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@w@ PENNSYLVANIA PUBLIC UTILITY COMMISSION

—_— P.O. BOX 3265, HARRISBURG, PA 17105-3265 o REPLY PLEASE
February 4, 2009

Mary Jane Phelps, Director DOCU M E NT

Pennsylvania Code & Bulletin

Room 647, Main Capitol Building F OLDE R

Harrisburg, PA 17120

Re: L-00060182/57-265
Proposed Rulemaking
Amend Provisions of 52 Pa. Code
Chapter 56 to Comply with Provisions of
Chapter 14 of Title 66
52 Pa. Code, Chapter 56

Dear Ms. Phelps:

Enclosed please find two (2) copies of the face sheet and above-captioned order along
with a diskette containing the Executive Summary, Commission order and Annex A. The
Attorney General approved the proposal on January 16, 2009. The Commission requests that
this order be published as a proposed rulemaking in the Pennsylvania Bulletin.

Very truly yours,

Karen O. Moury *
Director of 'Operati%s-

Enclosure

cc: Chief Counsel Pankiw
Regulatory Coordinator DelBiondo
Assistant Counsel Buda
Mr. Mumford
Docketing
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TO: LEGISLATIVE REFERENCE BUREAU
RE: PUC PROPOSED REGULATION

L-00060182/57-265

Proposed Rulemaking

Amend Provisions of 52 Pa. Code
Chapter 56 to Comply with Provisions of
Chapter 14 of Title 66

52 Pa. Code, Chapter 56

Under section 5(a) of the Regulatory Review Act (71 P.S. § 745.5(a)), on
September 25, 2008, the Commission submitted a copy of this proposed
rulemaking to the Independent Regulatory Review Commission (IRRC) and the
Chairpersons of the House and Senate Committees. In addition to submitting the
proposed rulemaking, the Commission provided IRRC and the Committees with a
copy of a detailed Regulatory Analysis Form prepared by the Commission. A
copy of this material is available to the public upon request.

Under section 5(g) of the Regulatory Review Act, if IRRC has objections to
any portion of the proposed rulemaking, it will notify the Department within 30
days of the close of the public comment period. The notification shall specify the
regulatory review criteria that have not been met by the portion of the proposed
rulemaking to which an objection is made. The Regulatory Review Act specifies
detailed procedures for review, prior to final publication of the amendments, by
the department, the General Assembly and the Governor of objections raised.
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September 12, 2011

Mary Jane Phelps, Director

Pennsylvania Code & Bulletin DOCUMENT
Room 647, Main Capitol Building

Harrisburg, PA 17120 FOLDER

Re:  L-00060182/57-265
Final Rulemaking
Amend Provisions of 52 Pa. Code
Chapter 56 to Comply with Provisions of
Chapter 14 of Title 66
52 Pa. Code, Chapter 56

Dear Ms. Phelps:

Enclosed please find two (2) copies of the face sheet and above-captioned order
along with a diskette containing the Executive Summary, Commission order, report and
Annex A. The Attorney General approved the proposal on September 2, 2011. The
Commission requests that this order be published as a final rulemaking in the
Pennsylvania Bulletin.

Very truly yours,

Karen O. Moury \
Director of Operations—

e

Enclosure

cc:  Chief Counsel Pankiw
Regulatory Coordinator DelBiondo
Assistant Counsel Buda
Assistant Counsel Wiedt
Mr. Mumford f
Docketing v~ =
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TO: LEGISLATIVE REFERENCE BUREAU
RE: PUCFINAL REGULATION

L-00060182/57-265

Final Rulemaking

Amend Provisions of 52 Pa. Code
Chapter 56 to Comply with Provisions of
Chapter 14 of Title 66

52 Pa. Code, Chapter 56

Under Section A of the Regulatory Review Act, the Act of June 30, 1989
(P.L. 73, No. 19) (71 P.S. §§745.1-745.15), the agency submitted a copy of the
final rulemaking, which was published as proposed at 39 Pa.B. 925 on
February 14, 2009, and served on February 4, 2009, to the Independent Regulatory
Review Commission and the Chairmen of the House Committee on Consumer
Affairs and the Senate Committee on Consumer Protection and Professional
Licensure for review and comment. In compliance with Section 5(b.1), the agency
also provided the Commission and the Committees with copies of all comments
received, as well as other documentation.

This final form regulation was deemed approved by the House Committee
on Consumer Affairs and was deemed approved by the Senate Committee on
Consumer Protection and Professional Licensure, and was approved by the
Independent Regulatory Review Commission on July 21, 2011, in accordance
with Section 5(c) of the Act.
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To Amend Provisions of 52 Pa. Code Chapter 56 to

L.-00060182/57-265
Revised Final Rulemaking

Comply with the Provisions of 66 Pa.C.S. Chapter 14;

General Review of Regulations
52 Pa. Code, Chapter 56

The Pennsylvania Public Utility Commission on June 9, 2011, adopted a revised final rulemaking order which
amends Chapter 56 to comply with the provisions of Chapter 14 of Title 66. The contact persons are Terrence Buda,
Law Bureau, 783-3459 and Daniel Mumford, BCS, 783-1957.
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EXECUTIVE SUMMARY
L-00060182/57-265
FINAL RULEMAKING

Rulemaking to Amend the Provisions of 52 Pa. Code, Chapter 56 to Comply
with the Provisions of 66 Pa.C.S., Chapter 14; General Review of Regulations
52 Pa. Code Sections §§ 56.1 et seq.

By Order entered September 26, 2008, at Docket No. L-00060182, the
Commission adopted a Proposed Rulemaking Order which amends Chapter 56 of the
Commission regulations, 52 Pa. Code §§ 56.1, et seq. By Order entered March 22, 2011,
at this docket, the Commission adopted the Final Rulemaking Order. By Order entered
June 13, 2011, at this docket, the. Commission adopted the Revised Final Rulemaking
Order.

The purpose of this Revised Final Rulemaking Order is to promulgate regulations
to implement Chapter 14 (66 Pa.C.S. §§ 1401-1418, Responsible Utility Customer
Protection). In particular, Section 6 of Act 201 requires the Commission to amend
Chapter 56 to comply with the provisions of Chapter 14 and, if necessary, promulgate

other regulations to administer and enforce Chapter 14.

On November 30, 2004, the Governor signed into law SB 677, or Acf 201. This
law went into effect on December 14, 2004. Act 201 amended Title 66 by adding
Chapter 14 (66 Pa.C.S. §§ 1401-1418, Responsible Utility Customer Protection).
Complying with the Section 6 obligation imposed by the Act is the main purpose of this
rulemaking. In addition, the Commission reviewed the entire Chapter 56 to revise when

necessary given our experience and the technological advances in the industries.

Act 201 is intended to protect responsible bill paying customers from rate
increases attributable to the uncollectible accounts of customers that can afford to pay

their bills, but choose not to pay. The legislation is applicable to electric distribution




companies, water distribution companies and larger natural gas distribution companies
(those having an annual operating income in excess of $6,000,000). Steam, wastewater
utilities and victims under a protection from abuse (PFA) order are not covered by

Chapter 14.

The contact persons for this matter are Daniel Mumford, Policy Analyst, Bureau
of Consumer Services (717) 783-1957, (dmumford@state.pa.us), Terrence J. Buda,
Assistant Couﬁsel, Law Bureau (717) 783-3459, (tbuda@state.pa.us) and Patricia Wiedt,
Assistant Counsel, Law Bureau (717) 787-5755, (pwiedt@state.pa.us). Alternate formats

of this document are available to persons with disabilities and may be obtained by
contacting Sherri Delbiondo, Regulatory Coordinator, Law Bureau, (717) 772-4597,
sdelbiondo@state.pa.us.




PENNSYLVANIA
PUBLIC UTILITY COMMISSION
Harrisburg, PA. 17105-3265

Public Meeting held June 9, 2011
Commissioners Present:

Robert F. Powelson, Chairman

John F. Coleman, Jr., Vice Chairman
Tyrone J. Christy

Wayne E. Gardner

James H. Cawley

Rulemaking to Amend the Provisions of

52 Pa. Code, Chapter 56 to Comply with the Docket No. L-00060182
Provisions of 66 Pa.C.S., Chapter 14; General

Review of Regulations

REVISED FINAL RULEMAKING ORDER
BY THE COMMISSION:

Oﬁ September 26, 2008, the Commission issued a Proposed Rulemaking Order to
amend our Chapter 56 Standards and Billing Practices for Residential Utility Service to
comply with Chapter 14 of Title 66 and to undertake a general review of the regulations.
On November 30, 2004, the Governor signed into law SB 677, or Act 201. This law
went into effect on December 14, 2004. Act 201 amended Title 66 by adding Chapter 14
(66 Pa.C.S. §§ 1401-1418), Responsible Utility Customer Protection. The purpose of the
Proposed Rulemaking Order was to promulgate regulations to implement Chapter 14. In
particular, Section 6 of the Act requires the Commission to amend Chapter 56 to comply
with the provisions of Chapter 14 and, if necessary, promulgate other regulations to

administer and enforce Chapter 14." Complying with this obligation imposed by the Act

' Section 6 further provides that “promulgation of any such regulation shall not act to delay the
implementation or effectiveness of this chapter.”



is the main purpose of this rulemaking. In addition, we are taking this opportunity to
review the entire Chapter 56 and make revisions when necessary given our experience

~and the technological advances in the industries.

Act 201 is intended to protect responsible bill paying customers from rate
increases attributable to the uncollectible accounts of customers that can afford to pay
their bills, but choose not to pay. The legislation is applicable to electric distribution
companies, water distribution companies and larger natural gas distribution companies
(those having an annual operating income in excess of $6,000,000). Steam, wastewater
utilities and victims under a protection from abuse (PFA) order are not covered by
Chapter 14.

In response to the disapproval order issued by the Independent Regulatory Review
Commission (IRRC) of the Commission’s Final Rulemaking Order adopted February 24,
2011, as well as the other comments to that order, the Commission is hereby adopting

this Revised Final Rulemaking Order.

BACKGROUND

Chapter 14 of the Public Utility Code seeks to eliminate opportunities for
customers capable of paying to avoid paying their utility bills, and to provide utilities
with the means to reduce their uncollectible accounts by modifying the procedures for
delinquent account collections. The goal of these changes is to increase timely
collections while ensuring that service is available to all customers based on equitable
terms and conditions. 66 Pa.C.S. § 1402.

* Small natural gas companies may voluntarily “opt in” to Chapter 14. 66 Pa.C.S. § 1403.



Chapter 14 supersedes certain Chapter 56 regulations, all ordinances of the City of
Philadelphia and any other regulations that impose inconsistent requirements on the
utilities. Chapter 14 expires on December 31, 2014, unless re-enacted. Two years after
the effective date and every two years thereafter, the Commission must report to the

General Assembly regarding the implementation and effectiveness of the Act.’

On January 28, 2005, the Commission issued a Secretarial Letter identifying
general subject areas for discussion and encouraged interested parties to file written
comments. In addition, on February 3, 2005, the Commission held a “Roundtable

Forum” to address the implementation and application of Chapter 14.

Written comments were filed by the following interested parties: Energy
Association of Pennsylvania (EAP), PECO Energy Company (PECO Energy), PPL
Electric Utilities Corporation and PPL Gas Utilities Corporation (PPL), Philadelphia Gas
Works (PGW), Aqua Pennsylvania, Inc. (Aqua), Pennsylvania-American Water
Company (PAWC), Office of Consumer Advocate (OCA), Community Legal Services
(CLS), Pennsylvania Utility Law Project (PULP), Pennsylvania Coalition Against
Domestic Violence (PCADV), Pennsylvania Apartment Association, Housing Alliance of

Pennsylvania, and American Association of Retired Persons (AARP).

Based upon our review of the comments filed by interested parties pursuant to our
January 28, 2005 Secretarial Letter and the oral comments expressed at the Roundtable
Forum, we issued an Implementation Order on March 4, 2005 that addressed seven
threshold issues. Although we considered these issues to be the most fundamental, we
understood that this was an ongoing process and that other implementation issues would

need to be resolved in the future.

3 On December 14, 2006, the Commission issued the First Biennial Report to the General Assembly and
the Governor pursuant to Section 1415, On December 14, 2008, the Commission issued the Second
Biennial Report. On January 14, 2011, the Commission issued the Third Biennial Report.



Therefore, by Secretarial Letter issued June 27, 2005, we informed interested
parties of the next Chapter 14 Roundtable, July 1, 2005, and established agenda items for
this meeting. At this second Chapter 14 Roundtable, we again sought to engage in a
discussion that promoted an exchange of ideas and views so that all interested parties
would better understand differing positions and the rationales underlying them. It was
intended that the parties would benefit from this discussion of the issues and assist in the
effective development of procedures, interim guidelines and subsequent regulations

necessary to implement the new requirements of Chapter 14.

