Glossary of Terms





	Consumer Complaint Rate - The number of consumer complaints per 1,000 residential customers.



	Consumer Complaints - Cases to the Bureau of Consumer Services involving billing, service, rates and other issues not related to requests for payment terms.



	Customer Assistance Program (CAPs) - Alternative collection programs set up between a utility company and a customer that allow low-income, payment troubled customers to pay utility bills that are based on household size and gross household income.  CAP participants agree to make regular monthly payments, which are usually less than the current bill, in exchange for continued utility service.



	Electric Distribution Company (EDC) - Owner of the power lines and equipment necessary to deliver purchased electricity to the customer.



	Electric Generation Supplier (EGS) - A person or corporation, generator, broker, marketer, aggregator or other entity, that sells electricity, using the transmission or distribution facilities of an electric distribution company (EDC).



	Hardship Funds - Utility-sponsored funds that provide cash assistance to low- income utility customers to help them pay their utility bills.



	Infraction:  A misapplication or infringement of a Commission regulation, particularly the standards and billing practices for residential utility service.



	Infraction Rate - The number of informally verified infractions per 1,000 residential customers (includes infractions drawn from both consumer complaints and payment arrangement requests).



	Inquiries - Consumer contacts to the Bureau of Consumer Services that, for the most part, require no follow-up investigation beyond the initial contact.



	Justified Consumer Complaint Rate -The number of justified consumer complaints per 1,000 residential customers.



	Justified Payment Arrangement Request Rate -  The number of justified payment arrangement requests per 1,000 residential customers.

	Payment Arrangement Request Rate - The number of payment arrangement requests per 1,000 residential customers.



	Payment Arrangement Requests - Consumer requests for payment arrangements principally include contacts to the PUC’s Bureau of Consumer Services involving a request for payment terms in one of the following situations:  suspension/termination of service is pending; service has been suspended/terminated and the customer needs payment terms to have service restored; or the customer wants to retire an arrearage.



	Problem Categories - A breakdown of residential consumer complaints by specific problem categories such as billing, credit and deposits, service quality, rates, etc.



	Response Time in Days - Response time is the time span in days from the date of the Bureau’s first contact with the company regarding a consumer complaint and/or request for payment arrangements to the date on which the company provides the Bureau with all of the information needed to resolve the case and determine whether or not the customer was justified in seeking a payment arrangement through the BCS.  Response time quantifies the speed of a utility’s response in resolving BCS cases.  In this report, response time is presented as a mean number of days for each company.



	Termination Rate - The number of residential customers whose service was terminated per 1,000 residential customers.
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�Appendix A-1



Classification of Consumer Complaints

Electric, Gas & Water



	Billing Disputes:  Complaints about bills from the utility:  high bills, inaccurate bills or balances, installation charges, customer charges, service charges, repair charges, late payment charges, frequency of bills and the misapplication of payment on bills.



	Competition:  Complaints about issues that are directly related to competition:  enrollment/eligibility, application and licensing, supplier selection, changing/switching suppliers which includes slamming, advertising and sales, billing, contracts, and credit and deposits.  This category also includes any complaints about more general competition issues such as consumer education, pilot programs and restructuring.



	Credit & Deposits:  Complaints about a company’s requirements to provide service:  applicant must pay another person’s bill, applicant must complete an application, applicant must provide identification, or applicant must pay a security deposit.  This category also includes complaints about the amount of or the amortization of a deposit, the payment of interest on a deposit or the failure of a company to return a deposit to the customer.



	Damages:  Complaints about a company’s lack of payment or lack of restored property related to damages to equipment, appliances or property due to service outages, company construction or repair, and improperly delivered or transferred service. 



	Discontinuance/Transfer:  Complaints related to the responsibility for or the amount of bills after discontinuance or transfer of service:  the customer  requested discontinuance of service and the company failed to finalize the account as requested or the company transferred a balance to a new or existing account from the account of another person or location.



	Metering:  Billing complaints directly related to the reading of or the failure to read the customer’s meter and the accuracy of the meter readings (company reading, customer supplied reading, misreading).



	Other Payment Issues: Complaints about the amount of budget bills or the transfer of a customer’s debt to a collection agency.



	Personnel Problems:  Complaints about performance by company personnel:  a company representative did not finish job correctly, a meter reader entered a customer’s home to read the meter without knocking, company personnel will not perform a requested service, business office personnel treated the customer rudely, and overall mismanagement of a utility.  This category also includes any complaints about sales such as appliance sales by the utility.



	Rates:  General or specific complaints about a utility’s rates:  general or specific rates are too high, the company’s rates are being used to recover advertising costs, or the customer is being billed on the incorrect rate.



	Scheduling Delays:  Complaints about problems with a company’s scheduling:  delays in scheduling or repairing service or relocating poles, failures to keep  scheduled meetings or appointments, and lack of accessibility to customers.



	Service Extensions:  Complaints about line extensions or installation of service:  the responsibility for line extensions, the cost and payment for line extensions, inspection requirements, delay in installation, connection or disconnection of service, and denial of service extensions.



	Service Interruptions:  Complaints about service interruptions:  the frequency of service interruptions, the duration of interruptions or the lack of prior notice regarding interruptions.



	Service Quality:  Complaints about a utility’s product:  The quality of the product is poor (water quality, voltage, pressure), the company’s equipment is unsatisfactory or unsafe, the company fails to act on a complaint about safety,  the company plans to abandon service, the company does not offer needed service,  the company wants to change location of equipment or the company providing service is not certified by the PUC (defactos).



	Other:   All other complaints that do not fit into the above categories including but not limited to complaints about termination procedures when there is no need for payment arrangements and complaints about delivered service from the utility.



�Appendix A-2



Classification of Consumer Complaints

Telephone





	Annoyance Calls:  Complaints about the company’s failure to resolve problems related to receiving unsolicited sales calls or harassing calls.  This includes the company’s failure to change the phone number, initiate an investigation and problems with auto dialers and fax machines.



	Audiotex: Complaints about the company’s failure to resolve billing  problems related to special phone entertainment or information services. 



