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TENTATIVE ORDER

BY THE COMMISSION:

Before us for consideration are proposed interim guidelines that are intended to facilitate the timely transfer of a customer’s account from an electric distribution company (EDC) to a competitive electric generation supplier (EGS or supplier) or from one EGS to another while preserving safeguards to prevent the unauthorized switching of a customer’s account, also known as “slamming.”  The proposed interim guidelines and other proposals set forth herein were developed by the Pennsylvania Public Utility Commission’s Office of Competitive Market Oversight (OCMO) as a result of meetings held with the working groups, CHARGE
 (Committee Handling Activities for Retail Growth in Electricity) and the Commission’s Investigation into Pennsylvania’s Retail Electricity Market (Retail Marketing Investigation or RMI).
  Accordingly, with this order, we issue these proposed interim guidelines for public comment.
DISCUSSION
I.
BACKGROUND

Based on customer complaints and supplier concerns, and at the request of the Commissioners’ offices, OCMO explored options to shorten the timeframe for switching to an EGS.
  Presently, a change in supplier can take from 16 to 45 days.  This timeframe is a result of a variety of Commission regulations, and EGS and EDC procedures that were established in large part to guard against slamming.  The delay in transferring a customer’s account has been perceived by consumers to be a lost “savings opportunity” that in turn, results in customer frustration and disappointment and a less than favorable opinion of the competitive retail market.  Because customer opinion is key to the success of any retail market, it is accurate to state that the current switching procedures have become an impediment to achieving an effective competitive retail electric generation market.

While streamlining the existing switching procedures may appear to be a simple task, it is in fact complex because of the number of regulations, procedures, and Electronic Data Interchange (EDI) transactions involved and the duties and obligations that they impose on EDCs and EGSs. Consequently, changes to the switching procedures must be carefully considered.

A.
Research and Information Gathering


To understand the mechanics behind the current switching process, OCMO had informal discussions with some EDCs.  OCMO has also consulted with regulators from Texas and Maryland to learn about their enrollment timeframes and any steps they have taken to accelerate the switching process.  Finally, OCMO presented this topic to the CHARGE on March 24, 2011, in order to obtain the perspectives of the EGSs, OCA, and any other interested parties.  CHARGE discussed this topic further on April 21, May 12, June 23 and July 21, 2011.  With the initiation of the Retail Markets Investigation, it was decided to bring this issue to that forum as well and to give RMI participants an opportunity to present their perspectives and concerns.
  Consequently, issues relating to switching procedures were discussed during RMI Technical Conferences on August 10, August 31 and September 14, 2011.     

B.
Applicable Law and Current Regulations


Before discussing possible changes to switching procedures that will shorten the period needed to transfer a customer’s account, an understanding of the applicable law, especially of the current regulations and how they affect the switching timeframes, is necessary.  

The Commission’s statutory authority for the switching regulations is found in Section 2807(d)(1) of the Public Utility Code.  This section requires the Commission to:
…establish regulations to ensure that an electric distribution company does not change a customer’s electricity supplier without direct oral confirmation from the customer of record or written evidence of the customer’s consent to a change of supplier.   
66 Pa. C.S. § 2807(d)(1).

Based on the above statutory directive, in 1998, the Commission promulgated regulations to address the supplier switching process and to guard against “slamming.”  These regulations are found at 52 Pa. Code § 57.171 – § 57.179 (relating to standards for changing a customer’s electricity generation supplier); and set forth the following timeframes that are applicable to the switching process.  

· Section 57.173 (relating to customer contacts with EGSs) requires the EGS to notify the EDC of the customer’s selection “…by the end of the next business day following the customer contact.”  However, the Commission has waived this provision for instances where the customer’s service is not to start until some distant, future date.  See Petition of PP&L Energy Plus Company, order entered June 29, 1999 at Docket No. P-00991673, 1999 WL 641179.
· Section 57.173(2) requires the EDC to mail a 10-day confirmation letter to the customer “…by the end of the next business day following the receipt of the notification of the customer’s selection of an EGS.”  This regulation also states that “[t]he 10-day waiting period shall begin on the day the letter is mailed.”  This 10-day waiting period is intended to give the customer time to contact the EDC to cancel the switch of supplier in cases where the customer did not authorize the switch of supplier.  Note that this 10-day waiting period is made available to cancel switches in instances of slamming; it is not intended to act as a contract rescission period.  See Re: Nor Am Energy Management, Inc., order entered February 12, 1999 at Docket No. P-00981625, 1999 WL 632769. 
· Section 57.174 requires the EDC to make the change at the beginning of the first feasible billing period following the 10-day waiting period.  
Customer information regulations at 52 Pa. Code § 54.1 –§ 54.9 (relating to customer information) also include some timeframes that affect the switching process for residential/small commercial customers:
· Section 54.5(d) requires that customers be provided “…a 3-day rescission period following receipt of the disclosure statement.” 
· Sections 54.5(d)(1) and (2) state that the 3-day rescission period is “3 business days” and “begins when the customer receives the written disclosure.”  During OCMO’s exploration of this issue in the CHARGE and RMI forums, it was noted that many suppliers have made it a practice to wait until the customer’s 3-day right of rescission expires before contacting the EDC with the enrollment.


C.
EDC Procedures

EDC procedures, some of which were adopted to comply with the above-cited law, also affect the time needed for a customer to switch suppliers.  During the course of OCMO’s exploration of this issue, EDCs explained that supplier switches are executed on meter reads according to the customer’s regular meter-reading schedule.  This is the meter read that an EDC obtains for its own billing purposes.  

Most, if not all EDCs have what is commonly referred to as the “16-day rule,” which includes the 10-day confirmation period required by 52 Pa. Code §57.173(2), plus additional days for the EDC to process the customer account transfer.  PJM Interconnection, Inc.’s (PJM) rules related to capacity and transmission obligations also require a minimum of two days notice prior to the enrollment of customer accounts.  The current switching rules more than accommodate these PJM market requirements.    

In general, an EDC must be informed of the customer’s supplier selection at least 16-days prior to the customer’s next meter read for the switch to occur at the next meter read.  If the EDC does not receive at least 16-days notice, the switch of supplier must wait until the following meter read.  This means a supplier switch can be performed in as little as 16 days, or as long as 45 days.  

The possibility of using a mid-cycle or off-cycle or estimated meter read was explored as a means to shorten the switching timeframe.  This solution of course would be dependent on the current metering capabilities of the EDCs.  