Written comments were again submitted by the EAP, PECO Energy, PGW, OCA,
CLS, and PULP. The comments were also intended to supplement oral representations at
the July 1, 2005 Roundtable. Another Roundtable discussion was held on July 21, 2005
to discuss PGW-Specific Chapter 14 issues, and written comments were filed by PGW,
the OCA, CLS, and PULP. On September 12, 2005, we issued the Second
Implementation Order addressing unresolved issues identified for review and disposition
as follows:

Section I — Termination/Reconnection

Section 11 — Payment Arrangements (PARS)

Section 111 — Applications — Deposits

Section 1V — Protection from Abuse (PFA)/Consumer Education
Section V — PGW-Specific Issues

Thereafter, we continued to address issues at this docket number. On August 24,
2005, we issued a Section 703(g) Order Seeking Comments on one of these threshold
issues — the interpretation of the payment agreement restrictions in Section 1405(d). On
October 31, 2005, we issued the Reconsideration of Implementation Order (page 23)
amending the /mplementation Order by concluding “that § 1405(d) permits the
Commission (in addition to instances where there has been a change of income) to
establish one payment agreement that meets the terms of Chapter 14 before the

prohibition against a second payment agreement in § 1405(d) applies.” Finally, on



November 21, 2005, we issued a Declaratory Order pursuant to 66 Pa.C.S. § 331(f) that
Chapter 14 does not authorize public utilities to require upfront payments greater than
those amounts specified in § 1407(c)(2).

Up to this point in the implementation process, we had addressed and resolved
numerous issues involving the application of Chapter 14 provisions. However, as
indicated previously, we are req{lired by the legislation to open a rulemaking proceeding.
In order to facilitate the completion of our responsibility under the Act, we issued an
Advance Notice of Proposed Rulemaking Order(Advance Notice) on December 4, 2006.
This Advance Notice enabled us to gather input from the industry, consumer groups, and
advocates before d;afting the proposed revisions and provided us the opportunity to
conduct a general review of this Chapter to identify, modify, and/or rescind certain
provisions of Chapter 56. See, e.g., General Review of Regulations; Advance Notice of
Proposed Rulemaking, Docket No. L-00950103, adopted April 27, 1995, 25 Pa. B. 2188
(June 3, 1995). We have offered all parties the opportunity to address other issues as

well.

For example, we explained in the December 4, 2006 Advance Notice that since the
most recent revision of Chapter 56, there have been technological advances including
electronic billing and payment, email, the internet, etc. Parties were invited to comment
as to how these technological advances should be addressed in the regulations, especially
the billing and payment sections. Furthermore, we asserted that the rulemaking
proceeding will also review all of our outstanding ad hoc reporting requirements for the

same purpose.

In the Advance Notice, we recognized that Chapter 14 will necessitate significant
changes to the winter termination rules at § 56.100; this is an area of crucial importance
and is central to the Commission’s obligation to protect the health and safety of all

citizens of the Commonwealth.



Chapter 14 also changes the procedures utilities may use when screening
applicants for service and credit worthiness. Related to this are provisions in Chapter 14
that expand a utility’s ability to assign liability for account balances that may have
accrued under the name of someone other than the customer or applicant. The
Commission requested comments on these procedures of winter terminations and
screening and asked for the assistance of all parties in formulating regulations to address

these important areas.

The Commission sought comments on the most controversial and complex
provisions of Chapter 14 identified in questions set forth in Appendix A to the Advance
Notice. Comments were received from the following 22 parties: EAP, PECO Energy,
Allegheny Power, PPL, Duquesne Light Company (DLC), the FirstEnergy Companies
(FirstEnergy), PGW, Columbia Gas of Pennsylvania, Inc. (Columbia), TW Phillips Gas
Company (TWP), National Fuel Gas Distribution Corporation (NFG), Equitable Gas
Company Division of Equitable Resources, Inc. (Equitable), The National Association of
Water Companies (NAWC), PAWC, Aqua, OCA, PULP, Action Alliance of Senior
Citizens, Tenant Union Representative Network and ACORN (Action Alliance), AARP,
PCADV, Women’s Law Project (WLP), Women Against Abuse (WAA), and the
Consumer Advisory Council (CAC). As indicated previously, we encouraged the
commentators to raise any matters or issues that they feel we have overlooked or missed,

including the need to revise Chapter 56 sections unrelated to Chapter 14.
PROPOSED RULEMAKING ORDER

Upon consideration of the new requirements of Chapter 14 and all of the
comments received to date, we proposed the adoption of the regulations set forth in
Annex A to the September 26, 2008 Proposed Rulemaking Order. A summary of the
comments along with discussion of such were attached to this Order as Attachment One.
The Order was published February 14, 2009 at 39 Pa B 925 and the public comment



period concluded on April 20, 2009. This action continued the process of revising our
Chapter 56 regulations. As provided for under law, the Commission next sought to

finalize the proposed regulations.

Comments in response to the Order were submitted by Action Alliance, Allegheny
Power, Aqua, Citizens' Electric Company (Citizens), Columbia, DLC, CAC, Dominion
Peoples (Dominion), EAP, Equitable, FirstEnergy , MidPenn Legal Service (MidPenn),
OCA, PULP, PECO Energy, PAWC, PGW, PPL, TWP, UGI Distribution Company
(UGI), United Water (United), West Philadelphia Coalition of Neighborhoods and
Businesses (WPCNB), York Water (York), as well as the Independent Regulatory
Review Commission (IRRC). All comments are available at the Commission’s public

internet domain at www.puc.state.pa.us, as well as IRRC’s at www.irre.state.pa.us.

The Commission reviewed all the comments and the issues that developed in this
rulemaking and issued a Final Rulemaking Order. The interested parties have now filed
or had an opportunity to file comments on five separate occasions, including the
December 4, 2006 Advance Notice. The issues have narrowed and the Commission’s
final order attempted to resolve the remaining issues. Many of the issues had already
been the subject of previous Commission actions and the interested parties, as 1 have
indicated, had numerous opportunities to comment on these issues, as set forth below:
definition of customer (First Implementation Order)
user without contract (First Implementation Order)
landlord winter termination (First Implementation Order)

PUC payment agreements (Reconsideration of Implementation Order)
curing a payment agreement to avoid termination (First Implementation Order)

verification of households eligible for winter termination (Second Implementation
Order)



FINAL RULEMAKING ORDER

By Order adopted February 24, 2011, and entered March 22, 2011, the

Commission adopted a Final Rulemaking Order.

Our Final Rulemaking Order reflected changes in areas such as income definitions
and CAP eligibility, winter surveys, paper receipts for electronic payments, budget billing
payment arrangements, tariffs and credit scoring, etc. In some aspects, our Final
Rulemaking Order represented substantial changes to the originally proposed
amendment. We made changes in response to the issues and resolutions raised in
comments by IRRC, consumer advocates and industry participants. We found merit with

many of the comments and made the necessary changes.

The Commission believes that our implementation of Chapter 14 by amending
Chapter 56 regulations to comply and be consistent with the statute will allow utilities to
reduce their uncollectible accounts and provide additional collection tools to PGW.
However, we did not draft proposed regulations that provide utilities and PGW additional
methods or practices that were not specifically set forth or contemplated by the
legislation. Although this was advocated by a few commentators, that is not the agency’s
role. The General Assembly enacted this legislation that provided these tools and the

regulations implement the statute.

As previously indicated, we reviewed IRRC’s comments and the Final
Rulemaking Order attempted to address the concerns raised by IRRC. In addition, IRRC
also made recommendations with respect to additional matters to be includéd and
discussed in the Order. First, IRRC suggested that the Commission provide a section by
section explanation of what revisions are being made.” We addressed that request in

Attachment Two, which provided a summary of the significant revisions to the Proposed



Rulemaking Order. In addition, Attachment Three provided a regulatory analysis of the
savings and efficiencies that will result from the revisions established in the Final
Rulemaking Order. Furthermore, the Commission anticipated minimal additional costs to
utilities reflecting possible computer software changes and increased training for
customer service representatives and the additional reporting requirement costs. In
Section 1402, the General Assembly declared that revision of the Chapter 56 rules would
be in the public interest. We believe that the following substantive changes are consistent
with that declaration of policy:

¢ Chapter 14 expanded the ability of a utility to ask for a deposit and we
implemented this change.

o Chapter 14 expanded the ability of a utility to assign liability for an account
without first seeking permission from the Commission or a court.

e The Commission expanded the ability of utilities and PGW to terminate in
the winter.

e The Commission made the termination notice requirements less stringent
than existing Chapter 56 requirements.

IRRC also suggested a cross-reference of Chapter 14 provisions that have
been incorporated into Chapter 56 regulations. We also cross-referenced
where Chapter 56 provisions have been revised to incorporate Chapter 14. These
cross-references were provided in Attachment Four and Five, respectively. Finally,
Attachment Six cross-referenced the traditional Chapter 56 subchapters with the new

subchapters covering excluded utilities and PFA holders.

The Commission made these and other changes described above and below based
on its oversight authority, experience in consumer service standards for residential
service, and the requirements of Chapter 14. Chapter 14 (Section 4) supersedes

inconsistent Chapter 56 regulations. We believed that this Order and Annex A did not



reflect inconsistencies with Chapter 56 provisions or language. Although we amended 24
sections listed in Section 4, Chapter 56 addresses a number of topics that are not touched
by Chapter 14, e.g., third-party notice, 4-year statute of limitation period for outstanding
bills, make-up bills, existiﬁg customer deposits, unauthorized termination of service,
procedures immediately prior to termination, post-termination notices, the right to
petition the Commission to terminate customers protected by the winter termination
prohibitions, and all the medical emergency provisions that are consistent with Chapter
14. We do not believe that these provisions are inconsistent with Chapter 14. We also
made additional changes in response to comments from IRRC and other commentators

that were intended to clarify and otherwise improve the rulemaking.

On April 7, 2011, the final-form regulation was delivered to the standing

Committees of the Pennsylvania Senate and House of Representatives and (IRRC).

The next stage for the regulation within the Regulatory Review Act (ACT) was
review and approval at an IRRC public meeting. The regulation was scheduled for
consideration and action at the May 19, 2011 public meeting. However, on May 13,
2011, the Commission issued a Secretarial Letter requesting disapproval of the
'regulation. The Secretarial Letter was served on all the parties to the rulemaking giving
these parties an opportunity to file comments with IRRC. Notice of the May 19, 2011
public meeting was posted on IRRC’s website and the parties had an opportunity to

provide oral comments at the meeting.

According to Section 745.2(a) of the Regulatory Review Act, 71 P. S. § 745.2(a),
the legislative intent of the Act is to encourage the resolution of objections to a regulation
and the reaching of a consensus among IRRC, the standing committees, interested parties

and the agency. At this final stage in the regulatory review process, we determined that it

10



was necessary to revise the regulation. In order to accomplish this result, it was

necessary to seek disapproval of the regulation.

The Commission submitted in its Secretarial Letter that the modifications will not
improperly enlarge the scope of regulation. The Commission further submitted that the
final-form regulation may be inconsistent with the intention of the General Assembly in
the enactment of Chapter 14. Therefore, pursuant to Section 745.7(a), we requested that
the IRRC disapprove the subject regulation which would allow this agency to revise the
final-form rulemaking consistent with subsection (¢). The response and
recommendations contemplated by the agency shall be submitted in a report to the
Committees and the IRRC, within 40 days of the agency’s receipt of the IRRC’s
disapproval order. The matters to be addressed and identified in the Secretarial Letter are
set forth below:

§ 56.2 Definition of Household Income

§ 56.17 Advance Payments

§ 56.111 General Provision

§ 56.191 Payment and Timing

§ 56.252 Definition of Household Income

§ 56.267 Advance Payments

Appendix B

On May 26, 2011, IRRC issued its Disapproval Order. In addition to the matters
identified above, IRRC requested further explanation of the Commission’s statutory
authority for Subchapters L through V and a more detailed cost-benefit and fiscal impact
analysis of the regulation. IRRC also noted that commentators have expressed concern
with additional sections. IRRC’s final concern related to clarity and lack of ambiguity
with two sections. The Commission’s Report to Independent Regulatory Review
Commission: Disapproved Regulation Submitted with Revisions contains the final-form

regulation, the findings of IRRC, and our response and recommendations regarding the

1



revised regulation, including responses to the concerns expressed by IRRC and the
commentators. The Commission respectfully submits that it has addressed the concerns
expressed by the Independent Regulatory Review Commission in its Disapproval Order.
The Commission made substantive changes to the revised final-form regulation to
address IRRC’s concerns, and has explained the basis for the changes in this Report.
Based on the attached revised final-form regulation, the findings of the Independent
Regulatory Review Commission and the Commission’s response and recommendations
regarding the regulation, the Commission submits that this Revised Final Rulemaking
Order is in the public interest. This Order, Report, Attachments and Annex A will be

published on the Commission’s website.