	Billing Disputes:  Complaints about bills from the utility; high bills, inaccurate bills or balances, installation charges, customer charges, service charges, repair charges, late payment charges, frequency of bills and the misapplication of payment on bills.



	Credit & Deposits:  Complaints about a company’s requirements to provide service:  applicant payment of another person’s bill, completion of an application, provision of identification, or payment of a security deposit.  This category also includes complaints about the amount of or the amortization of a deposit, the payment of interest on a deposit or the failure of a company to return a deposit to the customer.



	Discontinuance/Transfer:  Complaints related to responsibility for or the amount of bills after discontinuance or transfer of service; company failure to finalize the account as requested or the company transferred a balance to a new or existing account from the account of another person or location.



	Disputes Related to Suspension/Termination:  Complaints about suspension or termination procedures when there is no need for a payment arrangement.



	Non Recurring Charges: Complaints about one time charges for installation of basic and/or nonbasic services. 



	Rates:  General or specific complaints about a utility’s rates; general or specific rates are too high; or the customer is being billed on the incorrect rate.



	Sales Nonbasic Services:  Complaints related to the sale of nonbasic services including the availability of certain services.



	Service Delivery:  Complaints about delays in service installations or disconnections of service and failures to keep scheduled appointments.  This also includes the lack of facilities to provide service, unauthorized transfer of service, unavailability of special services and the rudeness of business office personnel. 



	Toll Services:  Complaints about charges for local toll and/or long distance toll services. 



	Unsatisfactory Service:  Complaints about poor service quality or poor service:  problems with the assignment of phone numbers, incorrect information in phone directories, lack of directories, equal access to toll network and service interruptions and outages.



	Other:  Complaints about matters such as Extended Area of Service and the expansion of local calling areas, excessive rates from operator services that provide phone service to hospitals, hotels, and excessive coin phone rates.
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Consumer Complaint Categories*: 1998

Major Electric Distribution Companies





Categories**�Allegheny Power�

Duquesne�

GPU�

PECO�Penn Power�

PP&L�

UGI-Elec.�Electric Majors��Billing Disputes�86�61�92�260�5�129�11�644��Discontinuance/Transfer�20�16�35�93�4�32�1�201��Metering�25�14�28�75�1�45�1�189��Service Interruptions�16�32�40�41�3�23�2�157��Personnel Problems�10�14�6�80�2�8�2�122��Service Quality�13�16�15�36�2�24�1�107��Service Extensions�7�5�27�36�2�12�1�90��Damages�17�18�21�20�3�9�0�88��All Other Problems�4�9�21�33�1�16�0�84��Other payment Issues�4�4�16�21�0�14�0�59��Scheduling Delays�2�2�7�16�0�7�0�34��Rates�1�1�4�7�1�5�0�19��Credit & Deposits�3�3�4�5�1�2�0�18��TOTAL�208�195�316�723�25�326�19�1,812��			*  Categories are for residential complaints evaluated by BCS as of May 21, 1999.  The case outcome

			     may have been justified, inconclusive or unjustified

			**An explanation of the various complaint categories appears in Appendix A-1.�Appendix B - Table 2



Consumer Complaint Categories*: 1998

Major Gas Utilities



Categories**�Columbia�Equitable�NFG�PG Energy�Peoples�UGI-Gas�Gas Majors��Billing disputes�46�76�17�17�45�63�264��Metering�29�16�15�5�35�24�124��Discontinuance/Transfer�14�21�19�2�17�23�96��Personnel Problems�8�13�6�1�9�6�43��Other Payment Issues�7�5�11�1�2�3�29��Damages�6�2�5�3�7�4�27��All Other Problems�2�4�6�5�3�5�25��Service quality�7�5�5�0�4�2�23��Service Extensions�4�2�1�4�6�4�21��Credit & Deposits�1�5�1�3�1�3�14��Scheduling Delays�3�3�0�0�6�1�13��Rates�1�1�0�1�4�0�7��Service Interruptions�0�0�1�0�0�0�1��TOTAL�128�153�87�42�139�138�687��

		*  Categories are for residential complaints evaluated by BCS as of May 21, 1999.  The case outcome may have

		    been justified, inconclusive or unjustified.

		**An explanation of the various complaint categories appears in Appendix A-1.
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Consumer Complaint Categories*: 1998

Major Water Utilities



Categories**�PA-American�Philadelphia Suburban�Other “Class A” Water�All “Class A” Water��All Other Problems�9�3�2�14��Billing Disputes�68�34�13�115��Credit & Deposits�0�1�3�4��Damages�15�3�2�20��Discontinuance/ Transfer�7�7�6�20��Metering�12�6�8�26��Personnel Problems�7�3�3�13��Rates�6�2�0�8��Scheduling Delays�3�0�1�4��Service Extensions�23�2�3�28��Service Interruptions�2�0�3�5��Service Quality�32�7�25�64��TOTAL�184�68�69�321��

			*   Categories are for residential complaints evaluated by BCS as of May 21, 1999.  The case outcome may have been

			     justified, inconclusive or unjustified.

			**An explanation of the various complaint categories appears in Appendix A-1.



�Appendix B-Table 4

Consumer Complaint Categories*:  1998

Major Telephone Utilities





Categories**�

ALLTEL�

Bell�

Commonwealth�

GTE�

United�Telephone Majors��Annoyance Calls�2�27�1�10�2�42��Audiotex�0�10�0�0�1�11��Billing Disputes�21�79�24�31�30�185��Credit & Deposits�20�13�1�5�4�43��Discontinuance/Transfer�2�14�0�2�10�28��Disputes Related to Sus/Terms�0�3�1�0�0�4��Non-Recurring charges�9�33�2�5�5�54��Other�0�2�0�1�0�3��Rates�0�19�3�0�1�23��Sales Nonbasic Services�2�28�1�8�9�48��Service Delivery�20�126�13�49�25�233��Toll Services�4�84�15�18�17�138��Unsatisfactory Service�20�60�8�73�23�184��TOTAL�100�498�69�202�127�996��

			*   Categories are for all complaints evaluated by BCS as of May 21, 1999.  The case outcome may have been justified,

			     inconclusive or unjustified.