As it turns out, the types of and capabilities of metering systems currently used by EDCs vary significantly.  Some EDCs have advanced (automated) metering systems,
 while others still utilize traditional basic meters that require field visits and manual readings to obtain metering information.  In fact, some EDCs only read customer meters on a bi-monthly basis and issue estimated bills during the non-read months.  This range in metering capabilities and practices complicates any attempt at imposing an industry-wide standard.

Not unpredictably, any change to meter read schedule would also affect customer billing.  If mid-cycle meter readings are required to change suppliers, billing modifications, short-term bills, etc., may be necessary.  Moreover, some billing regulations may need to be revised.  For example, Section 56.2 of the Commission’s regulations, 52 Pa. Code § 56.2 (relating to definitions), specifies that residential billing periods are to be between 26 and 35 days, but permits exceptions for initial and final bills.  Some EDC billing systems may not be designed to accommodate routine short and extended period bills, even though their billing systems are capable of producing short-period bills in the case of initial and final bills.  

The implementation of smart meter technology may offer the answer as mid-cycle reads, short-period bills, etc. become possible.  However, smart meter deployment schedules vary by EDC, and smart meters will not be system-wide until some distant future date.  Therefore, while the deployment of smart meter technology holds the promise of removing many of the obstacles to accelerating switching time; it is a very long-term solution at best.  However, as the EDCs move forward with smart meter deployment, it would be prudent policy to have EDCs design their future systems, including those used for billing, to accommodate expedited supplier switching.    

D.
EGS Procedures

EGS procedures were also examined to determine if some could be changed to shorten the switching time frame. What was found was that some supplier practices actually adversely affect the switching process timeframes.  For instance, the practice of batching enrollments before sending them to the EDC instead of sending them to the utility one at a time may unnecessarily delay account transfers.  While there may be good practical, operational reasons for batching enrollments, such as processing a batch of enrollments is more efficient than processing them individually, it is also possible that suppliers or their employees are stockpiling and delaying enrollments to make a weekly quota.  

As noted above, the Commission has waived the provision of 52 Pa. Code § 57.173 that requires the EGS to notify the EDC of the customer’s selection “by the end of the next business day following the customer contact” in instances where the customer’s service is not to start until some distant, future date.  However, under the color of the waiver, EGSs may be holding enrollments for reasons other than future service dates.  Additionally, some EGSs hold enrollments and do not submit them to the EDC until the last day of the 3-day right of rescission period provided for in 52 Pa. Code § 54.5(d).  

In reference to customer frustration with the length of time necessary to transfer suppliers, EGSs themselves could do more to ease that frustration.  Suppliers do have access to utility meter-reading schedules, and with this knowledge, should be able to communicate to the customer a good approximation as to when that customer’s new supply service will start.  The failure of suppliers to provide customers with this information, while not necessarily delaying the switching process, could contribute to customer anxiety about shopping.  More importantly, suppliers can use meter-reading schedules to ensure that enrollments are submitted to the EDC in a timely fashion in order to target the desired meter read date so the switch is not unnecessarily delayed, and full customer savings are achieved.  

E.
OTHER ISSUES




1.
CONSUMER EDUCATION: OCMO also considered the extent to which customer frustrations with timing issues can be reduced through consumer education.  Educating customers on how the switching process works, specifically the enrollment procedure’s dependence on meter reads, may help manage customer expectations and decrease frustration.  Increased customer education efforts on the issue can be supported by EDCs, EGS, and the Commission via website FAQs, mailings, and service representative scripting.



2.
EDI


Some revisions to the switching process may involve changes to Electronic Data Interchange procedures.  Any such changes to the switching process will have to be coordinated with the Electronic Data Exchange Working Group (EDEWG) so as to ensure that what is being considered is technically feasible and will not critically affect other processes.  Also, because EDEWG has many issues pending in its queue at any one time, the necessary EDI changes will have to be communicated to EDEWG at the earliest possible time, along with a priority assessment so that EDEWG can place the changes in the queue as appropriate.   
II.
OPTIONS

OCMO considered and discussed a number of options for accelerating supplier switching timeframes.  These different approaches can be generally described as follows:
· Revising regulatory requirements
· Revising utility procedures
· Revising supplier procedures
· Consumer education 

None of these options is exclusive, however, and in fact, the revision of one most likely will result in the need to revise the others to produce the desired effect – shortening the time required to process the transfer of a customer’s account.  


As noted above, various regulations have requirements that affect the switching timeframes.  OCMO examined these requirements to see which ones could be modified to accelerate the process:    


1.
The 3-day right to rescission at 52 Pa. Code § 54.5(d)  

The 3-business day rescission period reflects existing Pennsylvania consumer contract law.  See Unfair Trade Practices and Consumer Protection Law, 73 P.S.            § 201.1-201 – § 201-9.2.  There is also, in federal law, a 3-business day “cooling off period” for door-to-door transactions. See Rule Concerning Cooling-Off Period for Sales Made at Homes or at Certain Other Locations, 16 CFR Part 429.  Because of these legal requirements, a change to this specific regulation is not feasible.


2.
The 10-day confirmation period at 52 Pa. Code § 57.173(2)

The 10-day confirmation period during which the EDC holds the switch to give the customer an opportunity to respond to the confirmation letter that the EDC sent to the customer on receipt of the enrollment accounts for much of the 16-day minimum switching period.  Customers are required to respond to the letter only if the customer believes that he or she has not authorized the switch.  An obvious means to shorten the switching process time frame is to shorten or eliminate this 10-day period.  


The EDCs and consumer representatives have expressed concerns with any elimination or shortening of the confirmation period, specifically that they will hear from consumers only after it is too late to stop the switch.  They have emphasized that it is much easier and cheaper for the EDC, the EGS and customer to prevent a slam than to correct an unauthorized switch that has already occurred.  The time and expense of switching a customer back to the previous supplier, correcting the billing, and reimbursements (not to mention possible involvement by the regulators and possible sanctions) far exceed the costs and efforts of preventing a slam.  The EDCs contend that a change in the confirmation period will involve additional costs due to programming changes, rewriting letters, employee training, etc.  Although not quantified, EDCs admit that these costs are not substantial and are far less than costs expected if other possible approaches were implemented.  Lastly, EDCs contend that, even with the reduction/elimination of the 10-day waiting period, certain PJM notice requirements would still need to be followed and would delay the transfer of the customer’s account.  



The suppliers generally support changing the 10-day confirmation letter process. In some cases, there appears to be support for the use of alternative communications methods, such as the use of electronic or telephonic methods instead of the U.S. mail for the utility’s confirmation request that would speed up the confirmation process.  However, the use of these technologies could create problems for consumers who do not have access to, or are not comfortable using such technologies.  



