contract nears its end...or if

the supplier wants to change the terms of a
MONTH-TO-MONTH contract, the supplier must
send advance notifications to the customer.
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& These guidelines supersede the renewal notice
regulation at 54.5(g)(1).

2 notices (either mailed separately or included
in the bills).

FIRST NOTICE (Initial Notice): 52-90 days

before the expiration/change. Notice to
include: date of change/expiration; general
description of change; when to expect the
second notice and explanation that the second
notice will include customer options.




SECOND NOTICE (Options Notice): at least 45 days
prior to the change/expiration. Includes:

&5 What the supplier is offering or changing.

& Customer options (may include accepting offer,
returning to EDC default service or selecting a new
supplier).

= EDC'’s price to compare (may be an estimate).

= Date by which the customer must act.

& Information on the PUC’s and OCA’s shopping
website.




WHAT HAPPENS IF THE CUSTOMER FAILS
TO RESPOND TO THE NOTICES?

& Per the Guidelines, if a supplier is

offering new contract terms, the supplier
can impose the new contract terms as long
as the new contract is month-to-month
and there is no cancellation penalty. The
customer may cancel at any time.




57.171. Definitions.

57.172. Customer contacts with the EDC.
57.173. Customer contacts with EGSs.
57.174. Time frame requirement.

57.175. Persons authorized to act on behalf of a
customer.

57.176. Valid written authorization.
57.177. Customer dispute procedures.

57.178. Default service provider.

57.179. Record maintenance.




59.91.
59.92.
59.93.
59.94.
59.95.

Definitions.
Customer contacts with the NGDC.
Customer contacts with NGSs.

Time frame requirement.

Persons authorized to act on behalf of a

customer.

59.96.
59.97.
59.98.
59.99.

Valid written authorization.
Customer Dispute Procedures.
Provider of last resort.

Record maintenance.




= Apply to all customers.
= 57.171: Definitions.

E 57.172: Customer contacts with the EDC:
Customers must contact the EGS to obtain supply.

= 57.173: Customer contacts with EGSs: The EGS,

“upon receiving direct oral confirmation or written
authorization from the customer to change the
EGS”... notify the EDC of the customer’s EGS selection
“by end of next business day” (note: the Commission
has waived this timeframe in cases where service is to
start on a date in the distant future per the terms of
the disclosure statement).




& The EDC, by the end of the next business day,
sends a 10-day confirmation letter to customer.

The 10-day CONFIRMATION letter:

& Informs the customer that his or her service will
pe switched by a given date unless the customer
notifies the EDC otherwise.

Is intended to stop an unauthorized switch and
IS NOT intended to create a second “rescission”
opportunity for the customer.




& 57.174: Time frame requirement: EDC shall
make the change “...at the beginning of the first
feasible billing period...” EDCs have rules (16-
day rule, etc.) that may be in their supplier

coordination tariffs or agreements.

57.175: Persons authorized to act on behalf of
a customer: customers can provide the EDC
with a list of people authorized to initiate a
change of supplier.




& 57.176: Valid Written Authorization:
suppliers cannot use contests entries,
cancelled checks, etc., to switch a customer.
Enrollment form has to be solely an
“enrollment form.”

57.177: Customer Dispute Procedures:
DCs and EGSs must consider all slamming
legations as DISPUTES and must follow
napter 56 dispute rules. This includes
referring the customer to the PUC.
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& (d) If a customer files an informal complaint with the
Commission alleging that the customer’s EGS was
changed without the customer’s consent, the Bureau of
Consumer Services will issue an informal decision that
includes a determination of customer liability for any EGS
bills or administrative charges that might otherwise apply,
rendered since the change of the EGS.

(e) In addition to customer-specific remedies, the
Commission may, after investigation and decision, assess
fines under 66 Pa.C.S. Chapter 33 (relating to violations
and penalties) and initiate proceedings to revoke the
license of an EGS that demonstrates a pattern of violating
this subchapter. The Commission may order a particular
EGS that has a pattern of violating this subchapter to
obtain written authorization from every new customer as
a condition of providing service in this Commonwealth.
Nothing in this subchapter is intended to limit the
Commission’s authority.
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In Pennsylvania Public Utility Commission v. Total
Gas & Electric Inc., (September 26, 2001; M-
00011529), the Commission declared that:

The Commission does not trivialize allegations of
unauthorized enrollment of customers, or

“slamming”, and seeks to deter such conduct
Py instituting firm retaliatory measures for
violations of the Commission’s regulations
with respect to enrolilment of customers.