			**An explanation of the various complaint categories appears in Appendix A-2.
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1997-1998 Residential Consumer Complaint Statistics

Major Electric Distribution Companies

��

Residential Consumer Complaints to BCS�Consumer Complaint Rates1�Justified Consumer Complaints

Numbers2  and Rates3

��



Company Name�1998 Residential Customers�



1997�



1998�

% Change in #�



1997�



1998�



1997�



1998��Allegheny Power�581,119�252�246�-2%�0.44�0.42�93�0.16�51�0.09��Duquesne�515,280�236�256�8%�0.48�0.50�31�0.06�26�0.05��GPU�916,931�344�368�7%�0.39�0.40�157�0.17�114�0.12��PECO�1,349,517�695�898�29%�0.53�0.67�244�0.18�273�0.20��Penn Power�129,137�39�30�-23%�0.34�0.23�7�0.05�1�0.01��PP&L�1,096,944�326�415�27%�0.30�0.38�56�0.05�55�0.05��UGI-Electric�53,822�16�23�44%�0.32�0.43�8�0.15�2�0.04��Major Electric�4,642,750�1,908�2,236�17%���596��520���Average of Rates�����0.424�0.434��0.114��0.094��		1Consumer Complaint Rate = Consumer Complaints per 1,000 Residential Customers.  The case outcome may have

		 been justified, inconclusive or unjustified.

		2Estimated based on the number of cases on CSIS as of May 21, 1999

		3Justified Consumer Complaint Rate = Justified Consumer Complaints per 1,000 Residential Customers

		4Does not include UGI-Electric
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1997-1998 Residential Consumer Complaint Statistics

Major Gas Utilities





��

Residential Consumer Complaints to BCS�Consumer Complaint Rates1�Justified Consumer Complaints

Numbers2  and Rates3��



Company Name�1998 Residential Customers�



1997�



1998�

% Change in #�



1997�



1998�



1997�



1998��Columbia�336,689�181�153�-15%�0.55�0.45�52�0.16�25�0.07��Equitable�228,865�246�194�-21%�1.08�0.85�51�0.22�28�0.12��NFG�195,134�89�106�19%�0.46�0.54�26�0.13�13�0.07��Peoples�318,352�242�170�-30%�0.76�0.53�109�0.34�50�0.16��PG Energy�134,112�58�53�-9%�0.44�0.40�23�0.17�18�0.13��UGI-Gas�231,171�152�169�11%�0.67�0.73�45�0.20�32�0.14��Major Gas�1,444,323�968�845�-13%���306��166���Average of Rates�����0.66�0.58��0.21��0.12��

	1Consumer Complaint Rate = Consumer Complaints per 1,000 Residential Customers.  The case outcome may have

	 been justified, inconclusive or unjustified.

	2Estimated based on the number of cases on CSIS as of May 21, 1999

	3Justified Consumer Complaint Rate = Justified Consumer Complaints per 1,000 Residential Customers
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1997-1998 Residential Consumer Complaint Statistics

Major Water Utilities





��

Residential Consumer Complaints to BCS�Consumer Complaint Rates1�Justified Consumer Complaints

Numbers2  and Rates3��

Company Name�1998 Residential Customers�



1997�



1998�

% Change in #�



1997�



1998�



1997�



1998��PA-American�496,553�263�225�-14%�0.53�0.45�81�0.16�49�0.10��Phila. Suburban�273,493�75�82�9%�0.28�0.30�23�0.09�33�0.12��Other Class A�176,089�156�105�-33%�0.93�0.60�101�0.60�47�0.27��Major Water�946,135�494�412�-17%���205��129���Average of Rates�����

0.58�

0.45��

0.28��

0.16��

		1Consumer Complaint Rate = Consumer Complaints per 1,000 Residential Customers.  The case outcome may have

		 been justified, inconclusive or unjustified.

		2Estimated based on the number of cases on CSIS as of May 21, 1999

		3Justified Consumer Complaint Rate = Justified Consumer Complaints per 1,000 Residential Customers
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1997-1998 Residential Consumer Complaints/Consumer Complaint Rate

Major Telephone Utilities





��Residential Consumer Complaints to BCS�Consumer Complaint Rates1�Justified Consumer Complaints

Numbers2  and Rates3��



Company Name�1998 Residential Customers�



1997�



1998�

% Change in #�



1997�



1998�



1997�



1998��ALLTEL�176,147�81�114�41%�.47�.65�48�.28�51�.29��Bell�3,822,824�1178�2,593�120%�.31�.68�642�.17�1,078�.28*��Commonwealth�209,143�31�72�132%�.16�.34�16�.08�28�.13��GTE�478,962�159�224�41%�.34�.47�100�.21�163�.34��United�279,740�93�134�44%�.34�.48�34�.12�66�.24��Major Telephone�4,966,816�1,542�3,137����840��1,386���Average of Rates�����.32�.52��.17��.26��

	1Consumer Complaint Rate = Consumer Complaints per 1,000 Residential Customers.  The case outcome may have

	 been justified, inconclusive or unjustified.