Some suppliers have advocated the elimination of the EDC-mediated confirmation process and its replacement with EGS economic sanctions and/or “hold harmless” provisions, when slamming occurs.  In theory, a supplier could be punished for slams by requiring the reimbursement of slamming victims and by imposing penalties in the form of fines.   Some also question the need for any confirmation letter/period at all, citing the minimal number of slamming complaints filed with the Commission and the EDCs.  However, others argue that the reasons for the minimal number include the protections currently in place, such as the 10-day confirmation period. 

3.
Changing the “first feasible billing period” language in 52 Pa. Code 


§ 57.174.  

This regulation requires the EDC to “make the change at the beginning of the first feasible billing period following the 10-day waiting period.”  Some have argued that this is a vague, indefinite standard that provides the EDC with too much discretion in setting supplier switching timeframes, and that the Commission should set a more specific standard.  However, EDCs argue that changing this to something more specific is useless unless one first changes all of the other timeframes and requirements that necessitate the current switching timeline in the first place.  Additionally, every utility has different operational conditions and system requirements.  

III.
INTERIM PROPOSALS 


After carefully reviewing the available options for accelerating the transfer of customer accounts to EGSs, the Commission believes that three appear to be the most promising.  First, elimination of the 10-day confirmation waiting period, and the resulting reduction in the 16-day rule, provides for the easiest option to physically shorten the length of time for transferring customer accounts.  Second, the Commission believes that EGSs should implement measures to ensure that they send completed enrollment transactions to EDCs before the window closes before the next meter read date.  Third, EDCs, EGSs, and the Commission should provide consumer education focused on switching time frames to improve customer understanding of the process.  These proposals are discussed in greater detail below.

A.
Interim Proposals



Eliminating the 10-Day Waiting Period and



Timely Notification to EDC of Customer Switch

Much of the time frame for switching suppliers is dedicated to the 10-day period during which the EDC holds the enrollment request in order to give the customer an opportunity to respond to the confirmation letter.  We believe there is validity to the argument that delaying the switch of suppliers for all consumers in the name of stopping possible slamming for a few consumers is not sensible; the costs of this practice appear to outweigh the benefits.  Accordingly, we propose to eliminate the 10-day waiting period. 

To implement this proposal, we have drafted proposed Interim Guidelines that streamline the switching process, primarily by eliminating the 10-day waiting period currently required by 52 Pa. Code §57.173(2).  See Appendix A.  When finalized, the proposed Interim Guidelines will apply to EGSs, EDCs and Default Service Providers (DSPs) and will govern the transfer of customer accounts from an EDC or DSP to an EGS and between EGSs.

We drafted the proposed Interim Guidelines in Appendix A to explain how the switching process would operate without the 10-day waiting period.  Consequently, the guidelines address subjects, such as customer receipt of the EGS disclosure statements and evidence of a customer’s authorization to transfer his or her account that seem to be only tangentially related to the switching process, but in fact put the changes to the process into context.  

A consequence of eliminating the 10-day waiting period is the elimination of the confirmation letter that the EDC sends to the customer that initiates the waiting period.  Because the customer needs to be notified when his or her account will be transferred to the selected EGS, we have proposed that the EDC send a customer account transfer letter to the customer.  The letter will alert the customer to the change in EGS, will provide pertinent information about the EGS, and will direct the customer to contact the EGS with questions and concerns.  A sample letter notice is provided in Appendix B to the order.  See also Interim Guideline L (relating to customer notice of account transfer).


With the elimination of the confirmation letter, the Commission believes it is important to include other provisions in the Interim Guidelines that are consistent with Commission regulations that provide consumer protection.  These include:  


1.  Interim Guidelines G (relating to customer receipt of written disclosure statement; start of 3-day contract rescission period) and H (relating to disclosure statements) reference provisions of 52 Pa. Code § 54.5 (relating to disclosure statements for residential and small business customers).  


2.  Interim Guideline I (relating to a customer’s authorization to transfer account) cites to Commission regulations at 52 Pa. Code § 57.176 (relating to valid written authorization) (a document signed by the customer of record whose sole purpose is to obtain the customer’s consent to change EGSs shall be accepted as valid written authorization).


3.  Interim Guideline O (relating to customer disputes; slamming) reiterates the requirement in 52 Pa. Code § 57.177 that all EDCs and EGSs treat all slamming allegations as disputes, and references both 52 Pa. Code § 56.151 (relating to general rule) and § 56.152 (relating to contents of the utility company report).  


With regard to our second interim proposal to accelerate switching times, we have included provisions in the guidelines to encourage EGSs to implement measures to ensure that completed enrollment transactions are sent to an EDC or DSP before the window closes before the customer’s next meter read date.   Specifically, we have proposed that the EDCs or DSPs establish a switching deadline,
 which is the date by which an EGS must submit a customer account transfer notice so that the customer’s account can be transferred to the EGS at the next meter read date.  See Interim Guideline F (relating to EGS notification for customer account transfer notice).  

We have also placed the responsibility on the EGS to obtain information about the customer’s meter read date and the switching deadline.  See Interim Guideline E (relating to meter read date; switching deadline).  The EGS can then advise the customer about the time frame needed to switch the customer’s account in its marketing and sales efforts, and can include in its disclosure statement an estimated date that the customer’s service will be initiated with the EGS as required by Commission regulations at 52 Pa. Code        § 54.5 (c)(4)(i).  The EGS can notify the EDC or DSP of the customer’s change in suppliers before the switching deadline.  See Interim Guideline F.  This should help customers understand the time frame required for switching and should help alleviate customer frustrations about the process.


1.
Summary of Proposed Guidelines

Interim Guideline A. Purpose. 


The proposed interim guidelines set forth procedures to shorten the time period that it takes to transfer customer accounts from an EDC or DSP to an EGS and from one EGS to another EGS while protecting customers against slamming, the unauthorized transfer of a customer’s account.  The proposed guidelines are applicable to EDCs, EGSs, and DSPs, and to their employees, agents and representatives.


Interim Guideline B. Scope.  


Guideline B states that the proposed guidelines are applicable to customer-authorized transfers of service accounts from an EDC or DSP to an EGS and between EGSs.  When the customer’s service is discontinued by the EGS, the transfer of the customer to the EDC or DSP is governed by 52 Pa. Code § 54.123(relating to transfer of customers to default service).


Interim Guideline C. Definitions.

Guideline C sets forth definitions for terms used in the proposed interim guidelines.  The majority of the definitions repeat existing definitions that appear in Commission regulations.  