CONCLUSION

Accordingly, under Sections 501, 504, and 1401-1418 of the Public Utility Code,

66 Pa.C.S. §§ 501, 504 and 1401-1418; Sections 201 and 202 of the Act of July 31, 1968,
P.L. 769 No. 240, 45 P.S. §§ 1201-1202, and the regulations promulgated thereunder at 1
Pa. Code §§ 7.1, 7.2, and 7.5; Section 204(b) of the Commonwealth Attorneys Act, 71
P.S. § 732.204(b); Sections 745.5 and 745.7 of the Regulatory Review Act, 71 P.S. §§
745.5 and 745.7; and Section 612 of the Administrative Code of 1929, 71 P.S. § 232, and
the regulations promulgated thereunder at 4 Pa. Code §§ 7.231-7.234, we are considering
adopting the REVISED FINAL regulations set forth in Annex A, attached hereto;

THEREFORE,
IT IS ORDERED:

1. That the Commission hereby adopts the revised final regulations set forth in

Annex A.

12



2. That the Commission hereby adopts the attached Report to the Independent
Regulatory Review Commission: Disapproved Regulation Submitted with Revisions

(Report to IRRC).

3. That the Secretary shall submit this Order, Report to IRRC, Attachments
One through Six and Annex A to the Office of Attorney General for review as to form

and legality and to the Governor’s Budget Office for review for fiscal impact.

4, That the Secretary shall submit this Order, Report to IRRC, Attachments
and Annex A for review by the Legislative Standing Committees, and for review and

approval by the Independent Regulatory Review Commission.

5. That the Secretary shall certify this Order, Report to IRRC, Annex A, and
deposit them with the Legislative Reference Bureau to be published in the Pennsylvania

Bulletin.

6. That the regulations embodied in Annex A shall become effective upon

publication in the Pennsylvania Bulletin.

7. That the Secretary shall serve this Order upon all jurisdictional electric
utilities, natural gas utilities, steam, water, and wastewater utilities, electric generation
suppliers, natural gas suppliers, the Office of Consumer Advocate, the Office of Small
Business Advocate, and all parties that submitted comments at this‘Docket. The Report,
Order, Attachments and Annex A shall be posted and made available electronically on

the Commission’s website.

8. The contact persons for this matter are Daniel Mumford, Manager-Field

Review, Bureau of Consumer Services (717) 783-1957, (dmumford@state.pa.us),
Terrence J. Buda, Assistant Counsel, Law Bureau (717) 783-3459, (tbuda@state.pa.us),

13



and Patricia Wiedt, Assistant Counsel, Law Bureau (717) 787-5755,
(pwiedt@state.pa.us). Alternate formats of this document are available to persons with
disabilities and may be obtained by contacting Sherri Delbiondo, Regulatory Coordinator,
Law Bureau, (717) 772-4597, sdelbiondo@state.pa.us.

BY THE COMMISSION

Rosemary Ehiavetta
Secretary

(SEAL)
ORDER ADOPTED: June 9, 2011

ORDER ENTERED: June 13, 2011
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Regulatory Analysis Form

(Completed by Promulgating.Agency) R

Independent Regulatory Revrew Comission

‘ (D) Agency:‘ o
Pennsylvania Public Utility Commission

(2) Agency Number:

Identification Number: L-00060182/57-265
IRRC Number:

(3) Short Title:

Rulemaking to Amend the Provisions of 52 Pa. Code, Chapter 56 to Comply with the Provisions of
66 Pa.C.S., Chapter 14; General Review of Regulations.

(4) PA Code Cite:

52 Pa. Code Section 56.1 et seq.

(5) Agency Contacts (List Telephone Number, Address, Fax Number and Email Address):
Primary Contact:  Daniel Mumford, Bureau of Consumer Services (717) 783-1957

Secondary Contact:  Terrence J. Buda, Law Burean (717) 783-3459

(6) Primary Contact for Public Comments (List Telephone Number, Address, Fax Number and Email
Address) — Complete if different from #5:

(All Comments will appear on IRRC’S website)
(7) Type of Rulemaking (check applicable box):

[C] Proposed Regulation
Final Regulation
[ ] Fina] Omitted Regulation
[T Emergency Certification Regulation;
(] Certification by the Governor
[[] Certification by the Attomey General
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(8) Briefly explain the regulation in clear and nontechnical language. (100 words or less)

The Rulemaking Order amends 52 Pa. Code §§ 56.1, et seq., to implement Chapter 14, the Responsible
Utility Customer Protection Act, and, if necessary, promulgates other regulations to administer and enforce
Chapter 14. In addition, the Commission is taking this opportunity to review the entire Chapter 56 and
make revisions when necessary given our experience and the technological advances in the industries.

(9) Include a schedule for review of the regulation including:
A. The date by which the agency must receive public comments: N/A

B. The date or dates on which public meetings or hearings

will be held: N/A
C. The expected date of promulgation of the proposed
regulation as a final-form regulation: N/A,
D. The expected effective date of the final-form regulation: Effective upon

publication in the PaBB

E. The date by which compliance with the final-form
regulation will be required: Effective upon

publication in the PaB

F. The date by which required permits, licenses or other
approvals must be obtained: N/A

(10) Provide the schedule for continual review of the regulation.

Pursuant to the Commission’s statutory duty to oversee the standards and billing practices for
Residential utility service, the Commission’s staff is continually monitoring the practical impact

of this regulation.
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(1 1) State the statutory authbnty for the 1egulat10n Include specxﬁc statutory cnatlon

The authority for the regulation is 66 Pa.C.S. §§ 102, 501, 504-506, 1301, 1401-1418 and 1501, the
Commonwealth Documents Law, 45 P.S. §§ 1201, ef seq., the regulations promulgated thereunder
at 1 Pa. Code §§ 7.1, 7.2 and 7.5, and Section 6 of Act 201.

(12) Is the regulation mandated by any federal or state law or court order, or federal regulation? Are
there any relevant state or federal court decisions? If yes, cite the specific law, case or regulation as well
as, any deadlines for action.

Section 6 of Act 201 requires the Commission to amend Chapter 56 to comply with the provisions
of Chapter 14 and, if necessary, promulgate other regulations to administer and enforce Chapter 14.

(13) State why the regulation is needed. Explain the compelling public interest that justifies the
regulation. Describe who will benefit from the regulation. Quantify the benefits as completely as
possible and approximate the number of people who will benefit.

The purpose of this Final Rulemaking is to promulgate regulations to implement
Chapter 14. This legislation seeks to eliminate opportunities for customers capable of paying to avoid
paying their utility bills, and to provide utilities with the means to reduce their uncollectible accounts by
modifying the procedures for delinquent account collections. The goal of these changes is to increase
timely collections while ensuring that service is available to all customers based on equitable terms and
conditions. Generally, utility companies and their customers will benefit from the regulation. More
specifically, the response in Paragraph (17) identifies who will benefit from the regulation. For
example, gross residential write-offs for the major electric distribution companies and the natural gas
distribution companies declined during the period from 2004 through 2010. Customer arrearages also
declined during this period.
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(14) If scientific data, studies, references are used to justify this regulation, please submit material with
the regulatory package. Please provide full citation and/or links to internet source.

N/A

(15) Describe who and how many will be adversely affected by the regulation. How are they affected?

No person or entity will be adversely affected by the regulations.

(16) List the persons, groups or entities that will be required to comply with the regulation.
Approximate the number of people who will be required to comply.

All jurisdictional electric utilities, natural gas utilities, steam, water, and wastewater utilities, electric
generation suppliers, natural gas suppliers, and their customers. Given the extent the regulation affects
utilities and the ever changing number of customers statewide, the approximate number of people
required to comply is difficult to measure. However, in response to Paragraph (17) the Commission has
listed the utility companies required to comply with the regulation. The Commission also provided
estimates of the number of affected residential customers, as submitted by utilities to the Commission
pursuant to 52 Pa. Code § 56.231, informal reporting, and from the Office of Consumer Advocate.
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(17) Provide a specific estimate of the costs and/or savings to the régulated community associated
with compliance, including any legal, accounting or consulting procedures which may be required.
Explain how the dollar estimates were derived.

The Commission expects that the revised Chapter 56 provisions, many of which are already in
effect through the enactment of Chapter 14, the Responsible Utility Customer Protection Act, effective
December 14, 2004, will reduce uncollectible expenses for the relevant utilities. Uncollectible accounts
are delinquent accounts that the utilities write off as uncollectible. This reduction in uncollettible
expenses will, in turn, protect customers from rate increases attributable to the uncollectible accounts of
customers that can afford to pay their bills but choose not to pay as normally, these costs are recovered

from all ratepayers.
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We first want to note that Chapter 56 has been in existence since 1978, and this is the 17" time it has
been revised (the most recent previous revision was in 1998). Unlike many of the previous revisions,
this pending revision was not revised upon the Commission’s own initiative. Instead, the Commission
was directed to promulgate this rulemaking by the General Assembly in Section 6 of Act 201 of 2004

(Chapter 14):

Section 6. The Pennsylvania Public Utility Commission shall amend the provisions of 52 Pa.
Code Ch. 56 to comply with the provisions of 66 Pa.C.S. Ch. 14 and may promulgate other
regulations to administer and enforce 66 Pa.C.S. Ch. 14, but promulgation of any such
regulation shall not act to delay the implementation or effectiveness of this chapter.

This rulemaking was intended to bring Chapter 56 requirements into compliance with Chapter 14. The
primary intent of the Commission in adopting these revised rules was to simply comply with the will of
the General Assembly; not to impose costly new requirements. We believe these rules fulfill this intent.

The following savings data or reduction in uncollectible accounts was provided by utility companies
as part of their reporting requirements to the Commission. Gross residential write-offs for the major
electric distribution companies and the natural gas distribution companies declined from $224,998,632
in 2004 to $208,120,659 in 2010. Gross residential write-offs are residential billings that are written off
as uncollectible. Customer arrearages for active accounts (those whose service is still on but whose
account is delinquent) declined from $490,461,007 in 2004 to $434,632,475 in 2010.

( hp://www.puc. state.pa.us/gencral/publications_reports/pdf/Chapter14-Biennial04201 1.pdf
http://www.puc.state.pa.us/general/publications_reports/pdf/Chapter14-Biennial_2004RCD.pdf)

It is important to note that these positive results were achieved during an economic downturn,
arguably making them even more significant. The reduction of uncollectible accounts of customers has
outweighed any cost of Chapter 14 implementation, and we expect the same to continue under the
Chapter 56 revisions, many of which simply incorporate the relevant Chapter 14 language.

The projected cost figures submitted by the utilities in their responses to the rulemaking were largely
unsubstantiated and do not account for the ongoing savings associated with reduced uncollectible
accounts and reduced customer arrearages. It is inherently difficult to provide an estimated reduction in
dollar figures of a number that was not substantiated in the first place. Also, for the utilities covered by
subsections L-V of the proposed rules (wastewater, small natural gas, steam heat, and customers who are
victims of domestic violence), the implementation costs should be minimal since subsections L-V
consist mostly of the current Chapter 56 regulations. Because we are mostly preserving the “status quo”
for these entities, we do not see how significant implementation costs could be incurred. While parties
have filed comments in response to the Notice of Proposed Rulemaking (NOPR) including projected
costs, no party has filed comments with [IRRC complaining about the cost burden. Additionally, to the
extent that utilities have listed projected costs in response to the NOPR, the Commission has made
changes to the rulemaking such that these costs would be eliminated altogether or otherwise
significantly reduced. We have discussed each comment to the NOPR below.
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We also want to point out that in addition to providing the efficiencies and cost-savings related to
Chapter 14, the Commission used this opportunity to update and modemize the regulations, thus
providing additional cost-saving opportunities for utilities. These include the following (and are
described in more detail in Attachment Three):

- Electronic billing (56.11, 56.261)

- Electronic submission of customer-meter reads (56.12, 56.262)

- Utilities can now place charges for nonbasic services on the utility bill instead of being required to bill
separately for such (56.13, 56.263).

- Utilities can now end an account with an estimated meter reading if an actual reading is not possible
(56.16, 56.266)

- Electronic customer payments (56.25, 56.275)
- Electronic provision of dispute reports to consumers (56.151, 56.152, 56.381, 56.382)

- Electronic provision of public consumer education information (56.201, 56.431)
- Streamlined collection reporting requirements (56.231, 56.461)

GENERAL:
In EAP’s comments to the NOPR, EAP alleges that it has quantified the cost of the proposed rules and
regulations. According to EAP, if the Commission adopts the proposed rules, electric and gas rates could
increase by an estimated $50 million. The proposed rules and regulations would eliminate the
opportunity to remove $165 million in current collection costs. (Page 3):

IRRC also notes that EAP has estimated that this rulemaking will cost the utility industry approximately
$50 million annually and this additional cost would have to be absorbed by the ratepayers of the utilities.

(Page 5)

RESPONSE:
In their comments, EAP identified 6 areas that, together, would result in an estimated $50 million dollars

in costs annually. The Commission responded by modifying and changing the rulemaking as indicated
below. This projected number has been effectively significantly reduced.

1) ADDITIONAL WINTER SURVEYS: In response to the comments, this requirement was
modified in the final as explained on page 268 of Attachment One.