	2Estimated based on the number of cases on CSIS as of  May 21, 1999

	3Justified Consumer Complaint Rate = Justified Consumer Complaints per 1,000 Residential Customers

	*Based on a probability sample of cases
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1997-1998 Response time:  BCS Consumer Complaints





Company�Average Time in Days

      1997              1998�Change in Days

1997 to 1998��Allegheny Power�24.0�23.3�-0.7��Duquesne�19.3�20.6�1.3��GPU�30.8�15.5�-15.3��PECO�24.2�27.3�3.1��Penn Power�6.4�6.8�0.4��PP&L�12.3�12.6�0.3��UGI-Electric�17.2�17.8�0.6��Major Electric1�19.52�17.72�-1.8��Columbia�25.1�11.6�-13.5��Equitable�18.4�14.2�-4.2��NFG�6.5�6.5�No Change��Peoples�14.4�12.0�-2.4��PG Energy�5.5�5.2�-0.3��UGI-Gas�10.2�14.4�4.2��Major Gas1�13.4�10.7�-2.7��PA-American�5.0�5.1�0.1��Phila. Suburban�5.0�5.1�0.1��Other Class A�13.5�29.2�15.7��Major Water1�7.9�13.1�5.2��ALLTEL�3.9�4.9�1.0��Bell�19.0�26.5*�7.5��Commonwealth�4.3�4.6�0.3��GTE�26.5�26.4�-0.1��United�9.6�9.4�-0.2��Major Telephone1�12.7�14.4�1.7��

	*Based on a probability sample of cases

	1Average of response times

	2Does not include UGI-Electric

�Appendix E - Table 1



1997-1998 Residential Payment Arrangement Request Statistics

Major Electric Distribution Companies



��Residential

Payment Arrangement Requests (PARs) to BCS�Payment Arrangement Request Rates1�Justified Payment Arrangement Requests Numbers2  and Rates3

��������

Company Name�1998 Residential Customers�



1997�



1998�

% Change in #�



1997�



1998�



1997�



1998����Allegheny Power�581,119�2,445�3,234�32%�4.23�5.57�365�0.63*�329�0.57*��Duquesne�515,280�7,471�6,960�-7%�14.48�13.51�709�1.37*�239�0.46*��GPU�916,931�5,037�3,698�-27%�5.54�4.03�872�0.96*�568�0.62*��PECO�1,349,517�4,023�5,152�28%�3.00�3.82�742�0.55*�397�0.29*��Penn Power�129,137�970�748�-23%�7.59�5.79�286�2.24*�153�1.18*��PP&L�1,096,944�4,977�9,981�101%�4.57�9.10�415�0.38*�1,261�1.15*��UGI-Electric�53,822�160�160�No Change�2.99�2.97�54�1.01�60�1.11��Major Electric�4,642,750�25,083�29,933�19%���3,443��3,007���Average of Rates�����6.574�6.974��1.024��0.714��	1Payment Arrangement Request Rate = Payment Arrangement Requests per 1,000 Residential Customers.  Case outcome

	 may have been justified, inconclusive or unjustified.

	2Estimated based on a probability sample of cases and/or the number of cases on CSIS as of May 21, 1999

	3Justified Payment Arrangement Request Rate = Justified Payment Arrangement Requests per 1,000 Residential Customers

	4Does not include UGI-Electric

	* Based on a probability sample of cases
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1997-1998 Residential Payment Arrangement Request Statistics

Major Gas Utilities



��

Residential Payment Arrangement Requests (PARs) to BCS�

Payment Arrangement Request Rates1�

Justified Payment Arrangement Requests Numbers2  and Rates3

��������



Company Name�1998 Residential Customers�



1997�



1998�

% Change in #�



1997�



1998�



1997�



1998����Columbia�336,689�1,492�1,886�26%�4.55�5.60�360�1.10*�189�0.56��Equitable�228,865�3,997�3,979�No Change�17.48�17.39�434�1.90*�532�2.32��NFG�195,134�1,100�1,136�3%�5.65�5.82�352�1.81*�488�2.50��Peoples�318,352�2,940�2,715�-8%�9.29�8.53�178�0.56*�81�0.25��PG Energy�134,112�275�370�35%�2.09�2.76�28�0.21*�32�0.24��UGI-Gas�231,171�1,841�2,145�17%�8.13�9.28�701�3.09*�857�3.71��Major Gas�1,444,323�11,645�12,231�5%���2,053��2,179���Average of Rates�����7.86�8.23��1.45��1.60��

		1Payment Arrangement Request Rate = Payment Arrangement Requests per 1,000 Residential Customers.  Case outcome

		 may have been justified, inconclusive or unjustified.

		2Estimated based on a probability sample of cases and/or the number of cases on CSIS as of May 21, 1999

		3Justified Payment Arrangement Request Rate = Justified Payment Arrangement Requests per 1,000 Residential Customers

		*Based on a probability sample of cases 
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1997-1998 Residential Payment Arrangement Request Statistics

Major Water Utilities



��Residential 

Payment Arrangement Requests (PARs) to BCS�Payment Arrangement Request Rates1�

Justified Payment Arrangement Requests Numbers2  and Rates3

��������Company Name�1998 Residential Customers�1997�1998�% Change in #�1997�1998�1997�1998����PA-American�496,553�1,101�816�-26%�2.24�1.64�76�0.15*�79�0.16*��Phila. Suburban�273,493�129�222�72%�0.48�0.81�62�0.23�104�0.38��Other “Class A” Water�176,089�222�261�18%�1.33�1.48�64�0.38�N/A4�N/A4��Major Water�946,135�1,452�1,299�-11%���202��1835���Average of Rates�����1.35�1.31��0.26��0.275��

	1Payment Arrangement Request Rate = Payment Arrangement Requests per 1,000 Residential Customers.  Case outcome may have been

	 justified, inconclusive or unjustified.

	2Estimated based on a probability sample of cases and/or the number of cases on CSIS as of May 21, 1999

	3Justified Payment Arrangement Request Rate = Justified Payment Arrangement Requests per 1,000 Residential Customers

	4Due to an oversight as explained in Chapter 5, justified number and rate are not available for the other Class A water companies in 1998.

	5Number and Rate for PA-American and Philadelphia Suburban only

	*Based on a probability sample of cases
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1997-1998 Residential Payment Arrangement Request Statistics

Telephone Utilities



��Residential

Payment Arrangement Requests (PARs) to BCS�Payment Arrangement Request Rates1�Justified Payment Arrangement Requests Numbers2  and Rates3

��������

Company Name�1998 Residential Customers�



1997�



1998�

% Change in #�



1997�



1998�



1997�



1998����ALLTEL�176,147�96�150�56%�.55�.85�25�.14�49�.28��Bell�3,822,824�4,734�5,394�14%�1.25�1.41�1,340*�.35*�1,240*�.32*��Commonwealth�209,143�20�37�85%�.10�.18�8�.04�21�.10��GTE�478,962�82�175�113%�.18�.37�46�.10�98�.20��United�279,740�55�82�49%�.20�.29�9�.03�14�.05��Major Telephone�

4,966,816�

4,987�

5,838����

1,428��

1,373���Average of Rates�����

.46�

.62��

.13��

.19��

	1Payment Arrangement Request Rate = Payment Arrangement Requests per 1,000 Residential Customers.  Case

	 outcome may have been justified, inconclusive or unjustified.