Interim Guideline D. Waiver of Regulations.


Guideline D lists the provisions of Sections 57.173 and 57.174 of the Commission’s regulations that need to be waived to implement these proposed guidelines.  These provisions include: (1) the elimination of the requirement that an EGS notify an EDC that a customer selected the EGS as a new supplier by the end of the next immediate business day; (2) the elimination of the letter sent from the EDC to the customer to confirm the transfer of the customer’s account to an EGS; (3) the elimination of the 10-day period wherein a customer can contact the EDC to dispute that consent was given for the transfer of his or her service account to an EGS. The waivers will remain in effect until revisions to 52 Pa. Code § 57.173 and § 57.174 are finalized in a Commission rulemaking.


The issuance of Guideline D constitutes notice of the Commission’s proposal to waive these regulations.  Note that these guidelines provide other procedures that will protect consumers against slamming while expediting the transfer of customer accounts.


Interim Guideline E. Meter Read Date; Switching Deadline.  


Guideline E requires that the EGS obtain information about the customer’s meter read cycle so that the EGS is able to advise a customer about the date that the customer’s account can be transferred to the EGS.  An EDC or DSP, when authorized by the customer or directed to do so by a Commission regulation and order, is required to provide to the EGS upon request the next immediate meter read date and the switching deadline for a customer’s account.  The switching deadline is defined in Guideline C as the date that an EDC or DSP must receive a customer account transfer notice from an EGS so that the customer’s account can be transferred to the EGS at the next immediate meter read.


With this information, the EGS or its employees, agents or representatives should be able to provide the customer with a good faith estimate of the date when the customer’s account will be transferred to the supplier.  The EGS should also include this date in marketing to a customer so that the customer understands the switching process.  The EGS is required to provide the starting date for the customer’s service in its disclosure statement.  See Guideline H; 52 Pa. Code § 54.5 (c)(4)(i)(relating to disclosure statement for residential and small business customers).  

Interim Guideline F.  EGS Notification to EDC of Customer Account
                                     Transfer Notice. 


Guideline F requires the EGS to submit an account transfer notice to the EDC or DSP before the switching deadline to ensure that the customer’s account is transferred at the customer’s next immediate meter read date.  An exception to this requirement is established when the customer has agreed to delay the start date for his service with the EGS.  Noted here is the waiver of the specific provision of 52 Pa. Code § 57.173(1) (relating to customer contacts with EGSs) that requires an EGS to submit account transfer notices to an EDC on the next business day. 

Interim Guideline G.  Customer Receipt of Written Disclosure Statement; Start of 3 Day Contract Rescission Period.

Guideline G repeats the long-standing requirement that the 3 day period when a customer may rescind a contract with an EGS for electric generation supply begins to run when the customer receives a written disclosure statement from the EGS.  The guideline also repeats the clarification that the 3 day period shall be 3 business days from 52 Pa. Code § 54.5(d)(1) and (2)(relating to disclosure statement for residential and small business customers).  


The guideline restates from the Commission’s proposed rulemaking on supplier marketing and sales practices
 the rebuttable presumption that a customer will have received a disclosure statement, correctly addressed with sufficient first class postage attached, three days after it is deposited in the United States mail.  The proposed rebuttable presumption was patterned after the Commission’s “mail box rule” in the Commission’s regulations at 52 Pa. Code § 1.56(b)(relating to date of service).     


Interim Guideline H.  Disclosure Statement. 


Guideline H addresses the contents of the EGS disclosure statement by referencing Commission regulations at 52 Pa. Code § 54.5(c)(4)(i)(relating to disclosure statement for residential and small business customers).  The guideline makes a specific point at subsection (2) that the EGS include in the disclosure statement a good faith estimate of the starting date of service for the customer’s service based on the customer’s next immediate meter read date and the switching deadline for that date.  Also, the guideline warns that when a disclosure statement is at issue in a complaint proceeding, and the disclosure statement contains unclear or ambiguous language that is relevant to the complaint, the Commission will interpret the language against the EGS, as the drafter of that language.    

Interim Guideline I.  Evidence of a Customer’s Authorization to Transfer Account. 


Section 2807(d)(1) of the Public Utility Code, 66 Pa.C.S. § 2807(d)(1)(relating to consumer protections and customer service), requires that the Commission establish regulations to ensure that an EDC does not change a customer’s electricity supplier without written evidence of the customer’s consent.  Guideline I was written to streamline procedures so that the procurement of written evidence of the customer’s consent to transfer his or her account would be made the responsibility of the EGS and not the EDC.  Removing the EDC from this role in the switching process will also facilitate EGS-to-EGS transfers of a customer’s account.


Section (1) cites Commission regulations at 52 Pa. Code § 57.176 (relating to valid written authorization) and states that valid written evidence of the customer’s consent to transfer an account is a document signed by the customer of record, where the sole purpose of the document is to memorialize this consent.

Subsection 2 of the guideline states that the EGS’s submission of an account transfer notice is sufficient evidence to satisfy the statutory requirement that an EDC or DSP change a customer’s electricity supplier only upon receipt of written evidence that the customer has consented to the transfer.  See 66 Pa.C.S. § 2807(d)(1)(relating to consumer protections and customer service).  


Subsection (3) cautions that neither the account transfer notice submitted by the EGS to the EDC or DSP, nor the transfer of a customer account to an EGS by an EDC or DSP may be used as evidence to prove that the customer authorized the EGS to transfer the account in a customer complaint proceeding.  


Subsection (4) states that this guideline does not release an EDC, a DSP or an EGS from the obligation of investigating a customer’s allegation involving the unauthorized transfer of a customer account.


Interim Guideline J.  Records.


This guideline restates Commission regulations at 52 Pa. Code § 57.177 (relating to customer dispute procedures) and § 57.179 (relating to record maintenance).  It requires that documents, paper or electronic, relating to the customer’s authorization to transfer his or her service account to an EGS or DSP shall be retained for a period of time equivalent to at least 6 billing cycles.  These records are to be maintained for three years from the date of the dispute or the complaint.  This guideline applies to all EDCs, DSPs and EGSs. 


Interim Guideline K.  EDC Transfer of Customer Account.

Guideline K states that an EDC or DSP shall transfer a customer’s account to the selected EGS at the beginning of the first feasible billing period following the submission of the transfer notice from the EGS.  This guideline is substantially consistent with Commission regulations at 52 Pa. Code § 57.174 (relating to time frame requirement).  The guideline also states that an account transfer notice submitted by the switching deadline should be processed by the EDC or DSP so that the customer’s account is transferred to the selected EGS by the customer’s next immediate meter read date.