2) MEDICAL CERTIFICATES: In response to the comments, this was modified by changing the
payment and timing provisions at Section 56.191 to provide separate provisions for customers and
applicants. Under Section 56.191, for applicants, a public utility is not required to modify or eliminate
the payment required to restore service if a medical certificate is presented.

3) INFORMAL COMPLAINTS: It is not clear what EAP’s specific objections are. In their
comments, they object to the backlog of pending informal complaints at the Commission; but this
backlog is now gone. We also incorporated the Section 1410 requirement that complainants first have to
contact their utility about the disputed matter. If EAP’s objections are to the 30-day/5-day response
requirement to informal complaints filed with the Commission (see pages 158-159 of Attachment One);
this is merely codifying long-standing practice of the Commission. We also, based on the comments,

6
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modified the 5-day emergency requirement in the final to specify 5 business days instead of calendar
days.

4) REQUIRING PAPER RECEIPTS FOR ELECTRONIC PAYMENTS: In response to the
comments, this requirement was removed as explained on pages 62-63 of Attachment One.

5) PAYMENT ARRANGEMENTS FOR TERMINATED CUSTOMERS: [ believe EAP is
addressing the ability of the Commission to issue payment agreements for customers whose service has
been terminated. PUC payment agreements are not addressed in Chapter 56; these are a matter of
internal Commission procedure; not Chapter 56 regulations (as discussed in Attachment One of the

NOPR at page 60).

If EAP is addressing the payment agreement obligations of utilities in cases where service has been
terminated, as explained in pages 172-178 of Attachment One, this is a matter of law; specifically

Section 1407 of Chapter 14.

6) THE AMORTIZATION OF PAYMENTS OVER 3-12 MONTHS: This appears to concern the
amortization of make-up bills requirement at § 56.12(7). If so, we modified this section based on the
comments of the parties, as discussed on pages 39-44 of Attachment One.

SPECIFIC SECTIONS WHERE COST ISSUES WERE IDENTIFIED:

§ 56.2 Definition of Electronic notification of payment:
Allegheny Power states that the receipt requirement will be very costly, potentially $ 1 million annually

with little or no benefit to the customer. (page 18)

RESPONSE:

We eliminated this requirement, as discussed on page 18 of Attachment One:

We agree with Allegheny, PPL and PGW that a receipt for all electronic payments is not
necessary because as the parties point out, not all payments are received through utility-
operated systems. In addition, utilities have operated direct, pre-authorized debiting systems for
years without receipts being provided. (page 18)

§ 56.2 Definition of Household income:

Allegheny Power, Duquesne Light, FirstEnergy and PPL state that excluding unearned income intended
for minors, such as social security would have a severe impact on their CAP programs. Allegheny
Power claims that it would expose Allegheny Power to roughly $2.5 million more in supplemental grant
money and an additional $2.0 million in shortfall amortization. (page 19)
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RESPONSE:

The Commission simply mirrored the “Household income” definition found in the statute at §1403.
This definition is only for the purposes of applying Chapter 56. This definition does not control/impact
eligibility for CAP programs, which appears to be the main concern. CAP program eligibility is not
determined by Chapter 56, instead it is determined by each company’s CAP plan.

This is how we addressed this concern on pages 20-21 of Attachment One:

We did not intend to propose changes that would inadvertently expand CAP program eligibility,
and must note that, in general, the definitions in § 56.2 are intended to apply to the application
of Chapter 56 provisions, and are not intended to apply to other regulations or other programs,
such as CAP or LIHEAP. That being said, we are persuaded by the comments of parties
including Allegheny Power, PECO, Columbia, Allegheny Power and PGW that the proposed
definition is overly broad in identifying a minor's income. (pages 20 -21)

§ 56.11. Billing Frequency:

Allegheny Power claims that it would cost $228,000 annually to provide duplicate paper and electronic
bills. Columbia reports that it would cost them $6,000 monthly. FirstEnergy, PPL and PGW also
oppose a requirement to provide both paper and electronic bills to the same customer as being
unnecessary and negating the benefits of electronic billing. (page 31)

RESPONSE:
We removed this requirement, as explained on page 35 of Attachment One:

We agree with EAP, NFG, Columbia, FirstEnergy and PGW in that we should not require a
utility to provide redundant paper and electronic bills to the customer at the same time. We are
not convinced that requiring duplicate bills is of any substantial benefit especially since we
propose requiring both electronic and paper bills to provide the same information. Requiring
such redundancy may defeat some of the purposes of electronic bills, such as the environmental
benefits and cost savings. (page 35)

§ 56.25. Electronic bill payment.

Allegheny Power objects to the requirement that they provide a paper receipt for electronic payments.
This requirement could cost potentially $ 1 million annually. (page 61)




RESPONSE:

We removed this requirement, as explained on pages 62-63 of Attachment One:
We agree with IRRC, Allegheny Power, Columbia and NFG that automated, pre-authorized
payments should be exempt from any receipt requirement. As the parties point out, these types of
payments have been in place for many years and it is the financial institution involved that
generates the receipt or notice. (pages 62-63)

§ 56.36. Written procedures.

Duquesne reports that the details of credit standards can change frequently and that each tariff change
can cost approximately $7,500 per filing. (page 74)

RESPONSE:

We acknowledged this concern and scaled back the tariffing requirements as explained on pages 71-72
of Attachment One. However, as we also explained, we believe that there are plenty of valid public
policy reasons for retaining some of the tariffing requirements. And as we also pointed out, tariffing
probably costs the same, if not cheaper, than other alternatives (such as filing separate petitions seeking
“other” liability methods):

We agree with PPL's recommendation that utilities place in their tariffs the “other methods” per
Section 1407 (e) that they will use to determine an applicant’s liability for outstanding accounts
because, as PPL points out, the phrase “other methods"” is vague. Our original proposal to
require the tariffing of all methods is overly broad because it is unnecessary to itemize in the
tariff the methods already provided for in this regulation and Section 1407(e), namely the use of
“mortgage, deed or lease information” or “a commercially available consumer credit reporting
service.” However, Section 1407(e) also explicitly states that “other methods” used to
determine liability must be “...approved as valid by the Commission.” The tariff approval
process is the most logical process to facilitate the approval of these methods. The tariff process
provides the benefits of an established and standard procedure, is more efficient than requiring
the filing of individual petitions with the Commission seeking permission, and provides notice to
parties that facilitate the due process rights of all interested parties. No party in this proceeding
has argued that the policy statement at § 56.31 has been voided by Chapter 14. § 56.31 declares
that credit and deposit policies must be equitable and nondiscriminatory. Requiring the tariffing
of liability standards used in the application process will bring about the transparency necessary
to make sure that liability determinations are not being made in a discriminatory, inequitable
manner. The purpose of a tariff is to have a utility's rules and rates in one central location,
approved by the Commission, accessible to all, as to help prevent the discrimination in the
application of these rules. (pages 71 —72)
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§ 56.82. Timing of termination.

Allegheny Power, Duquesne, PPL and PGW object to including in § 56.82 any additional limitations
other than those specifically mentioned in Section 1406(d). Duquesne estimates the cost of complying
with these additional requirements would be $500,000 annually. PPL estimates the cost of having to
staff operations on Saturday to meet this proposed requirement at $280,000 annually. (page 94)

RESPONSE:

We acknowledged this concern and modified the proposal to more closely reflect the law
(Section1406(d)) as we explained on pages 95-96 of Attachment One:

We believe that the claims of Allegheny Power, Duquesne, PPL and PGW that these are new and
costly requirements are overstated and that our intent was to merely provide guidance as to what
we believe the General Assembly intended. As the CAC and PULP point out, this section assists
all parties in understanding the obligations to be assumed by utilities when they avail themselves
of the additional opportunities to terminate service provided by Section 1406(d). However, we
are concerned that augmenting the statutory language without a more compelling reason may be
inappropriate, and we will revise this section to more closely reflect the language at Section
1406(d). (pages 95 — 96)

§ 56.100. Winter termination procedures.

Allegheny Power, Duquesne and NFG object to the proposal in § 56.100(h) to require updated survey
results on January 15 and February 15 of each year. Allegheny Power states this would cost
approximately $33,000 with no apparent benefit. Duquesne estimates the cost at $50,000 annually.
EAP believes that the updates to the winter survey are unnecessary because requirements for monthly
reporting, including monthly termination activity, and postal code categorization are already set forth in
§56.231 as currently written. EAP reports that the costs of surveys can be as high as $2.1 million, which
must be reflected immediately in utility rates. (page 123)

RESPONSE:

We acknowledged this concern and in response, scaled back the follow-up surveys by half. This means
that the requirement will simply codify the current existing practice; no new requirement will be added.
This was explained on page 132 of Attachment One:

Regarding our proposed paragraphs (h) and (i) that concern the annual survey of terminated
accounts (commonly referred to as the winter survey), upon our review of the comments, we
believe that our original proposal needs to be modified. We agree with PPL, Allegheny Power,
Equitable, EAP and Columbia that the reporting of survey results by postal code, while “nice to
know” as PPL points out, does present programming and reporting costs that may not be
worthwhile. We also agree that our proposal to require two rounds of updated survey results

10
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(January 15 and February 15) is not necessary and would impose unreasonable costs. Insteud,
we will revise this proposal to require only one update, on February 1.. This would merely codify
a practice that has been in place since February 2004 and would not impose any additional

costs. (page 132)
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§ 56.111. General provision.

PECO and Duquesne likewise believe that “applicants” should be removed from this section with
Duquesne estimating the cost of complying with this provision at $860,000 annually. (page 137)

RESPONSE:

In the revised final rulemaking, the Commission agreed with the concerns of PECO and Duquesne by
qualifying the timing and payment provisions at § 56.191 so that “applicants” must meet all applicable
conditions and that a public utility is not required to modify or eliminate the payment required to restore
service if a medical certificate is presented, as we explained on pages 139-141 of Attachment One:

We find merit with the concerns expressed by IRRC, Allegheny Power, PECO, Columbia and
Duquesne with the proposed language in this section referring to “applicants.” The explicit
words of Section 1406(f) cannot be disregarded. This section only refers to customers in terms
of obtaining a medical certification to prevent termination. The legisiative intent is expressed
through the plain language of the statute. | Pa. C.S. A. § 1921. Moreover, this interpretation is
consistent with the application of the rules for reconnection of service.

Section 1407(b) addresses the timing of Reconnection of service:

(b) Timing.—When service to a dwelling has been terminated and, provided the
applicant has met all applicable conditions, the public utility shall reconnect service as
follows:

(1) Within 24 hours for erroneous terminations or upon receipt by the public utility of a
valid medical certification.

(2) Within 24 hours for terminations occurring after November 30 and before April 1.
(3) Within three days for erroneous terminations requiring street or sidewalk digging.
(4) Within three days from April 1 to November 30 for proper terminations.

(5) Within seven days for proper terminations requiring street or sidewalk digging.
(emphasis added)

Although the opening sentence of this subsection includes the term “applicant”, subparagraph
(b)(1) clearly refers to a service restoration timeframe upon receipt of a medical certificate. A
plain reading of this section reveals that medical certificates are only mentioned in Section

1407(b), the subsection that specifies the rules utilities must follow regarding the timing of the

1
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physical restoration of service. Nothing in subsection (b) erodes a utility’s rights under Section
1407(a), which permits utilities to charge reconnection fees, or 14 07(c), which allows utilities to
require payment of all or a portion of an applicant’s outstanding balance before reconnection.
Further, 1407(b) clearly states that utilities are only reqiu’red to abide by the timing provisions
“provided the applicant has met all applicable conditions.” Thus, it is only after an applicant
for service has complied with “all applicable conditions” that medical certificates play a role in
the restoration of service, and that role is only to accelerate the timeframe the utility has to
restore the applicant’s service. The General Assembly’s use of the word “applicant” within the
reconnection of service section is clear evidence of legislative intent that medical certifications
are only available for “applicants” to receive expedited reconnection of service. 1 Pa.C.S.A. §

1921(b).

As a result, we believe it is appropriate to retain a reference to “applicants” in § 56.111, since,
as noted above, applicants can use medical certificates to expedite the restoration of service.
However, we will revise § 56.191 (restoration payment and timing) to make clear that while a
“customer” can use a medical certificate to get terminated service restored; an “applicant”
must still meet “all applicable conditions” (whatever payment is required) before getting service
restored on an expedited timeframe (24 hours). This means that medical certificates, for the
purpose of preventing termination and for restoring service without payment, are only available
to “customers.” (refer to the definition of customer at § 56.2; where it is specified that “a
natural person remains a customer after discontinuance or termination until the final bill for
service is past due.”).