	2Estimated based on the number of cases on CSIS as of May 21, 1999

	3Justified Payment Arrangement Request Rate = Justified Payment Arrangement Requests per 1,000 Residential Customers

	*Based on a probability sample of cases
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1997-1998 Response Time:  BCS Payment Arrangement Requests



Company�Average Time in Days

   1997              1998�Change in Days

1997 to 1998���Allegheny Power�14.1*�21.7*�7.6��Duquesne�8.0*�7.7*�-0.3��GPU�21.8*�4.1*�-17.7��PECO�20.8*�20.3*�-0.5��Penn Power�0.8*�0.3*�-0.5��PP&L�6.8*�17.6*�10.8��UGI-Electric�5.4�9.7�4.3��Major Electric1�12.12�12.02�-0.1��Columbia�8.7*�1.7*�-7.0��Equitable�11.1*�5.5*�-5.6��NFG�5.3*�3.9*�-1.4��Peoples�3.1*�2.3*�-0.8��PG Energy�3.0�1.7�-1.3��UGI-Gas�4.6*�5.1*�-.5��Major Gas1�6.0�3.4�2.6��PA-American�2.0*�3.3*�1.3��Philadelphia Suburban�3.8�2.3�-1.5��Other Class A�15.3�N/A3�N/A��Major Water1�2.94�2.84�-0.1��ALLTEL�3.4�2.2�-1.2��Bell�9.0*�11.3*�2.3��Commonwealth�7.3�5.4�-1.9��GTE�18.7�17.4�-1.3��United�8.8�11.1�2.3��Major Telephone1�9.4�9.5�0.1��	

	*Based on a probability sample of cases

	1Average of Response Times

	2Does not include UGI-Electric

	3Due to an oversight, average response time is not available for the Other Class A

	  water companies in 1998.

	4Average of PA-American and Philadelphia Suburban

�Appendix G - Table 1



1996-1998 Infraction Statistics

Major Electric Distribution Companies



��Infractions�Infraction Rates1��



Company�1998 Residential Customers�



1996�



1997�



1998�

% Change in

1997-1998�



1996�



1997�



1998��Allegheny Power�581,119�65�84�50�-40%�0.11�0.15�0.09��Duquesne�515,280�72�46�9�-80%�0.14�0.09�0.02��GPU�916,931�-----�237�111�-53%�-----�0.26�0.12��Met-Ed (see GPU in 1998)�

N/A�

69�

-----�

----�

----�

0.17�

-----�

----��PECO�1,349,517�573�233�297�27%�0.43�0.17�0.22��Penelec (see GPU in 1998)�

N/A�

82�

-----�

----�

----�

0.17�

-----�

----��Penn Power�129,137�8�9�0�-100%�0.06�0.07�0.00��PP&L�1,096,944�98�34�26�-24%�0.09�0.03�0.02��UGI-Electric�53,822�20�13�9�-31%�0.37�0.24�0.17��Major Electric�4,642,750�987�656�502�-23%�����

	1Infraction Rate = Number of Infractions per 1,000 Residential Customers



	



�Appendix G - Table 2



1996-1998 Infraction Statistics

Major Gas Utilities



��Infractions�Infraction Rates1��



Company�1998 Residential Customers�



1996�



1997�



1998�

% Change in 

1997-1998�



1996�



1997�



1998��Columbia�336,689�51�51�22�-57%�0.15�0.16�0.07��Equitable�228,865�72�36�14�-61%�0.31�0.16�0.06��NFG�195,134�36�19�9�-53%�0.18�0.10�0.05��Peoples�318,352�110�117�34�-71%�0.35�0.37�0.11��PG Energy�134,112�19�17�18�6%�0.15�0.13�0.13��UGI-Gas�231,171�144�37�23�-38%�0.65�0.16�0.10��Major Gas�1,444,323�432�277�120�-57%�����

	1Infraction Rate = Number of Infractions per 1,000 Residential Customers







�Appendix G - Table 3



1996-1998 Infraction Statistics

Major Water Utilities



��Infractions�Infraction Rates1��



Company�1998 Residential Customers�



1996�



1997�



1998�% Change in

1997-1998�



1996�



1997�



1998��PA-American�496,553�67�45�24�-47%�0.14�0.09�0.05��Phila. Suburban�273,493�44�26�34�31%�0.17�0.10�0.12��Other “Class A”�176,089�56�46�58�26%�0.34�0.28�0.33��Major Water�946,135�167�117�116�-1%�����

	1Infraction Rate = Number of Infractions per 1,000 Residential Customers





�Appendix G - Table 4

1996-1998 Infraction Statistics

Major Telephone Utilities



��Infractions�Infraction Rates1��

Company Name�1998 Residential Customers�



1996�



1997�



1998�

% Change in 1997-1998 #�



1996�



1997�



1998��ALLTEL�176,147�29�69�95�38%�0.17�0.40�.54��Bell�3,822,824�1,249�1,158�845�-27%�0.33�0.30�.22��Commonwealth�209,143�54�47�26�-45%�0.31�0.24�.12��GTE�478,962�321�361�322�-10%�0.70�0.77�.67��United�279,740�63�82�121�48%�0.23�0.30�.43��Major Telephone�4,966,816�1,716�1,717�1,409�-18%�0.36�0.35�.28��

	1Infraction Rate = Number of Infractions per 1,000 Residential Customers

�
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1999-2002 Universal Service Funding Levels1