The waiver of  Section 57.173(a)(2), 52 Pa. Code § 57.173(a)(2)(relating to customer contacts with EGSs), that established a 10-day waiting period for a customer to respond to an EDC confirmation letter and of Section 57.174,  52 Pa. Code § 57.174 (relating to time frame requirement) in which the 10-day waiting period is referenced are noted here.  The 10-day waiting period unnecessarily delayed the switching process for the majority of customers and has been rendered unnecessary by the alternate processes set forth in Guideline I (relating to evidence of a customer’s authorization to transfer an account) as previously discussed, and Guideline L (relating to customer notice of account transfer). 


Interim Guideline L. Customer Notice of Account Transfer.  


Guideline L proposes the use of an account transfer letter to inform a customer about the transfer of his or her account to an EGS.  An EDC or DSP will send this letter to the customer by the end of the next business day after receiving an account transfer notice from an EGS.  The letter may be sent electronically to customers who are enrolled in paperless billing or have agreed to receive electronic notices, letters and other communications from the EDC.  


The waiver of the specific provision of 52 Pa. Code § 57.173(2) (relating to customer contacts with EGSs) that requires the EDC to send a letter to customer to confirm the selection of a specific EGS is noted here.


The letter notice replaces the confirmation letter that EDCs currently send to confirm the customer’s consent to change suppliers.  As seen in the sample letter notice in Appendix B, it is worded so that it does not create the impression that the customer is being given an opportunity to reconsider his or her selection of EGS.  The letter notice alerts a customer to a change in his or her EGS, and advises the customer if the information is not correct to contact his or her EGS using the contact information provided in the letter or the EGS’s disclosure statement.  The letter also lists the EDC’s contact information if the customer has any other questions about his or her electricity service.


Interim Guideline M.  EGS Rescission of Account Transfer. 


Guideline M states that an EGS may rescind the transfer of a customer’s account no later than 3 business days prior to the switching deadline established by the EDC or DSP for the customer’s account.  After that time, only an EDC or DSP may rescind the transfer of a customer account.  The guideline also provides that an EGS shall use an established EDI transaction to rescind the account transfer, and that an EGS shall reimburse an EDC or DSP for reasonable costs related directly to the rescission of a customer account transfer notice by the EDC or DSP.  Additionally the guideline prohibits an EGS from rescinding the transfer of a customer’s account to another EGS without the customer’s written authorization.


While not expected to accelerate the customer account switching timeframe, permitting the EGS to rescind a transfer allows the EGS to assume more responsibility for customer care and to resolve slamming disputes before they are escalated to the EDC or Commission level.  The provision that requires the EGS to reimburse the EDC or DSP for reasonable costs related to the rescission by the EDC or DSP of a customer account transfer should cause EGSs to exercise due care in the solicitation and enrollment of customers.


Prohibiting an EGS from rescinding the transfer of a customer account to another EGS without written customer consent eliminates the opportunity for mischief and helps to ensure that customer’s choices are respected.


Interim Guideline N.  EDC Rescission of the Account Transfer.  


This guideline states that an EDC or DSP may rescind the transfer of a customer’s account upon the request of an EGS, and provides for reimbursement of reasonable costs directly related to the rescission to be paid by the EGS to the EDC or DSP.  The guideline also requires that an EDC or DSP treat customer requests to rescind an account transfer as a dispute involving a slamming allegation in accordance with Guideline O (relating to customer disputes; slamming complaints).


Interim Guideline O.  Customer Disputes; Slamming Complaints.


Guideline O requires that all EDCs, DSP and EGSs treat all slamming allegations as disputes in accordance with Commission regulations at 52 Pa. Code § 56.151 (relating to general rule) and § 56.152 (relating to contents of the utility company report).

Interim Guideline P.  Penalties for Unauthorized Transfer of Customer

                                     Accounts.


Guideline P states that an EDC, DSP or EGS shall not change a customer’s electricity supplier without evidence of the customer’s consent to the change in supplier.  The guideline goes on to explain that the Commission has a long-standing zero tolerance policy for slamming and lays out the penalties that the Commission may impose on EDCs, DSPs and EGSs for slamming.  See Pennsylvania Electric Association Petition for Reconsideration of Rulemaking Order Establishing Standards for Changing Electric Suppliers, order entered May 21, 1998 at Docket No. L-00970121, 1998 WL 34068193.


2.
Comments Requested

By this Tentative Order, the Interim Guidelines in Appendix A and the sample Customer Notification Letter in Appendix B are issued for comment.  After the comments are submitted, the Commission will issue a Final Order that revises the Interim Guidelines consistent with the comments.  It is anticipated that the Final Order will set an effective date for the Interim Guidelines 90 days after the order’s entry date.  It is also anticipated that the Final Order will direct the initiation of a rulemaking to revise Commission regulations concerning switching and other closely related matters.  Accordingly, we are particularly interested in receiving comments on the costs that would be incurred, and any savings that might be realized, by affected parties in implementing the proposed Interim Guidelines.  Affected parties would include EDCs, DSPs, EGSs and customers.

In addition, in the consumer complaint case, Corinna Lynn Scheffer v. Columbia Gas of Pennsylvania, Inc., Docket No. 2010-2153353, we adopted a Joint Motion by Vice Chairman Coleman and Commissioner Witmer that directed the OCMO to review the regulations relating to customer switching for natural gas suppliers at 52 Pa. Code           § 59.91 – § 59.99.  Therefore, we request comments on the feasibility of applying these proposed Interim Guidelines to natural gas distribution companies (NGDCs) and natural gas suppliers (NGSs).  Accordingly, we will also identify NGDCs, NGSs and retail natural gas customers as affected parties for the purpose of soliciting comments on this proposal, and likewise will request that information on costs and savings be provided by commenters.  

We recognize that the proposed revisions to the switching process as set forth in the Interim Guidelines may involve changes to EDI procedures.  We also recognize that necessary changes such as the development of a new EDI transaction to support the EGS rescission of account transfer notices that was proposed in Guideline M will need to be accomplished through EDEWG.  EDEWG will also be needed to coordinate other EDI changes made necessary by the interim guidelines to ensure that what is being considered is technically feasible, and will not affect other critical EDI processes.  We specifically solicit comments from EDEWG members on these matters.

The changes proposed to the existing switching process to shorten the time for customers to change EGSs requires the waiver of existing Commission regulations at 52 Pa. Code §§ 57.173 – 57.174.  By this Tentative Order, we are also providing notice that we intend to waive these regulations to the extent necessary to implement the Proposed Interim Guidelines.