We believe these changes are not only necessary to comply with Chapter 14, but are also sound
public policy. Dugquesne, the smallest of the large electric distribution companies, estimated that
the costs of complying with the existing medical certificate procedures in Chapter 56 are
$860,000 annually. These are costs that must be borne by all utility ratepayers, just as those
same ratepayers will ultimately pay for the bad debt expense utilities accrue because of
customers who abuse the termination and restoration process. We are mindful that this
legislation seeks to eliminate opportunities for customers to avoid paying their utility bills, and
to provide utilities with the means to reduce their uncollectible accounts by modifying the
procedures for delinquent account collections. 66 Pa. C. S. § 1402. Customers with legitimate
medical conditions have ample time to provide utilities with the necessary information to ensure
the continuation of service. It is only after the customer relationship is severed, that the right to
use a medical certificate as a tool to guarantee the continuation or restoration of service ceases.
(Attachment One, page 139-141).

12
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§ 56.252 Definition of Electronic notification of payment:

Allegheny Power states that the receipt requirement will be very costly, potentially $ 1 million annually
with little or no benefit to the customer. (page 196)

RESPONSE:
We eliminated this requirement, as discussed on page 18 of Attachment One:
We agree with Allegheny, PPL and PGW that a receipt for all electronic payments is not

necessary because as the parties point out, not all payments are received through utility-
operated systems. In addition, utilities have operated direct, pre-authorized debiting systems for

years without receipts being provided. (page 18)

§ 56.261 Billing frequency.

Allegheny Power claims that it would cost $228,000 annually to provide duplicate paper and electronic
bills. Columbia reports that it would cost them $6,000 monthly. (page 203)

RESPONSE:
We eliminated this requirement, as we explained on page 205 of Attachment One:

We agree with EAP, NFG, Columbia, FirstEnergy and PGW in that we should not require a
utility to provide redundant paper and electronic bills to the customer at the same time. We are
not convinced that requiring duplicate bills is of any substantial benefit especially since we
propose requiring both electronic and paper bills to provide the same information. Requiring
such redundancy may defeat some of the purposes of electronic bills, such as the environmental
benefits and cost savings. (page 206)

§ 56.275. Electronic bill payment.

Allegheny Power objects to the requirement that they provide a paper receipt for electronic payments.
This requirement could cost potentially $ 1 million annually. (page 232)

RESPONSE:
We eliminated this requirement, as we explained on page 231 of Attachment One:

We agree with IRRC, Allegheny Power, Columbia and NFG that automated, pre-authorized
payments should be exempt from any receipt requirement. (page 233)

13
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§ 56.340. Winter termination procedures.

Allegheny Power, Duquesne and NFG object to the proposal in § 56.100(h) to require updated survey
results on January 15 and February 15 of each year. Allegheny Power states this would cost
approximately $33,000 with no apparent benefit. Duquesne estimates the cost at $50,000 annually.
EAP believes that the updates to the winter survey are unnecessary because requirements for monthly
reporting, including monthly termination activity, and postal code categorization are already set forth in
§56.231 as currently written. EAP reports that the costs of surveys can be as high as $2.1 million, which
must be reflected immediately in utility rates. (page 264)

RESPONSE:

We acknowledged this concern and in response, scaled back the follow-up surveys by half. This means
that the requirement will simply codify the current existing practice; no new requirement will be added.
This was explained on page 270 of Attachment One:

Regarding our proposed paragraphs (4) and (5) that concern the annual survey of terminated
accounts (commonly referred to as the winter survey), upon our review of the comments, we
believe that our original proposal needs to be modified. We agree with PPL, Allegheny Power,
Equitable, EAP and Columbia that the reporting of survey results by postal code, while “nice to
kmow” as PPL points out, does present programming and reporting costs that may not be
worthwhile. We also agree that our proposal to require two rounds of updated survey results
(January 15 and February 15) is not necessary and would impose unreasonable costs. Instead,
we will revise this proposal to require only one update, on February 1. This would merely codify
a practice that has been in place since February 2004 and would not impose any additional
costs. (page 270)

§ 56.351. General provision.

PECO and Duquesne likewise believe that “applicants” should be removed from this section with
Duquesne estimating the cost of complying with this provision at $860,000 annually. (page 273)

RESPONSE:

This section of the regulation applies only to those utilities and customers that are exempt from Chapter
14 requirements. As discussed above, the Commission responded to this concern by eliminating the
word “applicant” from section 56.111 and by distinguishing the payment and timing provisions between
customers and applicants at Section 56.191. Regardless, we explain on pages 277- 278 that the Section
56.351 requirement does not apply to all applicants; only a sub-set of applicants:

Moreover, it was not our intent in the proposal to make medical certificates available to all
applicants. It was our intent to make medical certificates available to those individuals who are
seeking reconnection of service; meaning that their service must first have been terminated as
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stated in (b). This is based on the fact that Section 1407 is titled “Reconnection of service,” and
that to have service reconnected one's service must have been first connected and then
terminated at some point. Chapter 14 clearly makes a distinction among different types of
applicants and different standards are imposed on some applicants as opposed to others. For
example, Section 1404(h) provides for applicants who are seeking reconnection under
paragraph (a)(1) of Section 1404 up to 90 days to pay a security deposit, as opposed to other
applicants, such as those that fail to establish creditworthiness under Section 1404(a)(2), who do
not have 90 days to pay. It appears that the General Assembly intended applicants who are
seeking reconnection of service after termination to have different standards applied to them
than applicants who are seeking to establish new, initial service. This is apparent from the
above cited provision at Section 1404(h) and for making medical certificates available to
applicants seeking reconnection under Section 1407(b). Therefore, the use of the word
“applicant” in the reconnection of service section is explicit and should not be disregarded to
ascertain intent. 1 Pa. C.S. § 1921(c). (pages 277-278)

The following are estimates of the number of residential customers as submitted by utilities to the
Commission as required pursuant to 52 Pa. Code § 56.231, and by informal reporting, and from the
Office of Consumer Advocate, as indicated. The number of customers along with the large number of
entities involved demonstrates the difficulties of providing cost estimates. Calculating the costs of
compliance with so many companies and customers involved is not possible, especially given that the
requirements do not equally apply to all entities. For example, competitive electric and gas suppliers
who bill customers directly have to comply with Chapter 56 billing regulations; while suppliers who do
not bill customers directly do not have to comply. Given that the Commission does not know who bills
and who does not bill (there is no reporting requirement covering this), the Commission has no way to
estimate the cost of compliance upon suppliers.

ELECTRIC DISTRIBUTION COMPANIES: 12
RESIDENTIAL CUSTOMERS (7 LARGEST COMPANIES IN 2010 BASED ON § 56.231 REPORTING): 4,903,680
Allegheny Power (West Penn Power)

Citizens Electric Of Lewisburg

Dugquesne Light Company (DQE)

Metropolitan Edison Company (Met-Ed)

PECO Energy Company

Pennsylvania Power Company (PennPower)
Pennsylvania Electric Company (Penelec)

Pike County Light & Power Company

PPL Electric Utilities Inc. (PPL)

Schuylkill Haven Borough

UGI Utilities Inc.

Wellsboro Electric Company

15
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| NATURAL GAS DISTRIBUTION COMPANIES: 32

RESIDENTIAL CUSTOMERS (7 LARGEST COMPANIES IN 2010 BASED ON § 56.231 REPORTING): 2,065,216
Able Co Inc

Andreassi Gas Co

C.E. Dunmire Gas Co Inc

Chartiers Natural Gas Co Inc

Clarion River Gas (CRG Inc.)

Columbia Gas Of Pennsylvania Inc.
Corsica Gas Co

Equitable Gas Company

Herman Qil & Gas Co Inc

Herman Riemer Gas Co

Kaib & Kaib

Larkin Oil & Gas Co

Mountain Energy Lid

National Fuel Gas Distribution Corporation
North East Heat & Light Co.

Orwell Natural Gas - Clarion River Gas Division
Orwell Natural Gas - Walker Gas Division
Peoples Natural Gas Company LL.C
Philadelphia Electric Company (PECO/Exelon Company)
Philadelphia Gas Works (PGW)

Pike County Light & Power Company
Pine[JRoe Natural Gas Inc

S AR Gas Co

Sergeant Gas Company

Sigel Gas Co

T.W. Phillips Gas & Oil Company

UGI Central Penn Gas

UGI Penn Natural Gas Inc.

UGI Utilities Inc.

Valley Energy

Walker Gas & Qil Co

Wally Gas Co

WATER UTILITIES: 44
RESIDENTIAL CUSTOMERS (CLASS “A” COMPANIES IN 2009 BASED ON INFORMAL REPORTING):
1,098,299

Ambler, Borough of

Appalachian Utilities Inc.

Aqua America Inc. (Aqua Pennsylvania)
Artesian Water Company

Audubon Water Company

Bethlehem, City of

Buck Hill Water Company
Chambersburg, Borough of

Columbia Water Company

Elverson Water Company Inc.
Emporium Water Company

Fairchance, Borough of

Glendale Yearound Water Company
Hanover, Borough of

Honesdale Consolidated Water Company
Houston Run Community Water System
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Hyndman, Borough of
Ken Man Water Company

Lancaster, City of

Lock Haven, City of

Loren K. Dixon Water Works
Manwalamink Water Company
Marietta Gravity Water Company
Newtown Artesian Water Company
Pa American Water

Penn Estates Utilities Inc.
Phoenixville, Borough of
Pleasantville, Borough of
Republic Development Corporation
Reynolds Water Company

Sand Springs Water Company Inc.
School House Village

Schuylkill Haven Borough
Supcerior Water Company

Total Environmental Solutions Inc.
Twin Lakes Water Services LLC
United Water Bethel Inc.

United Water Of Pennsylvania Inc.
Utilities, Inc. - Westgate

Valley Run Water Company
Village Water Company

Wilcox Water Company
Wonderview Water Company
York Water Company

WASTEWATER: 17
RESIDENTIAL CUSTOMERS (DATA NOT AVAILABLE; NO REPORTING REQUIREMENT):
Cecil Wastewater Treatment Company
Clean Treatment Sewage Company
Delaware Sewer Company

Glendale Yearound Sewer Company
Johnstown, City of

Little Washington Wastewater Company
Loren K. Dixon Sewer Works
Manwalamink Sewer Company

PA American Water

Penn Estates Utilities Inc.

Phoenixville, Borough of

Regent Acres

Reynolds Disposal Company

School House Village

Schuylkill Haven Borough

Utilities Inc. of Pennsylvania
Wonderview Sanitary Facilities

82 Residential Electric Generation Suppliers:

827,757 residential customers as of April 1, 2011 (Office of Consumer Advocate shopping statistics).
41 Residential Natural Gas Suppliers:

208,827 residential customers as of April 1, 2011 (Office of Consumer Advocate shopping statistics).
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We are also providing the web link to the most recent Chapter 14 Biennial Report that includes

additional information regarding the benefits and savings from Chapter 14.
hitp://www.puc.state.pa.us/general/publications_reports/pdt/Chapter14-Bicnnial011411.pdf

(18) Provide a specific estimate of the costs and/or savings to local governments associated with
compliance, including any legal, accounting or consulting procedures which may be required. Explain
how the dollar estimates were derived.

N/A

(19) Provide a specific estimate of the costs and/or savings to state government associated with the
implementation of the regulation, including any legal, accounting, or consulting procedures which may
be required. Explain how the dollar estimates were derived.

Cost studies have not been conducted. However, this revision to Chapter 56 should reduce the
number of complaints coming into the Commission thereby resulting in greater efficiency for
completing its other functions

(20) In the table below, provide an estimate of the fiscal savings and costs associated with
implementation and compliance for the regulated community, local government, and state government

for the current year and five subsequent years.
Current FY FY +1 FY +2 FY +3 FY +4 FY +5
Year Year Year Year Year Year

SAVINGS: $ N/A $ $ $ $ $
Regulated Community

Local Government

State Government

Total Savings

COSTS:

Regulated Community

Local Government

18




State Government

Total Costs

REVENUE LOSSES:

Regulated Community

Local Government

State Government

Total Revenue Losses

(20a) Provide the past three year expenditure history for programs affected by the regulation.

Program ~ FY-3 FY -2 FY -1 Current FY

N/A

(21) Explain how the benefits of the regulation outweigh any cost and adverse effects.

See above. Reducing the number of uncollectible accounts outweighs any costs of implementation,
This rulemaking has already been implemented. It has been effective since December 14, 2004,

(22) Describe the communications with and input from the public and any advisory council/group in the
development and drafting of the regulation. List the specific persons and/or groups who were involved.

Prior to issuing an Advance Notice of Proposed Rulemaking Order, the implementation process
addressed and resolved numerous issues involving the application of Chapter 14 provisions. Written
comments were filed by interested parties. Roundtable Forums were also held, and a number of
implementation orders were issued. The Advance Notice enabled us to gather input from the industry,
consumer groups, and advocates before drafting the proposed revisions and provided us the opportunity
to conduct a general review of this Chapter to identify, modify, and/or rescind certain provisions of
Chapter 56. In the Proposed Rulemaking Order, a proposed regulation was submitted for public
comment. Comments were filed by approximately 24 interested parties. In the Final Rulemaking Order,
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revisions were made to the proposed version based upon the public input. During this rulemaking
process, the interested parties have filed or had an opportunity to file comments on five separate
occasions. In addition, in response to meetings with the standing committees, and filings from interested
parties, the Public Utility Commission requested that [IRRC disapprove the rulemaking at its public
meeting of May 19, 2011 so that the Commission could reach a consensus with all groups and respond
to these additional concerns.