�1999�2000�2001�2002��Company����������Name�LIURP�CAP�LIURP�CAP�LIURP�CAP�LIURP�CAP��Allegheny Power�$1,016,000 �$1,750,000 �$1,450,000 �$3,130,000 �$1,900,000 �$4,510,000 �$2,202,000 �$5,880,000 ��Duquesne �$1,000,000 �$1,000,000 �$1,250,000 �$2,245,000 �$1,500,000 �$3,850,000 �$1,750,000 �$5,275,000 ��Met-Ed �$1,231,000 �$1,481,000 �$1,400,000 �$2,500,000 �$1,600,000 �$3,500,000 �$1,826,000 �$4,564,000 ��PECO �$5,600,000 �$44,400,000 �$5,600,000 �$44,400,000 �$5,600,000 �$44,400,000 �$5,600,000 �$44,400,000 ��Penelec�$972,000 �$2,420,000 �$1,320,000 �$3,300,000 �$1,640,000 �$4,100,000 �$1,962,000 �$4,900,000 ��Penn Power 2�$180,000 �$500,000 �����$645,250 �$1,613,125 ��PP&L �$4,700,000 �$5,875,000 �$4,700,000 �$8,000,000 �$4,700,000 �$10,000,000 �$4,700,000 �$11,700,000 ��UGI - Electric�$131,791 �$150,000 �$131,791 �$150,000 �$131,791 �$150,000 �$131,791 �$150,000 ��Total�$14,830,791 �$57,576,000 �$15,851,791 �$63,725,000 �$17,071,791 �$70,510,000 �$18,817,041 �$78,482,125 ������������

1Final EDC restructuring orders and Commission-approved settlement agreements have established

  these projected funding levels.

2The Commission specified beginning and ending funding levels.�

Appendix H - Table 2



1999-2002 Estimated CAP Enrollment1

��Company Name �1999�2000�2001�2002��Allegheny Power �5,000�8,943�12,886�16,800��Duquesne �4,000�6,378�10,938�15,000��Met-Ed �2,275�3,840�5,376�7,000��PECO �80,000�80,000�80,000�80,000��Penelec�3,457-5,831�4,714-7,952�5,857-9,880�7,000-11,800��Penn Power ����3,400-4,500��PP&L �9,296�12,658�15,823�18,500��UGI-Electric�100�100�100�100��Total�104,128-106,502�116,633-119,871�130,980-135,003�147,800-153,700��

		1The projected enrollment figures are estimates based on final EDC restructuring orders

		  and Commission-approved settlement agreements.�Appendix I



1998 CAP Participant Payment Rate�����Utility�1996�1997�1998��Allegheny�89%�90%�91%��Duquesne�89%�85%�73%��Met-Ed�82%�78%�78%��PECO-CAP�77%�87%�89%��  CAP Rate�70%�68%�81%��Penelec�81%�85%�83%��Penn Power�No Program��PP&L�N/A�N/A�N/A��UGI-Electric�No Program��Columbia�N/A�N/A�81%��Equitable�87%�84%�85%��NFG�80%�77%�69%��PG Energy�69%�66%�68%��Peoples�85%�91%�93%��UGI-Gas�Program began 7/97�97%��Quarterly Ave�81%�81%�82%��

N/A - Not available -- Company is unable to report this information.



*The BCS defines participant payment rate as the total number of bills

issued in a quarter divided by the total number of full, on-time payments in a quarter.�Appendix J

CARES Programs



	The fourteen major electric and gas utilities all have CARES programs that reflect the guidelines in the Commission's Secretarial letter.  Utilities report that CARES programs serve households whose average annual incomes are below $11,000.  These households generally receive their incomes from Social Security, pensions and/or wages.  According to company reports, CARES participants are often elderly customers.

  	

	Utilities point out that as a result of funding decreases for LIHEAP and welfare reform, CARES representatives must find new sources of assistance to help the customers in their CARES programs.  The table below shows the number of CARES participants for each of the utilities that sponsors a CARES program.  Companies generally have not set limits on the number of participants in their CARES programs.  As Customer Assistance Programs (CAPs) expand, utilities will enroll customers with long term payment difficulties into their CAPs rather than into their  CARES programs.



1997-1998 CARES Participants  



�

# of CARES Participants �Short Term Assistance Recipients��Utility�1997�1998�1997�1998��Allegheny�324�234�1,254���Duquesne+�3,340�3,157����GPU�492�193����Penn Power�88�61��50��PP&L�224�578����PECO�N/A�N/A�220���UGI-Electric�N/A�N/A�312���Columbia�172�221�1,221�1,403��Equitable�359�103��3,334��NFG�14�16����PG Energy�53�56��8��Peoples�834�760�2,525�2,284��TW Phillips�10�3��74��UGI-Gas�98�140����Total�5,920�5,522�5,532�7,153��

+Includes both long-term and short-term assistance



	For more information about the design elements of each utility’s CARES program, readers may contact Janice K. Hummel at (717) 783-9088.	

�Appendix K



LIURP SPENDING



�1996�1997�1998�Eleven Year Total��Allegheny Power�$812,439�$568,966�$604,341�$9,451,371��Duquesne�$778,460�$742,033�$790,455�$7,644,711��Met-Ed�$772,065�$1,353,009�$1,413,946�$13,517,007��Penelec�$652,372�$861,646�$997,558�$10,107,391��Penn Power�$162,500�$153,800�$123,100�$1,611,407��PP&L�$2,990,666�$3,057,730�$3,061,100�$33,181,072��PECO*�$3,300,000�$3,119,853�$3,292,514�$35,022,367��UGI-Electric�$102,726�$62,787�$109,508�$806,950��Electric-Total�$9,571,228�$9,919,824�$10,392,522�$111,342,276��Columbia�$1,324,439�$1,206,201�$1,219,238�$10,873,726��Equitable�$644,062�$649,122�$574,952�$6,292,793��NFG�$898,751�$996,744�$867,008�$6,946,250��Peoples�$678,224�$674,852�$575,418�$7,220,079��PG Energy�$305,302�$293,182�$380,185�$3,267,392��TW Phillips�$183,559�$252,179�$240,000�$1,832,182��UGI-Gas�$554,340�$470,167�$618,334�$5,296,542��Gas-Total�$4,588,677�$4,542,477�$4,475,135�$41,728,964��Overall Total�$14,159,905�$14,462,271�$14,867,657�$153,071,240��

				*Combined electric and gas



�
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LIURP Production Levels



�Heating Jobs�Water Heating Jobs�Baseload Jobs����

1996�

1997�

1998�11 Yr. Total�

1996�

1997�

1998�11 Yr. Total�

1996�

1997�

1998�7 Yr. Total�Cumulative

11 Yr. Total��Allegheny Power�203�297�179�5,942�295�314�343�9,221�1�3�0�306�15,469��Duquesne�73�4�2�1,966�8�8�5�981�624�1,011�791�4,182�7,129��Met-Ed�302�405�382�6,339�296�315�381�5,020�62�233�350�949�12,308��Penelec�344�240�188�4,518�809�685�705�11,520�39�79�136�911�16,949��Penn Power�33�27�11�543�91�127�74�1,712�18�50�60�254�2,509��PP&L�1,849�1,965�1,619�21,822�249�202�323�5,504�543�427�387�2,491�29,817��PECO*�740�769�1,344�14,363�1,236�0�0�7,644�6,504�4,693�4,218�20,696�42,703��UGI-Electric�37�5�26�260�0�0�1�13�29�13�23�147�420��Electric-Total�3,581�3,712�3,751�55,753�2,984�1,651�1,832�41,615�7,860�6,509�5,965�29,936�127,304��Columbia�375�298�255�3,058���������3,058��Equitable�181�194�163�1,636���������1,636��NFG�232�244�195�2,199���������2,199��Peoples�222�225�167�2,681���������2,681��PG Energy�143�138�133�1,826���������1,826��TW Phillips�41�42�19�694���������694��UGI-Gas�221�179�231�2,068���������2,068��Gas-Total�1,415�1,320�1,163�14,162���������14,162��Overall Total�4,996�5,032�4,914�69,915�2,984�1,651�1,832�41,615�7,860�6,509�5,965�29,936�141,466��

	*Combined electric and gas

�						
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Utility Hardship Funds







	Company�

	Hardship Fund Name��Allegheny Power�Dollar Energy Fund��Duquesne�Dollar Energy Fund��Met-Ed�Project Good Neighbor��PECO*�Matching Energy Assistance Fund (UESF and others)��Penelec�Project Good Neighbor��Penn Power�Project Reach��PP&L�Operation Help��Columbia�Dollar Energy Fund (Western PA.)

Project Warm-up (Central PA.)��Equitable�Dollar Energy Fund��NFG�Neighbor for Neighbor��Peoples�Dollar Energy Fund��PG Energy�Project Outreach��T.W. Phillips�Dollar Energy Fund��UGI*�Operation Share��PAWC�Dollar Energy Fund��	

		       *Includes electric and gas



�					     Appendix N

1997-99 PUC Consumer Advisory Council 



Ms. Katherine A. Newell, Esq., Chair	

935 Crestmont Road			

Bryn Mawr, PA 19010	



Ms. Cynthia J. Datig, Vice Chair

Executive Director			

Dollar Energy Fund

Box 42329

Pittsburgh, PA 15203-0329

   

Ms. J. D. Dunbar, Chief Executive Officer

Penna. Rural Leadership Program				

Pennsylvania State University					

6 Armsby Building			 

University Park, Pa. 16802-5602			 			



Mr. Carl Kahl				

320 Walker Grove Road	

Somerset, PA  15501



Mr. Joseph Dudick, Jr.

Executive Director

Penna. Rural Development Council

506 Finance Building

Harrisburg, PA  17120



Mr. Harry S. Geller

PA Utility Law Project

118 Locust Street

Harrisburg, PA  17101



Mr. William J. Jones

148 Balignac Avenue

Woodlyn, PA  19094-1802�Mr. Andrew McElwaine		

Pennsylvania Environmental Council

600 North Second Street

Suite 403

Harrisburg, PA  17101	

		

Dr. Daniel M. Paul			

Box 75A RD#2			

Ashland, PA 17921 									  

Mr. James S. Schneider		

Manager, Corporate Energy Affairs	

RR Donnelley & Sons Company	

1375 Harrisburg Pike 

Lancaster, PA 17601		

				