Finally, we note that a number of the proposed guidelines are written in directory language.  So there is no misunderstanding, we will explain our rationale here.  A proposed guideline is written in directory language when it is consistent with the Public Utility Code, an existing regulation, a prior Commission order, or directive or when it relates to a policy that the Commission proposes to follow.  Also note that the inclusion of, or reference to a regulation in a proposed guideline is not meant as notice of our intent to waive or necessarily revise that regulation except to the extent as expressly stated in the guideline.  We ask that parties keep this advice in mind when drafting their comments.  


B.
Interim Proposal 


Consumer Education

Besides EGSs providing customers with accurate information about account transfer dates, we believe that more can be done on the consumer education side to help ease customer frustration about the switching process.  Specifically, customers need to understand the association between the timing of their enrollment decision and their meter read date.  

Providing more information on the switching process on the Commission’s PaPowerSwitch.com website is an obvious start.  Information should be included on the website about the EDC account transfer letter, its purpose, and what to look for on the letter (supplier, date service will start, etc.).  The role of the meter read cycle in switching should also be explained, and guidance should be provided on the questions that consumers should ask EGSs about switching time frames and effective dates for the transfer of accounts.  

Additionally, the Commission’s Office of Communications should review its educational materials to make sure that they accurately reflect new procedures that are implemented for switching.  It is also recommended that EDCs and EGSs review and update their education materials to make sure the information they provide to consumers reflects any changes in the switching process.  EGSs should also review marketing materials, including sales scripts, to ensure that they are consistent with any new procedures that may be adopted in this proceeding, and that they provide realistic information to customers at the time of enrollment about account transfer dates.  This should help to minimize customer complaints about the length of time required to transfer customer accounts.  We invite comments on these ideas and any other ideas a party may have for improving consumer education efforts in this area.
IV.
LONG TERM PROPOSAL

Advanced Metering

In this order, we have dismissed for now the use of mid-cycle meter reads as an interim measure to shorten the switching process for customers as impractical.  Significant overhauls of EDCs’ present meter and billing systems will be required for instantaneous or near-instantaneous switching to occur.  The implementation of smart meter technology may very well be the appropriate vehicle to direct such requirements.  

While the full deployment of smart meters system-wide is a distant future event, the parameters for, and design of these systems are now being developed.  For this reason, we propose that supplier switching be fully integrated into all smart meter deployment plans, with the expectation that, once smart meters are in use, supplier switching will be able to occur at any given point in time.  We ask parties for their comments on this proposal.  

Parties may also comment on, or offer ideas to facilitate off-cycle switches prior to the full implementation of smart metering (use of estimated reads, off-cycle reads, etc.).  We request that parties address the cost and practicalities of such proposals in as much detail as possible in their comments.
CONCLUSION

The instant order, inter alia, sets forth for comment proposed Interim Guidelines that are written to streamline the switching process to shorten the time frame needed for a customer to switch EGSs while providing necessary customer protections.  The primary changes to the current process are: (1) the elimination of the10-day waiting period that is initiated by the EDC sending a confirmation letter of change in EGS to the customer; and (2) the substitution of an account transfer letter for the confirmation letter sent by the EDC to the customer.  It is anticipated that these modifications will not only accelerate the switching process, but should facilitate EGS-to-EGS switching for shopping customers.  In other words, the streamlined process should eliminate the need for a shopping customer to return to a default service provided by an EDC or DSP prior to being transferred to a new EGS.

Throughout this order, we have requested specific comment on the various issues and the proposals presented.  We anticipate that commenters will provide helpful suggestions to improve the streamlined switching process proposed herein and the cost information requested for the various proposals that have been presented;
THEREFORE,

IT IS ORDERED:


1.
That the Proposed Interim Guidelines for Changing a Customer’s Electricity Generation Supplier and the sample Customer Notification Letter as set forth in this Tentative Order and in Appendices A and B are issued for comment.


2.
That Sections 57.173 and 57.174 of the Commission’s regulations at Title 52 of the Pennsylvania Code, 52 Pa. Code § 57.73-§ 57.74, are proposed to be waived to the extent set forth in this order and Appendix A.
3.
That comments to this Tentative Order and Appendices A and B shall be submitted no later than 30 (thirty) days from the entry date of this order.  Interested parties may submit written comments, an original and 5 copies, to the Secretary, Pennsylvania Public Utility Commission, P.O. Box 3265, Harrisburg, PA 17105-3265.  Comments may also be filed electronically through the Commission e-File System.  A copy of the comments shall be submitted to the Office of Competitive Market Oversight at ra-OCMO@state.pa.us.  No reply comments shall be permitted.
4.
That this Tentative Order and Appendices A and B shall be served on all Electric Distribution Companies, all Natural Gas Distribution Companies, all licensed Electric Generation Suppliers, all licensed Natural Gas Suppliers, the Bureau of Investigation and Enforcement, the Office of Consumer Advocate, the Office of Small Business Advocate and the Energy Association of Pennsylvania.
5.
That the Office of Competitive Market Oversight shall electronically send a copy of this Tentative Order and Appendices A and B to all persons on the contact list for the Committee Handling Activities for Retail Growth in Electricity (CHARGE), to all persons on the contact list for the Investigation of Pennsylvania’s Retail Electricity Market, order entered April 29, 2011 at Docket No. I-2011-2237952, and to all persons on the contact list for Stakeholders Exploring Avenues to Remove Competitive Hurdles (SEARCH).
6.
That a copy of this Tentative Order shall be posted on the Commission’s website at the Office of Competitive Market Oversight’s web page and on the web page for the Investigation of Pennsylvania's Retail Electricity Market.
7.
That the contact persons for this matter are Patricia Krise Burket, Law Bureau, 717-787-3464 (legal) and Daniel Mumford, Bureau of Consumer Services, 717-783-1957 (technical).

8.
That the Office of Competitive Market Oversight shall prepare a final order and revise the interim guidelines consistent with the comments submitted.  
BY THE COMMISSION
[image: image1.png]



Rosemary Chiavetta
Secretary
(SEAL)
ORDER ADOPTED:  November 10, 2011
ORDER ENTERED:   November 14, 2011

APPENDIX A

INTERIM GUIDELINES FOR THE TRANSFER OF CUSTOMER ACCOUNTS
A. Purpose.  

These guidelines establish procedures to ensure the timely transfer of a customer account for electric generation service while protecting customers against slamming, the transfer of a customer’s account without authorization.  These guidelines are applicable to electric generation suppliers, electric distribution companies and default service providers and to the employees, agents and representatives that they employ.   
B. Scope.  