E “Misrepresentation” can = “SLAMMING.”
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E 66.2809: Requirements for electric

generation suppliers:

...In regulating the service of electric generation
suppliers, the commission shall impose

requirements necessary to ensure t

present quality of service provided
utilities does not deteriorate, incluc

nat the
oy electric
Ing assuring

that adequate reserve margins of e
are maintained and assuring that 52 Pa. Code

Ch. 56 (relating to standards and bil

ectric supply

ling practices

for residential utility service) are maintained.




Statutory requirements for licensing electric
generation suppliers at 66 Pa. C.S. § 2809 (b) & (e)
include compliance with Commission regulations at
Chapter 56:

& A license shall be issued to any qualified applicant .

.. if it is found that the applicant is fit, willing and
able to perform properly the service proposed and
to conform to the provisions of [Title 66] and the
lawful orders and regulations of the commission,
including the commission's regulations regarding
standards and billing practices . ...
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EGS Licensing Regulations:
§ 54.37. Approval.

(a) A license will be issued, authorizing the whole or

any part of service requested, if the Commission
finds that:

(1) The applicant is fit, willing and able to properly
perform the service proposed in conformance with
applicable provisions of the code and the lawful
Commission orders and regulations, specifically
including Chapter 56 (relating to Standards and
Billing Practices for Residential Utility Service).




HOWEVER... only sections of Chapter 56 that
apply to a supplier’s operations are APPLICABLE.

EXAMPLE: Sections 56.81 - 56.118 relate to
TERMINATION OF SERVICE. Since suppliers
do not “terminate” service (the physical
cessation of service without the consent of
the customer), these sections do NOT apply
to suppliers.




EXAMPLES OF SECTIONS THAT MAY APPLY:
= 56.11: Billing frequency.
E 56.14: Make-up bills.

& 56.15: Billing information.

[ 56.21: Payment.

E 56.22: Late payment charges.

= 56.140 — 181: Dispute procedures.




56.151 — 152:

[=]

Investigate the customer’s dispute using
methods reasonable under the circumstances.

Provide complainant with information that is
sufficient for the customer to arrive at an

informed judgment on the disputed matter.

Inform the customer of his or her right to
contact the PUC (Bureau of Consumer Services
to file an informal complaint) and provide the
customer with the correct contact information.

Do all of this within 30 days.




By Commission order entered June 18, 1998,
suppliers serving residential customers must be
able to provide budget billing.

= See 52 Pa. Code 56.12(7).
& Suppliers can request waivers from this

requirement. BlueStar (P-2010-2164782) and
EnergyPlus (P-2010-2158189) currently have
temporary waivers.

EDCs report that they can calculate a unified
budget amount that includes supplier and EDC
charges for POR customers... so this should not
be much of an issue going forward?




Interim Guidelines Regarding Notification by an
Electric Generation Supplier of Operational
Changes Affecting Customer Service and
Contracts, entered August 13, 1998 at M-
00960890F.0013.

& Addresses what is to occur if EGS changes
pusiness plan; assigns customers to another
supplier, exits the market, etc.

= Important point: Notice(s) must be provided
to both customers and the Commission.




ELECTRIC:
5154.43
5154.122
GAS:
162.114
162.141
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TITLE 52

PUBLIC UTILITIES

PART I. Public Utility Commission
Subpart A. General Provisions
Chapter 1. Rules of Administrative Practice and Procedure (View pdf)
Chapter 3. Special Provisions (View pdf)
Chapter 5. Formal Proceedings (View pdf)
Subpart B. Carriers of Passengers or Property
Chapter 21. General Provisions (View pdf)
Chapter 23. Tariffs for Common Carriers (View pdf)
Chapter 27. Air Transportation (View pdf)
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The Pennsylvania Public Utility Commission balances the needs of

consumers and utilities to ensure safe and reliable utility service at

reasonable rates; protect the public interest; educate consumers to
make independent and informed utility choices; further economic
development; and foster new technologies and competitive markets
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