(23) Include a description of any alternative regulatory provisions which have been considered and
rejected and a statement that the least burdensome acceptable alternative has been selected.

The Final Rulemaking will implement the least burdensome requirecments for implementing the
provisions of Chapter 14 while ensuring the necessary consumer protections remain in place.

(24) Are there any provisions that are more stringent than federal standards? If yes, identify the specific
provisions and the compelling Pennsylvania interest that demands stronger regulations.

No

(25) How does this regulation compare with those of other states? How will this affect Pennsylvania’s
ability to compete with other states?

No comparison was conducted. However the regulation should make Pennsylvania more efficient
and not affect its ability to compete with other states.

(26) Will the regulation affect any other regulations of the promulgating agency or other state agencies?
If yes, explain and provide specific citations.

We revised a number of sections of Chapter 56 to remove language that contradicted the provisions
of Chapter 14 at 66 Pa.C.S. §§ 1401-1418, so that the language of all sections of Chapter 56 is now

consistent,
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(27) Submit a statement of legal, accounting or consulting procedures and additional reporting,
recordkeeping or other paperwork, including copies of forms or reports, which will be required for
implementation of the regulation and an explanation of measures which have been taken to minimize

these requirements.

Section 56.231 will modify existing reporting requirements of Chapter 56 and requires additional
reporting to comply with Chapter 14 provisions.
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PENNSYLVANIA
PUBLIC UTILITY COMMISSION
Harrisburg, PA. 17105-3265

REPORT TO THE
INDEPENDENT REGULATORY REVIEW COMMISSION:
- DISAPPROVED REGULATION SUBMITTED WITH REVISIONS

The Commission is submitting this Report to the Independent Regulatory Review

Commission (IRRC) and the standing Committees of the Pennsylvania Senate and House

of Representatives pursuant to Section 745.7(c) of the Regulatory Review Act, 71 P. S.

§ 745.7(c), and regulatory requirements at 1 Pa. Code Chapter 311 (relating to procedures

for review of disapproved final regulations). The Commission has decided to revise this

disapproved final-form regulation in order to respond to objections raised by IRRC and

adopt this regulation with revisions. This Report contains the attached revised final-form

regulation which includes the Revised Final Rulemaking Order, Annex A, and
Attachments One through Six. In addition, this Report contains the findings of IRRC,
and our response and recommendations regarding the final-form regulation. The
regulation is identified by IRRC as Regulation No. 57-265 (#2743).

BACKGROUND
By Order adopted February 24, 2011, and entered March 22, 2011, the
Commission adopted the Final Rulemaking Order. On April 7, 2011, the final-form
regulation was delivered to the standing Committees of the Pennsylvania Senate and

House of Representatives and IRRC.

The next stage for the regulation with the Regulatory Review Act (ACT) was
review and approval at an IRRC meeting. The regulation was scheduled for
consideration and action at the May 19, 2011 public meeting. However, on May 13,

2011, the Commission issued a Secretarial Letter requesting disapproval of the



regulation. The Secretarial Letter was served on all the parties to the rulemaking giving
these parties an opportunity to file comments with IRRC. Notice of the May 19, 2011

public meeting was posted on IRRC’s website and the parties had an opportunity to

provide oral comments at the meeting.

According to Section 745.2(a) of the Regulatory Review Act, 71 P. S. § 745.2(a),
the legislative intent of the Act is to encourage the resolution of objections to a regulation
and the reaching of a consensus among IRRC, the standing committees, interested parties
and the agency. At this final stage in the regulatory review process, we determined that it
was necessary to revise the regulation. In order to accomplish this result, it was

necessary to seek disapproval of the regulation.

The Commission submitted in the Secretarial Letter that the modifications will not
improperly enlarge the scope of regulation. The Commission further submitted that the
final-form regulation may be inconsistent with the intention of the General Assembly in
the enactment of Chapter 14. Therefore, pursuant to Section 745.7(a), we requested that
IRRC disapprove the subject regulation which will then allow this agency to revise the
ﬁnal-foﬁn rulemaking consistent with subsection (c). The response and
recommendations contemplated by the agency shall be submitted in the report to the
Committees and the IRRC, within 40 days of the agency’s receipt of the IRRC’s
disapproval order. The matters to be addressed and identified in the Secretarial Letter are
set forth below:

§56.2 Definition of Household Income

§ 56.17 Advance Payments

§ 56.111  General Provision

§ 56.191 Payment and Timing

§ 56.252 Definition of Household Income

§ 56.267 Advance Payments

Appendix B



On May 26, 2011, IRRC issued its Disapproval Order. A true and correct copy of the
subject Disapproval Order is appended to this report as “Exhibit A” and is incorporated

herein.

DISAPPROVAL ORDER AND FINDINGS

In the Disapproval Order, IRRC first cites the Commission’s acknowledgement
that certain sections of the regulation may be inconsistent with Chapter 14. IRRC then
cited the sections of the rulemaking identified in the Commission’s May 13, 2011
Secretarial Letter. The basis of IRRC’s disapproval is that without support from the
promulgating agency, this regulation does not meet the reasonableness criterion set forth
in the Regulatory Review Act and is not in the public interest. 71 P.S. § 745.5b(b)(3).

In addition to this conclusion, IRRC expressed other concerns with the
rulemaking. First, IRRC requests further explanation of the Commission’s statutory
authority for promulgating Subchapters L through V. 71 P.S. § 745.5b(a).

Second, IRRC requests a more detailed fiscal impact analysis that includes actual
dollar amounts to determine the true economic or fiscal impact the regulation will have
on the Commonwealth, political subdivisions and the private sector. 71 P.S. §
745.5b(b)(1).

Third, IRRC notes that commentators have expressed concern with sections of the
rulemaking not included in the Commission’s Secretarial Letter of May 13, 2011. These
commentators share similar concerns pertaining to the manual reading of utility meters
and a utility communicating with non-English and non-Spanish speaking customers.
IRRC submits that the sections cited by the commentators are as follows:

§ 56.12, pertaining to meter reading, estimated billing and customer readings

§ 56.91, pertaining to general notice provisions and contents of termination notice

§§ 56.93 and 56.333, pertaining to personal contact
3



§§ 56.201 and 56.431, pertaining to public information

§ 56.331, pertaining to general notice provisions and contents of termination
notice.

According to IRRC, the commentators believe that the language in these sections does
not adequately protect the public health, safety and welfare of the citizens of the
Commonwealth. In the report submitted with our revised final-form regulation, IRRC
requests that the Commission analyze the sections noted above in conjunction with the
comments and explain how the regulation adequately protects the public health, safety
and welfare of the citizens of the Commonwealth. 71 P.S. § 745.5b(b)(2).

Finally, IRRC expresses a concern that relates to clarity and lack of ambiguity.
71 P.S. § 745.5b(b)(3)(ii). IRRC explains that under § 56.13, a cross-reference to
§ 56.83(3) would .improve the clarity of the regulation. Also, under § 56.36, IRRC notes
the comment and response-document submitted with the final regulation states that
references to “customer” in subsection (b)(1) were deleted. However, IRRC points out

that the references are still in the regulation.

REVISED FINAL-FORM REGULATION

A true and correct copy of the revised final-form regulation is attached in front of
this report and is incorporated herein. The inclusion of the revised final-form regulation
is in accordance with Section 745.7(c) of the Regulatory Review Act and IRRC’s
regulation at 1 Pa. Code § 311.4(1). Although the entire final-form regulation is
attached, the only changes to the final-form regulation appear on the following pages:

5 (household income 56.2)

12 (inserted cross-reference in 56.13)
14-15 (advance payment 56.17)

22 (removed the word customer 56.36)
35 (term notice languages 56.91)

43 (med cert 56.111)

57 (med cert — restoration 56.191)



69 (household income 56.252)

75 (inserted cross reference in 56.263)

77-78 (advance payment 56.267)

83 (removed the word customer 56.286)

92 (term notice, changed reference to appendix B 56.331)
92-93 (term notice languages 56.331)

95 (post-term notice; changed reference to appendix B 56.336)
115 (appendix B)

122 (appendix F)

COMMISSION RESPONSE AND RECOMMENDATIONS
REGARDING THE FINAL REGULATION

Pursuant to Section 745.7(c), this Commission has decided to revise the final-form
regulation in order to respond to objections raised by IRRC in the Disapproval Order and
adopt the regulation with revisions or modifications.  In addition, pursuant to Section
7(c), the Commission is submitting this agency report to contain the revised final-form
regulation, the findings of the IRRC and the agency’s response and recommendations
regarding the revised final-form. This response and recommendation is also offered in

accordance with IRRC’s regulation at 1 Pa. Code § 311.4(3).

First, the Commission submits that it has revised the final-form regulation to
address the issues raised in the May 13, 2011 Secretarial Letter and the other objections
raised by IRRC in its May 26, 2011 Disapproval Order. In summary, the definition of
“Household income” will be revised to mirror the definition provided in 66 Pa. C.S.

§ 1403. Additional guidance as to what is not to be included in the definition will be
deleted. The section on “Advanced payments” will be revised to restore the traditional
prohibition on low-income customers participating in these programs. The section on
medical certifications in the Emergency Provisions will be revised to restore the
traditional language that allows a medical certificate to be used to restore a customer’s
service. In addition, the section on Payment and Timing will be revised to align it with

the revisions to § 56.111, in that medical certificates may be used to restore a customer’s
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service that has been terminated. Additionally, the section on Payment and Timing will

be revised to set forth different provisions for customer and applicant. The revisions to
the definition of “Household income” and the restoration of the traditional prohibition on
low-income customers participating in advance payment programs will also be made in
subchapters L-V that cover small gas companies, wastewater, steam heat and PFA
customers. Finally, Appendix B, the Medical Emergency Notice, attached to Annex A,
will be revised to align it with the revisions in § 56.111 and § 56.191 that allow a medical
certificate to be used to restore a customer’s service. Given that Appendix B will apply

to all customers, Appendix F (applying to small gas companies, wastewater, steam heat
and PFA customers) will be removed. We have made the necessary revisions to Annex A

and Attachment One to implement these revisions.

In addition, to respond to IRRC’s two other concerns, we have first revised the
Discussion section in Attachment One, § 56.251 Statement of purpose and policy, to
provide further explanation and justification that the Commission has statutory authority
for promulgating Subchapters L through V. With respect to IRRC’s request that we
provide a detailed fiscal impact analysis that includes actual dollar amounts to determine
the true economic or fiscal impact of the regulation, we shall address IRRC’s concern in

the Regulatory Analysis Form, under Section III: Cost and Impact Analysis.

As indicated previously, IRRC identified additional concerns that were raised by
commentators. The comments of Action Alliance of Senior Citizens and Tenant Union
Representative Network (Action Alliance) raised the issue of “Automatic meter readings”
and its definition in Section 1411 .that “[a]ll readings by an automatic reading device shall
be deemed actual readings for purposes of this title.” Action Alliance believes that this
statutory language would supersede and override all existing statutory provisions and
Commission regulations designed to ensure accurate billings. Citing Section 1922(1) of
the Regulatory Construction Act, 1 Pa. C.S. § 1922(1), Action Alliance believes that

interpreting Section 1411 to override long-settled consumer protections is an absurd



result and would constitute an unwarranted repeal by implication. Action Alliance
further believes that § 56.12(5) as modified in the Proposed Rulemaking Order now
requires no manual, physical meter reading to ensure accuracy because, by definition, a
remote reading obtained through an AMR is an actual meter reading. Action Alliance
asserts that the General Assembly did not intend to relieve public utilities from their
responsibility to ensure accurate billing. Finally, Action Alliance concludes that there
appears to be no conflict or repugnancy between Chapter 14 and Section 1504 (Standards
of service and facilities.) and Commission regulations designed to ensure accurate billing.
Similarly, Representative W. Curtis Thomas believes it is absurd to not require a manual,

physical meter reading to ensure accuracy.

We first want to clarify the definition of automatic meter reading (AMR). Per the
definition we are providing at §§ 56.2 and 56.252, an AMR is “Metering using
technologies that automatically read and collect data from metering devices and transfer
the data to a central database for billing and other purposes.” Basically, the meter reads
itself and automatically transmits the reading (using various technologies) to the utility.
An AMR system allows a utility to obtain regular meter readings without sending a
company employee to physically interrogate the meter for obtaining a meter read. The
technology also eliminates the need for issuing customer bills based on an estimated
meter reading when the utility is not able to obtain a meter reading (for example, when a
meter read is not possible because of poor weather or the meter is not accessible because
it is in a basement or behind a locked fence, etc.). The cost-saving benefits for the utility,
in that they no longer have to deploy meter readers, are obvious. However, customers

also benefit in that they no longer receive bills based on estimated meter readings.