Mr. Julio J. Tio			

Apartment 806			

322 N. Second Street			 

Harrisburg, PA 17101



Mr. Brooks Montcastle

Clean Air Council

3700 Vartan Way

Harrisburg, PA  17110	



Ms. Christina Jirak O’Donnell

517 Greene Street

Irwin, PA  15642



Mr. William Farally

Sheet Metal Workers International Association		

Chief International Representative

1750 New York Ave. NW

Washington, DC 20006-5386	���Appendix O

1997-1998 Pennsylvania Relay Service Advisory Board



Mr. Donald R. Lurwick, Chairman**

PA Society for Advancement of the Deaf

P.O. Box 27055

Philadelphia, PA  19118-0055



Ms. Marcia Finisdore, Secretary*

Self-Help for Hard of Hearing

1105 Wooded Way

Media, PA  19063-2291



Mr. Lawrence J. Brick**

PA Society for Advancement of the Deaf

3017 Midvale Avenue

Philadelphia, PA  19129-1027



Mr. Douglas Hardy*

Central PA Association for the

Deaf & Blind

Box 34

Summerdale, PA  17093-0034



Ms. Colleen Danielson*

Outreach Manager

AT&T

440 Hamilton Avenue

Room 401C

White Plains, NY  01601



Gary Bootay*

PA Society for Advancement of the Deaf

6 Manor Drive

Mechanicsburg, PA  17055-6133



Russell Fleming*

Center on Deafness at the Western PA

School for the Deaf

300 East Swissdale avenue

Pittsburgh, PA  15218�Mr. Jim Stoltz, Vice Chairman

Self-Help for Hard of Hearing

540 Squire Place

Pittsburgh, PA  15237



Ms. Gail Wickwire*

PA Public Utility Commission

P.O. Box 3265

Harrisburg, PA  17105-3265



Mr. Steve Samara*

Pennsylvania Telephone Association

30 North Third Street, Suite 300

Harrisburg, PA  17108-5253



Ms. Debra Scott, Director*

Office for the Deaf & Hard of Hearing

1308 Labor & Industry Building

Seventh & Forster Streets

Harrisburg, PA  17120



Ms. Lenora Best*

Bureau of Consumer Services

PA Public Utility Commission

P.O. Box 3265

Harrisburg, PA  17105-3265



Lois Steele*

Pennsylvania State Grange

5 Buttonwood Drive

West Grove, PA  19390��

  *Member of the 1999-2000 Pennsylvania Relay Advisory Board

	**Officers of the 1999-2000 Pennsylvania Relay Advisory Board:  Lawrence Brick, Chairman; Donald Lurwick,

    Vice Chairman; Russell Fleming, Secretary�Appendix P-3



1990 Census 

Pennsylvania Counties 

Households, Income, and Poverty



County�Total No. of Households�Median Household Income�% and # of Households Below Poverty��Pennsylvania�4,495,966�$29,069�11.58�520,633��Adams�28,067�$30,210�6.87�1,927��Allegheny�541,261�$22,623�12.41�67,176��Armstrong�28,309�$22,372�13.37�3,785��Beaver�71,939�$23,962�13.64�9,810��Bedford�18,038�$21,591�14.33�2,584��Berks�127,649�$31,712�8.32�10,616��Blair�50,332�$22,890�14.61�7,355��Bradford�22,492�$23,977�13.70�3,081��Bucks�190,507�$42,867�4.41�8,403��Butler�55,325�$28,860�10.70�5,919��Cambria�62,004�$21,309�15.19�9,417��Cameron�2,395�$20,775�12.65�303��Carbon�21,989�$25,103�10.88�2,392��Centre�42,683�$25,873�17.77�7,586��Chester�133,257�$42,215�4.61�6,136��Clarion�14,990�$21,750�18.11�2,715��Clearfield�29,808�$21,513�14.93�4,450��Clinton�13,844�$21,954�15.03�2,081��

�County�Total No. of Households�Median Household Income�% and # of Households Below Poverty��Pennsylvania�4,495,966�$29,069�11.58�520,633��Columbia�23,478�$23,984�11.23�2,636��Crawford�32,185�$22,749�14.98�4,822��Cumberland�73,452�$34,119�5.80�4,258��Dauphin�95,264�$30,593�10.35�9,857��Delaware�201,374�$36,901�7.51�15,121��Elk�13,131�$24,392�11.77�1,545��Erie�101,564�$26,331�12.94�13,139��Fayette�56,110�$18,939�21.05�11,811��Forest�1,908�$19,309�13.21�252��Franklin�45,675�$28,566�8.56�3,911��Fulton�5,139�$23,421�14.03�721��Greene�14,624�$19,704�21.59�3,157��Huntingdon�15,527�$23,058�14.38�2,232��Indiana�31,710�$22,454�18.53�5,875��Jefferson�17,608�$21,727�14.93�2,628��Juniata�7,598�$25,328�10.70�813��Lackawanna�84,528�$24,339�12.41�10,487��Lancaster�150,956�$33,013�7.37�11,132��Lawrence�36,350�$22,142�14.01�5,094��Lebanon�42,688�$29,443�7.64�3,260��Lehigh�112,887�$32,268�7.67�8,658��Luzerne�128,483�$23,343�12.77�16,413��Lycoming�44,949�$25,254�12.09�5,436��McKean�17,837�$23,021�15.04�2,682��Mercer�45,591�$24,133�13.17�6,002��Mifflin�17,697�$22,667�14.01�2,480��



County�Total No. of Households�Median Household Income�% and # of Households Below Poverty��Pennsylvania�4,495,966�$29,069�11.58�520,633��Monroe�34,206�$32,572�7.47�2,556��Montgomery�254,995�$43,204�4.24�10,804��Montour�6,543�$27,210�8.05�527��Northampton�90,955�$32,416�7.72�7,023��Northumberland�38,736�$21,941�13.29�5,148��Perry�14,949�$29,692�7.83�1,170��Philadelphia�603,075�$23,941�19.51�117,683��Pike�10,536�$30,265�7.33�772��Potter�6,246�$21,380�15.98�998��Schuylkill�60,773�$22,640�12.84�7,804��Snyder�12,764�$26,097�10.58�1,350��Somerset�29,574�$21,524�15.06�4,455��Sullivan�2,280�$20,112�17.24�393��Susquehanna�14,898�$24,269�13.24�1,973��Tioga�14,974�$22,542�14.37�2,151��Union�11,689�$27,552�9.30�1,087��Venango�22,408�$22,463�14.17�3,176��Warren�17,244�$26,021�9.71�1,675��Washington�78,533�$25,251�13.83�10,859��Wayne�14,638�$24,761�11.67�1,708��Westmoreland�144,080�$25,307�12.02�17,318��Wyoming�10,002�$27,038�12.17�1,217��York�128,666�$32,322�6.70�8,620���Consumer Access to the Public Utility Commission



	The Pennsylvania Public Utility Commission provides access to consumers through several toll free telephone numbers:



Consumer Education Hotline:  1-800-PUC-8685



Termination Hotline: 1-800-692-7380



Complaint Hotline:  	1-800-782-1110



Electric Competition Hotline: 1-888-782-3228



General Information Line: 717-783-1740  (not toll free)

						



(   Consumers can also reach the Commission by mail at the following

       address:



		Pennsylvania Public Utility Commission 

		P.O. Box 3265

		Harrisburg PA 17105-3265





(   Information about the PA PUC is available on the following 

       Internet site:

	

www.puc.paonline.com



(   Information about electric choice is available on the following

       Internet site:



www.electrichoice.com
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