These guidelines apply to customer-authorized transfers of service accounts from an EDC or DSP to an EGS and between EGSs.  When the customer’s service is discontinued by the EGS, the transfer of a customer from an EGS to default service provided by an EDC or DSP is governed by 52 Pa. Code § 54.123 (relating to transfer of customers to default service).
C. Definitions.
The following words and terms, when used in these guidelines, have the following meanings, unless the context clearly indicates otherwise:

Customer - A purchaser of electric generation in whose name a service account exists with either an EDC or an EGS.  In addition, the term includes all persons authorized to act on a customer’s behalf.
Default Service Provider - DSP -The incumbent EDC within a certificated service territory or a Commission approved alternative supplier of electric generation service.
Electronic Data Interchange - EDI- Communication protocols established for the transmission and receipt of data by electronic means.
Electric Distribution Company - EDC – An electric distribution company as defined in 66 Pa.C.S. § 2803 (relating to definitions).
Electric Generation Supplier - EGS – An electric generation supplier as defined in 66 Pa.C.S. § 2803 (relating to definitions). 
Slamming- The transfer of a customer’s electric generation service account without the authorization of the customer.
Switching deadline- The date by which an EDC or DSP must receive a customer account transfer notice from an EGS so that the customer’s account can be transferred to the EGS at the customer’s next immediate meter read.  The switching deadline is established in the EDC’s or DSP’s tariff based in part on its operational requirements.
D.  Waiver of Regulations.

1.
The following provisions of 52 Pa. Code § 57.173(relating to customer contacts with EGS) are proposed to be waived to the extent necessary to implement these interim guidelines:


(a)  Subsection (1) - the requirement that an EGS notify an EDC that a customer selected the EGS as a new supplier by the end of the next immediate business day.


(b)  Subsection (2) – the requirement that an EDC or DSP send a confirmation letter to the customer to confirm the customer’s consent to transfer his or her account to an EGS.


(c)  Subsection (2) - the establishment of a 10 day period wherein a customer can contact the EDC to dispute that consent was given for the transfer of his or her service account to an EGS.

2.
The provision of 52 Pa. Code § 57.174 (relating to time frame requirement) that requires the EDC to make the change at the beginning of the first feasible billing period following the 10-day waiting period is waived to the extent necessary to implement these interim guidelines.

3.
The waivers shall remain in effect pending revision of this regulation. 
E. Meter Read Date; Switching Deadline.  

1.
An EGS should obtain information about a customer’s meter read cycle and the switching deadline so that the EGS is able to advise a customer about the date that the customer’s account can be transferred to the EGS.  

2.
When authorized by the customer or directed by Commission regulation or order, an EDC or DSP shall provide to an EGS upon request the next immediate meter read date and the switching deadline for a specific customer’s account.   

3.
In marketing generation service to a customer, an EGS should provide information about the customer’s meter read date, the switching deadline and the estimated date that the customer’s account will be transferred to the EGS so that the customer will understand the switching process.  

F.  EGS Notification to EDC of Customer Account Transfer Notice. 

1.
An EGS shall submit an account transfer notice to an EDC or DSP before the switching deadline to ensure that the customer’s account is transferred to the EGS at the customer’s next immediate meter read date.  

2.
An EGS may delay the submission of an account transfer notice when the customer has agreed that the EGS would not begin to provide service until after the customer’s next immediate meter read date.

3.
The requirement in 52 Pa. Code § 57.173(1) (relating to customer contacts with EGSs) that an EGS notify an EDC of a customer account transfer by the end of the next business day is waived to the extent it is inconsistent with this provision.  See Guideline D (1) (a)(relating to waiver of regulation).
G.  Customer Receipt of Written Disclosure Statement; Start of 3 Day Contract Rescission Period.  

1.
The 3 day contract rescission period begins when the customer receives a written disclosure statement that conforms in content with 52 Pa. Code § 54.5 (c) and applicable provisions of these interim guidelines. 

2.
The length of the 3 day contract rescission period shall be 3 business days.  This guideline is consistent with 52 Pa. Code § 54.5(d)(1) and (2)(relating to disclosure statement for residential and small business customers).

3.
There shall be a rebuttable presumption that a disclosure statement correctly addressed to a customer with sufficient first class postage attached shall be received by the customer 3 days after it has been properly deposited in the United States mail. 
H.  Disclosure Statement. 

1.
The EGS shall include in its disclosure statement the information listed at 52 Pa. Code § 54.5(c)(relating to disclosure statement for residential and small business customers).  

2.
Consistent with 52 Pa. Code § 54.5 (c)(4)(i), the disclosure statement shall include information about the length of the agreement, including the starting date for the service with the EGS.  The EGS shall include a good faith estimate of the starting date of service for the customer’s service based on the customer’s next immediate meter read date and the switching deadline for that date. 

3.
When a disclosure statement is at issue in a complaint proceeding, and the disclosure statement contains unclear or ambiguous language that is relevant to the complaint, the Commission will interpret the language against the EGS.
I.  Evidence of a Customer’s Authorization to Transfer Account.  

1.
A document signed by the customer of record whose sole purpose is to obtain customer consent to change EGSs shall constitute valid written evidence that the customer authorized an EGS to transfer the customer’s service account.  This guideline is consistent with 52 Pa. Code § 57.176 (relating to valid written authorization).

2.
The submission of an account transfer notice to an EDC or DSP by an EGS shall be evidence of a customer’s authorization to transfer his or her account to the EGS.  This evidence shall satisfy the statutory requirement that the EDC or DSP change a customer’s electricity supplier upon receipt of written evidence that the customer has consented to the transfer.  See 66 Pa.C.S. § 2807(d)(1)(relating to consumer protections and customer service).

3.
Neither the account transfer notice provided by the EGS to the EDC or DSP, nor the transfer of a customer account to an EGS by an EDC or DSP may be used as evidence to prove that the customer authorized the EGS to transfer the account in a Commission proceeding on a customer complaint. 

4.
This guideline does not release an EDC, a DSP or an EGS from the obligation of investigating a customer’s allegation involving the unauthorized transfer of a customer account.  See Guideline O (relating to customer disputes; slamming complaints). 

J.  Records. 

(1)
Documents, and other paper or electronic records relating to a customer’s authorization to transfer his or her service account to an EGS or DSP shall be retained for a period of time equivalent to at least 6 billing cycles.  This requirement is consistent with 52 Pa. Code § 57.177 (relating to customer dispute procedures).  