The commentators identified by IRRC appear to have concerns with the accuracy
of AMR meters. Of course an AMR meter, like any other meter, may malfunction, rare
as this may be. As a result, there are Commission regulations that address the testing,

accuracy and replacement of meters (electric, refer to 52 Pa Code §§ 57.20 — 57.25; gas
7
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§§ 59.16-59.22; water §§65.7 — 65.9). We stress that nothing in this rulemaking impacts
these meter testing, accuracy and replacement standards. Concerning the accuracy of

AMR meters as opposed to conventional meters, we believe this question is well beyond
the scope of this rulemaking. Any party with concerns along these lines should bring the

matter to the Commission in a separate proceeding.

If these commentators want AMR metering to be treated the same as “remote
metering devices” under § 56.12(5), again, we believe at this point, this is beyond the
scope of this rulemaking. This would in effect require examination of every AMR meter
every five years. This would be a dramatic and costly expansion of current meter
inspection requirements found in the above mentioned regulations. For example, the
electric meter inspection requirements at 52 Pa Code § 57.20 require meters
manufactured after 1940 to be tested every 8 — 20 years (depending on the type of meter).
Shortening these timeframes to five years, and using this rulemaking to do so, would be
inappropriate, especially given the significant costs involved and the fact that this subject
was not fully aired in this proceeding. Again, if a party wants to bring this matter to the

attention of the Commission, they should do so in a separate proceeding.

We believe that the General Assembly’s intent in Section 1411 was clear. The
General Assembly is clearly convinced of the benefits of AMR metering for both utilities
and consumers, and want the cost-saving benefits and billing accuracy benefits to be fully
realized. That is why Section 1411 clearly states that “All readings by an automatic
meter reader device shall be deemed actual readings for the purposes of this title.” We
believe that any attempt by us to impose costly additional testing and inspection
requirements on these metering systems. would thwart the intention of the General

Assembly, and would not be legally supportable.

IRRC also notes that commentators shared concerns about a utility communicating

with non-English and non-Spanish speaking customers. Nationalities Service Center,

8



SEAMAAC, Inc., Welcoming Center for New Pennsylvanians, and the Pennsylvania
Immigration and Citizenship Coalition raised this issue. The commentators identified
§ 56.91(b)(17), § 56.331(b)(13), § 56.201, § 56.431, §.56.93 and § 56.333 for
‘revision. In particular, it was commented that the Proposed Rulemaking Order under
§ 56.91(b)(17) and § 56.331(b)(13), included termination notice information directing
customers to a number to call for information and translation assistance in Spanish and in
non-Spanish “languages when census data indicates a sigm‘ﬁcant population using that
language resides in the public utility’s service territory.” The IRRC recommended that
the Commission clarify what constitutes a “significant population.” Instead, the
commentators submit that the Commission, in the final regulation, eliminated the entire

non-Spanish language proposal, as follows:

(17) Information in Spanish, directing Spanish-speaking customers to the numbers to call

for mformatmn and translatlon ass1stance &mﬂm‘—mfemafemma%wne}uéed—m-ethef

The commentators recommend the following amendments to the regulations at § 56.91
(b)(17) and § 56.331(b)(13):

Information in Spanish, directing Spanish-speaking customers to the
numbers to call for information and translation assistance. Similar

information shall be included in other languages when census data indicates

a significant population using that language resides in the public utility’s
service territory. A SIGNIFICANT POPULATION CONSTITUTES
5% OF PERSONS ELIGIBLE TO BE SERVED OR 1,000 MEMBERS
OF THE LANGUAGE GROUP, WHICHEVER IS LESS.

The commentators recommend the same amendment for billing information under
§ 56.201 and § 56.431 as follows:

. A public utility which serves a substantial number of Spanish-speaking
[ratepayers] customers shall provide billing information in English, [and]
in Spanish, AND IN OTHER LANGUAGES WHEN CENSUS DATA
INDICATES THAT A SIGNIFICANT POPULATION USING THE
PARTICULAR LANGUAGE RESIDES IN THE PUBLIC UTILITY’S
SERVICE TERRITORY. A SIGNIFICANT POPULATION

9




CONSTITUTES 5% OF PERSONS ELIGIBLE TO BE SERVED OR
1,000 MEMBERS OF THE LANGUAGE GROUP, WHICHEVER
IS LESS.

Finally, the commentators believe that § 56.93 and § 56.333, which describe a utility

employee’s personal contact with customers, should be amended to require the personal

contact, whether in person or by phone, be in the primary language of the customer.

IRRC asked us to consider the comments of various parties about the utilization of
languages other than English in utility communications with consumers. We first want to
note that IRRC and some other parties had concerns with what the Commission proposed
in our September 2008 Proposed Rulemaking Order concerning the use of other
languages on 10-day written termination notices (§§ 56.91 and 56.33 i). We had
proposed that utilities shoqld provide taglines in other languages “when census data
indicates a significant population using that language resides in the public utility’s service
territory.” IRRC and others suggested that the requirement was too “vague,” and we

agreed.

We want to clarify by what the Commission intended in its original proposal. It
was never intended or proposed that the entire termination notice be provided in different
languages. The intent was to just include a line in the foreign language directing the
reader to the phone number to call for assistance. As PPL and PGW pointed out in their
comments, utilities retain foreign language translation services. The line on the
termination notice would simply direct the reader to call this service for assistance.
Regardless, we admitted that the original proposal was too vague; and we removed the

proposed requirement in the February 2011 Final Order.

We must also note that the use of Spanish is not at issue. Current termination
notices, and the proposed regulations, continue to require that termination notices contain
taglines in Spanish that direct Spanish speakers where they can call for assistance. This

has not been an issue of debate in this rulemaking and no change in this current practice

10



was ever proposed. Instead, the issue has been providing similar information in

languages other than English and Spanish.

Upon reconsideration, we now believe that we can revise this requirement while at
the same time making it less vague. We will do this revising § 56.91 and § 56.331 by
adding to the requirement a threshold of 5% of the population, based on census data, as
advocated by parties such as Action Alliance. The requirement will now read
“Information in Spanish, directing Spanish-speaking customers to the numbers to call for
information and translation assistance. Similar information shall be included in other
languages when census data indicates that 5 % or more of the residents of the utility’s

service territory are using that language.”

However, we do not agree with the recommendations of various parties to also
incorporate a minimum threshold of 1,000 customers (5 percent or 1,000 customers,
whichever is less). We believe that a minimum threshold of 1,000 is too low. As PECO
and PGW pointed out in their comments, the City of Philadelphia has a very diverse
population with many different languages being spoken. A 1,000 threshold could have
the effect of requiring several different taglines on the termination notices; further
crowding an already crowded 2-page written notice. PPL points out that such a
requirement could even lead to an additional notice page, significantly increasing costs.
Expanding the notice to a 3-page document would also not serve consumers well from a
plain-language perspective. The longer a document is, the less likely it is to be fully read
and comprehended. We believe the five percent threshold (1 out of every 20), is a
reasonable middle ground that will help protect significant vulnerable populations while

not imposing additional burdensome costs on the utilities.

Some of the parties also want us to go further still and to require the provision of
3-day personal contact termination notices (§§ 56.93, 56.333) in the language of the
customer. This would require a utility, when calling or visiting a customer’s residence to

provide a notice of termination, to provide such in the customer’s language. We believe
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that this has serious practical concerns (such as necessitating the utility to somehow know
and keep record of each customer’s language) and cost issues, none of which have been
fully aired in this proceeding. As such, we believe it is inappropriate to expand the scope
of this rulemaking in this direction at this time. Furthermore, we believe this requirement
is unnecessary in that, as we have discussed above, we are revising § 56.91 and § 56.331
to direct that the 10-day written notice of termination include information in other
Janguages if five percent or more of the customer base uses that language. We believe it
is more important that the 10-day written notice (which every customer facing
termination receives) contains this information, so that the customer has the information
and phone number to call in writing, in their language, making it less likely they will
forget. The 3-day personal contact notice is not nearly as critical, especially considering
that a utility only has to atfempt to deliver a 3-day notice; meaning that not every
customer facing termination actually receives a 3-day notice. As such, we believe
providing the information in other languages on the 10-day written notice is far more
effective from a public health and safety perspective, and is also the more cost-conscious

solution.

Concerning the request of some of the parties that the Commission require utilities
to provide other customer communications in other languages (§§ 56.201 and 56.431),
we note that the current regulation and the proposed regulations require this for Spanish.
However, we believe that expanding this requirement to include other languages presents
significant cost issues for both utilities and the Commission. Given the costs and the fact
that this issue has not been fully aired in this proceeding, we believe it is inappropriate to
expand the scope of this rulemaking in this direction at this time. Parties with concerns
such as these can bring them to the attention of the Commission through other
proceedings. We point to the Commission’s Policy Statement on Plain Language
Guidelines (52 Pa Code § 69.251) as an example of possible other alternative methods of -

addressing concerns with utility communications.
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IRRC’s last concern expressed in its Disapproval Order addressed clarity and a
lack of ambiguity. We agree and will cross-reference § 56.83(3) in § 56.13 and delete the

reference to “customer” in § 56.36(b)(1).

CONCLUSION

The Commission respectfully submits that it has addressed the concerns expressed
by the Independent Regulatory Review Commission in its Disapproval Order. The
Commission made substantive changes to the revised final-form regulation to address
IRRC’s concerns, and has explained the basis for the changes in this Report. The
Commission respectfully requests IRRC’s approval of this Report, in accordance with
Section 7(c.1) of the Regulatory Review Act (71 P.S. § 745.7(c.1)). Based on the
attached revised final-form regulation, the findings of the Independent Regulatory
Review Commission and the Commission’s response and recommendations regarding the
regulation, the Commission further requests that the Independent Regulatory Review

Commission find that promulgation of the regulation is in the public interest.
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“EXHIBIT A”

INDEPENDENT REGULATORY REVIEW COMMISSION

DISAPPROVAL ORDER
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INDEPENDENT REGULATORY REVIEW COMMISSION

DISAPPROVAL ORDER
Commissioners Voting: Public Mecting Held May 19, 2011
Silvan B. Lutkewitte, IT1, Chairman .
George D. Bedwick, Vice Chairman Regulation No. 57-265 (#2743)
Arthur Coccodrilli Pennsylvania Public Utility Coramission
John F. Mizner, Esq., by phone Standards and Billing Practices for Residential
. Lawrence I. Tabas, Esq. _ Utility Services

On February 4, 2009, the Independent Regulatory Review Commission (Commission)
received this proposed regulation from the Pennsylvania Public Utility Commission (PUC). ‘This
.rulemaking amends 52 Pa. Code Chapter 56. The proposed regulation was published in the
February 14, 2009 Pennsylvania Bulletin with a 63-day public comment peried. The final-form
regulation was submitted to the Commission on April 7, 2011.

This regulation implemeants that portion of the law commonly known as Chapter 14 or the
Responsible Utility Customer Protection Act. It includes provisions necessary to administer and
enforce Chapter 14, as well as langnage added as a result of the PUC's review of Chapter 56 in
its entirety.

On May 13, 2011, the PUC submitted a letter that asked this Commission to disapprove
the rulemaking. The PUC stated that certain sections of the regulation may be inconsistent with
Chapter 14. The sections of the rulemaking cited by the PUC are:

§§ 56.2 and 56.252, pertaining to the definition of “household income™;
§§ 56.17 and 56.267, pertaining to advance payments;

§ 56.111, pertaining to general provision;

§ 56.191, pertaining to payment and timing; and

Appendix B, pertaining to medical emergency potice.

*® a2 8 &

Without support from the promulgating agency, this regulation does not meet the reasonableness .
criterion set forth in the Regulatory Review Act and is not in the public interest.
71 P.S. § 745.5b(b)(3).

In addition, we have other concems with the rulemaking. First, in our comments on the
proposed rulemaking, we asked the PUC to explain its statutory authority for promulgating
Subchapters L through V. We have reviewed the PUC’s response to this comment and request
further explanation of its statutory authority for Subchapters L through V. 71 P.5. §745.5b(a).

Second, our comments on the proposed rulemaking asked for a more detailed cost-benefit
and fiscal impact analysis of the regulation. We appreciate the time and effort spent by the PUC
in preparing Attachment Three of the final regulatory package, entiled “Revisions to Chapter 56
That Will Promote Greater Efficiencies and Cost-Savings.” However, an analysis that includes
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actual dollar amounts is needed to determine the true economic or fiscal impact the regulation
will have on the Commonwealth, political subdivisions and the private sector.
71 P.S. § 745.5b(b)(1).

Third, commentator have exprcssed concern with sections of the rulemaking not included
in the PUC’s letter of May 13, 2011. These commentators share similar concerns pertaining to
the manual reading of utility meters and a utility communicating with non-English and non-
Spamsh speaking customers.  The sections cited by the commentators are:

§ 56.12, pertaining to meter reading, estimated billing and customer readings; -
§ 56.91, pertaining to general notice provnsxons and contents of zcrmmauon
notice;

= §§ 56.93 and 56.333, pertaining to pcrsonal contact;
$§ 56.201 and 56.431, pertaining to public information; and
§ 56.331, pertaining to gencral notice provisions and contents of termination
notice.