(2)
When a customer files a dispute or a complaint, documents, and other paper or electronic records relating to a customer’s authorization to transfer his or her service account to an EGS or DSP shall be retained for 3 years from the date of the dispute or complaint. See 52 Pa. Code § 57.179 (relating to record maintenance).


(3)
This guideline applies to all EDCs, DSPs and EGSs.  
K. EDC Transfer of Customer Account.  

1.
An EDC or DSP shall transfer the customer’s account to the selected EGS at the beginning of the first feasible billing period following the submission of an account transfer notice from the EGS.  This guideline is consistent with 52 Pa. Code § 57.174 (relating to time frame requirement).

2.
An account transfer notice submitted by the switching deadline should be processed by the EDC or DSP so that the customer’s account is transferred to the selected EGS by the customer’s next immediate meter read date. 


3.
The 10-day waiting period established at 52 Pa. Code § 57.173 (2) (relating to customer contacts with EGSs) and referenced in 52 Pa. Code § 57.174 (relating to time frame requirement) is waived to the extent that they are inconsistent with this guideline.  See Guideline D (1)(c) and (2) (relating to waiver of regulation).
L. Customer Notice of Account Transfer.  

1.
An EDC or DSP shall provide notice to the customer of the transfer of an account to an EGS or a default service provider.  An EDC or DSP shall send an account transfer letter to the customer by the end of the next business day after receiving the transfer notice from an EGS.  For a customer who is enrolled in paperless billing, or who has agreed to receive electronic notices, letters and other communications from the EDC or DSP, an account transfer letter may be sent electronically.  

2.
An EDC or DSP may use the sample set forth in Appendix B as a guide for drafting the account transfer notice. 

3.
The requirement that an EDC send a confirmation letter to a customer established at 52 Pa. Code § 57.173 (2) (relating to customer contacts with EGSs) is waived to the extent it is inconsistent with this provision.  See Guideline D (1)(b) (relating to waiver of regulation).
M.  EGS Rescission of Account Transfer.  

1.
An EGS may rescind the transfer of the customer’s account no later than 3 business days prior to the switching deadline established by the EDC or DSP for the customer’s account.  Only an EDC or DSP may rescind the transfer of a customer account after that time.  

2.
An EGS may use an established EDI transaction to rescind the account transfer. 

3.
The EGS should reimburse an EDC or DSP for reasonable costs related directly to the rescission of a customer account transfer by the EDC or DSP.


4.
An EGS may not rescind the transfer of a customer’s account to another EGS without written evidence of the customer’s authorization to rescind the transfer.

N.  EDC Rescission of the Account Transfer.  

1.
An EDC or DSP may rescind the transfer of a customer’s account upon the request of an EGS. The rescission of the transfer of the customer’s account shall comply with applicable statutes, regulations and Commission guidelines and orders.

2.
The EGS should reimburse an EDC or DSP for reasonable costs related directly to the rescission of a customer account transfer by the EDC or DSP.


3.
When a customer contacts an EDC or DSP to request that the EDC rescind the transfer of his or her account to an EGS, the EDC or DSP shall treat the contact as a dispute involving a slamming allegation in accordance with Guideline O (relating to customer disputes; slamming complaints).
O.  Customer Disputes; Slamming Complaints. 

Consistent with 52 Pa. Code § 57.177 (relating to customer dispute procedures), all EDCs, DSPs and EGSs shall treat all slamming allegations as disputes in accordance with Commission regulations at 52 Pa. Code § 56.151(relating to general rule) and            § 56.152 (relating to contents of the utility company report).
P.  Penalties for Unauthorized Transfer of Customer Accounts. 

1.
An EDC, DSP or EGS shall not change a customer’s electricity supplier without evidence of the customer’s consent to the change in supplier.  See 66 Pa.C.S.      § 2807(d)(1) (relating to customer protection and customer service).  See also Guideline I (relating to evidence of a customer’s authorization to transfer account) and Guideline M (relating to EGS rescission of account transfer). 

2.
The Commission has a zero tolerance policy for slamming, and consistent with due process, will impose fines and other penalties as is deemed necessary.


a.
The unauthorized transfer of a customer account without a customer’s express consent will result in a fine or other penalties for an EDC or DSP.


b.
The unauthorized transfer of a customer account without the customer’s express consent can result in a fine, or other penalties, including the suspension, or the revocation of the license of that EGS.  See 52 Pa. Code § 54.42(9) (relating to license suspension; license revocation). 
APPENDIX B
Proposed Content of EDC Account Transfer Letter (consolidated EDC bill example):

mm/dd/yy 
[CUSTOMER NAME]
[ MAILING ADDRESS]
Customer/Account No: [XXXXXXXXX]
For Service To: 
[SERVICE ADDRESS]




RE: IMPORTANT NOTICE ABOUT YOUR ACCOUNT
Dear [CUSTOMER]:

We received notice that the following company will be your electric supplier:

[EGS NAME]
[EGS CONTACT INFORMATION]
Our records also indicate that you will receive [X] bill from [EDC] which will reflect [EDC] charges and those of your electricity supplier.

Your new supplier will begin providing you with energy when your meter is read on or about [XX/XX/XXXX]. You will receive your first bill showing this supplier’s charges the following month.

If this information is correct, you do not need to call us. 

If you have any questions about this notice, please contact your new supplier.  The supplier’s contact information may be found above or on the disclosure statement you received from your supplier. 

 If you have any other questions or concerns about your electricity service, you may contact us at 1-[XXX-XXX-XXXX] between the hours of [X] a.m. to [X] p.m. Monday through Friday.

Sincerely,

[EDC]
� CHARGE members included EDCs, EGSs, industry trade organizations, consumers, the Office of Consumer Advocate (OCA), and the Office of Small Business Advocate.





� Investigation of Pennsylvania’s Retail Electricity Market, order entered April 29, 2011 at Docket No. I-2011-2237952.


� This switching timeframe applies to a customer switching from default service to supplier, and from supplier to supplier, and, in part, from supplier to default service.


� RMI participants included EDCs, EGSs, residential, small business and industrial consumer representatives and other interested parties.


�  Note that these advanced meters are generally not classified as “smart meter technology” as defined at 66 Pa.C.S. § 2807(g)(relating to duties of electric distribution companies).


� The switching deadline will be established in the tariff of an EDC or DSP and will be based in part on its operational requirements. See Interim Guideline C (relating to definitions). 


� See Rulemaking: Marketing and Sales Practices for the Retail Residential Energy Market, order entered February 14, 2011 at Docket No. L-2010-2208332, Annex A, p. 12, § 111.11(c)(relating to receipt of disclosure statement and right to rescind transaction).
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