The commentators believe that the language in these sections does not adequately protect the
public health, safety and welfare of the citizens of the Commonwealth. In light of these
comments, we question whether these sections could have a detrimental effect on the well-being
of some citizens of the Cornmonwealth. In the report submitted with the revised final regulation,
we ask the PUC to analyze the sections noted above in conjuction with the comments and
explain how the regulation adequately protects the public health, safety and welfare of the
citizens of the Commonwealth. 71 P.S § 745.5b(b)(2).

Our fourth and final concem relates to clarity and lack of ambiguity.
71 P.S. § 745.5h(b}(3)(it). Under § 56.13, a cross-reference to § 56.83(3) would i improve the
clarity of the regulation. Also, under § 56.36, the comment and response document submitted
with the final regulation states that references to “customer” in Subsection (b)(1) were deleted.
However, the references are stifl in the regulation.

Having considered the PUC’s request for disapproval of the regulation and all of the
criteria of the Regulatory Rcvxew Act, we find promulgation of this regulation is not in the
public interest,

BY ORDER OF THE COMMISSION:

This regulation is disapproved.

Ubbt=

Silvan B, Lutkewitte, IIT, Chaitman
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Annex A

TITLE 52. PUBLIC UTILITIES
PART I. PUBLIC UTILITY COMMISSION
Subpart C. FIXED SERVICE UTILITIES

CHAPTER 56. STANDARDS AND BILLING PRACTICES FOR
RESIDENTIAL UTILITY SERVICE

Subchapter A. PRELIMINARY PROVISIONS FOR UTILITIES AND
CUSTOMERS SUBJECT TO CHAPTER 14 OF THE PUBLIC UTILITY
CODE

§ 56.1. Statement of purpose and policy.

(a) This chapter establishes and enforces uniform, fair and equitable residential public utility
service standards governing eligibility criteria, credit and deposit practices, and account billing,
termination and customer complaint procedures. This chapter assures adequate provision of
residential public utility service, to restrict unreasonable termination of or refusal to provide that
service and to provide functional alternatives to termination or refusal to provide that service,
while eliminating opportunities for customers capable of paying to avoid the timely payment of

public utility bills and protecting against rate increases for timely paying customers resulting

from other customers' delinquencies. Public utilities shall utilize the procedures in this chapter to
effectively manage customer accounts to prevent the accumulation of large, unmanageable
arrearages. Every privilege conferred or duty required by this chapter imposes an obligation of
good faith, honesty and fair dealing in its performance and enforcement. This chapter will be
liberally construed to fulfill its purpose and policy and to insure justice for all concerned.

{b) This subchapter and Subchapters B--K apply to electric distribution utilities, natural gas
distribution utilities and water distribution utilities. Subchapters L--V apply to wastewater

utilities, steam heat utilities, small natural gas utilities and to all customers who have been

granted a Protection From Abuse (PFA) order from a court of competent jurisdiction.

§ 56.2. Definitions.

The following words and terms, when used in this chapter, have the following meanings, unless
the context clearly indicates otherwise:



AMR (Automatic meter reading)--

(1) Metering using technologies that automatically read and collect data from metering devices
and transfer that data to a central database for billing and other purposes.

(11) The term does not include remote meter reading devices as defined by this section.

(IIf) ALL METER READINGS BY AN AMR SHALL BE DEEMED ACTUAL READINGS
FOR THE PURPOSES OF THIS CHAPTER.

Applicant--[ A person who applies for residential utility service.] (1) A natural person AT LEAST
18 YEARS OF AGE not currently receiving service who applies for residential service provided

by a public utility or any adult occupant whose name appears on the mortgage, deed or lease of
the property for which the residential public utility service is requested.

(ii) The term does not include a person who{, within 60 days after termination or discontinuance
of service,] seeks to transfer service within the service territory of the same public utility or to
reinstate service at the same address provided that the final bill for service is not due-and-payable
PAST DUE,

Basic services--Services necessary for the physical delivery of residential public utility service.
THE TERM ALSO INCLUDES DEFAULT SERVICE AS DEFINED BY THIS
SUBSECTION.

Billing month--A period of not less than 26 and not more than 35 days except in the following
circumstances:

(i) An initial bill for a new [ratepayer] customer may be less than 26 days or greater than 35
days. However, if an initial bill exceeds 60 days, the [ratepayer] customer shall be given the
opportunity to amortize the amount over a period equal to the period covered by the initial bill
without penalty.

* % oK K ok

(iii) [In addition, bills] Bills for less than 26 days or more than 35 days shall be permitted if they
result from a rebilling initiated by the company or customer dispute to correct a billing problem.

(IV) BILLS FOR LESS THAN 26 DAYS OR MORE THAN 35 DAYS SHALL BE
PERMITTED IF THEY RESULT FROM A METER READING ROUTE CHANGE
INITIATED BY THE PUBLIC UTILITY. THE PUBLIC UTILITY SHALL INFORMALLY
CONTACT THE DIRECTOR OF THE BUREAU OF CONSUMER SERVICES AT LEAST 30
DAYS PRIOR TO THE REROUTING AND PROVIDE INFORMATION AS TO WHEN THE
BILLING WILL OCCUR, THE NUMBER OF CUSTOMERS AFFECTED AND A GENERAL
DESCRIPTION OF THE GEOGRAPHIC AREA INVOLVED. IF A BILL RESULTING
FROM A METER RE-ROUTING EXCEEDS 60 DAYS, THE CUSTOMER SHALL BE
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GIVEN THE OPPORTUNITY TO AMORTIZE THE AMOUNT OVER A PERIOD EQUAL
TO THE PERIOD COVERED BY THE BILL WITHOUT PENALTY.

Billing period--In the case of public utilities supplying gas, electric and steam heating service,
the billing period [shall] must conform to the definition of a billing month; in the case of water
and wastewater service, a billing period may be monthly, bimonthly or quarterly as provided in
the tariff of the public utility. [Ratepayers] Customers shall be permitted to receive bills monthly
and shall be notified of their rights thereto.

Class A water utility--A water utility with annual revenues greater than $ 1 million.

Customer--A natural person AT LEAST 18 YEARS OF AGE in whose name a residential
service account is listed and who is primarily responsible for payment of bills rendered for the

service or an adult occupant whose name appears on the mortgage. deed or lease of the property
for which the residential public utility service is requested. A natural person remains a customer

after discontinuance or termination until the final bill for service is past due.

Customer assistance program--A plan or program sponsored by a public utility for the purpose

of providing universal service and energy conservation, as defined in 66 Pa.C.S. § 2202 or 2803
relating to definitions), in which customers make monthly payments based on household income

and household size and under which customers shall comply with certain responsibilities and

restrictions to remain eligible for the program.

Cycle billing--A system of billing employed by a public utility which results in the normal
rendition of bills for public utility service to a group or portion of [ratepayers] customers on
different or specified days of one billing period.

_DEFAULT SERVICE—ELECTRIC GENERATION SUPPLY SERVICE PROVIDED
PURSUANT TO A DEFAULT SERVICE PROGRAM TO A RETAIL ELECTRIC
CUSTOMER NOT RECEIVING SERVICE FROM AN ELECTRIC GENERATION
SUPPLIER (EGS).

Delinquent account--Charges for public utility service which have not been paid in full by the
due date stated on the bill or otherwise agreed upon; provided that an account may not be
deemed delinquent if: prior to the due date, a payment [or settlement] agreement with the public
utility has been entered into by the [ratepayer] customer, a timely filed notice of dispute is
pending before the public utility, or, under time limits provided in this chapter, an informal or
formal complaint is timely filed with and is pending before the Commission.



Diseontinuation DISCONTINUANCE of service-- The cessation of service with the consent of
the [ratepayer] customer and otherwise in accordance with § 56.72 (relating to discontinuation
DISCONTINUANCE of service).

Dispute--A grievance of an applicant, [ratepayer] customer or occupant about a public utility's
application of a provision covered by this chapter, including, BUT NOT LIMITED TO, subjects
such as credit determinations, deposit requirements, the accuracy of meter readings or bill
amounts or the proper party to be charged. If, at the conclusion of an initial contact or, when
applicable, a follow-up response, the applicant, [ratepayer] customer or occupant indicates
satisfaction with the resulting resolution or explanation OF THE SUBJECT OF THE
GRIEVANCE, the contact will not be considered a dispute.

Dwelling—A house, apartment, mobile home or single meter multiunit structure being supplied
with residential service.

Electric distribution utility--An entity providing facilities for the jurisdictional transmission and
distribution of electricity to retail customers, except building or facility owners or operators that
manage the internal distribution system serving the building or facility and that supply electric

power and other related electric power services to occupants of the building or facility.

Electronic billing--

€ The electronic delivery and presentation of bills and related information sent by a public

utility to its customers USING A SYSTEM ADMINISTERED BY THE PUBLIC UTILITY OR
A SYSTEM THE PUBLIC UTILITY IS RESPONSIBLE FOR MAINTAINING.

Electronic notification of paymeni--A notification generated by the AN electronic payment
system upon receipt of a payment FROM A CUSTOMER USING AN ELECTRONIC BILLING
AND PAYMENT SYSTEM ADMINISTERED BY THE UTILITY OR A SYSTEM THE
UTILITY IS RESPONSIBLE FOR MAINTAINING. The notification will inform the customer
of successful receipt and amount of payment and the date and time the payment was received.

ELECTRONIC REMITTANCE OF PAYMENT - THE ELECTRONIC RECEIPT OF PAYMENT
FROM CUSTOMERS TO A PUBLIC UTILITY USING A SYSTEM ADMINISTERED BY
THE PUBLIC UTILITY OR A SYSTEM THE PUBLIC UTILITY IS RESPONSIBLE FOR

MAINTAINING.
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FEDERAL POVERTY LEVEL -- THE POVERTY GUIDELINES UPDATED PERIODICALLY
IN THE FEDERAL REGISTER BY THE U.S. DEPARTMENT OF HEALTH AND HUMAN
SERVICES UNDER THE AUTHORITY OF 42 U.S.C. 9902(2).

Formal complaint--A complaint filed before the Commission requesting a legal proceeding
before a Commission administrative law judge or a mediation under the management of a
Commission administrative law judge.

Household income--

€) The combined gross income of all adults in a residential household who benefit from the

public utility service.

Informal complaint--A_complaint filed with the Commission SUBMITTED by a customer that
does not involve a legal proceeding before a Commission administrative law judge or a

mediation under the management of a Commission administrative law judge.

Initial inquiry--A concem or question of an applicant, [ratepayer] customer or occupant about a
public utility's application of a provision covered by this chapter, including, BUT NOT
LIMITED TO, subjects such as credit determinations, deposit requirements, the accuracy of
meter readings or bill amounts or the proper party to be charged. If a public utility, with the
consent of the applicant, [ratepayer] customer or occupant, offers to review pertinent records and
call back the applicant, [ratepayer] customer or occupant within 3 business days with a response,
the contact will be considered an initial inquiry pending a determination of satisfaction by the
applicant, (ratepayer] customer or occupant with the company's response. If the company cannot

5



reach the customer to convey the information obtained through a review of company records, a
letter shall be sent which summarizes the information and informs the customer to contact the
company within 5 business days if the customer disagrees with the company position, or has
additional questions or concerns about the matter.

Natural gas distribution service--The delivery of natural gas to retail gas customers utilizing the

jurisdictional facilities of a natural gas distribution utility.

Natural gas distribution utility--

(1) A city natural gas distribution operation or entity that provides natural gas distribution
services and may provide natural gas supply services and other services.
(i1) The term does not include the following:

(A) A public utility providing natural gas distribution services subject to the jurisdiction of the

Commission that has annual gas operating revenues of less than $6,000.000 per year, except

when the public utility voluntarily petitions the Commission to be included within this definition
or when the public utility seeks to provide natural gas supply services to retail gas customers
outside its service territory.

(B) A public utility providing natural gas distribution services subject to the jurisdiction of the
Commission that is not connected to an interstate gas pipeline by means of a direct connection or

an indirect connection through the distribution system of another natural gas pub]lc utility or
through a natural gas gathering system.

Natural gas supply services--

(i) The sale or arrangement of the sale of natural gas to retail gas customers and services that

may be unbundled by the Commission under section 66 Pa. C.S. § 2203(3) (relating to standards
for restructuring of natural gas utility industry).

(ii)_The term does not include natural gas distribution service.

Nonbasic services--Optional recurring services which are distinctly separate and clearly not

required for the physical delivery of public utility service OR DEFAULT SERVICE.

[Notice or termination notice--A written statement which, in conspicuous print, clearly and fully
includes the following information when applicable:

(i) The reason for the proposed termination.



(i) An itemized statement of accounts currently due, including any required deposit.

(iil) A statement that a specific reconnection fee will be required to have service restored after it
has been terminated if a reconnection fee is a part of the tariff of the utility on file with the

Commission.

(iv) The date on or after which service will be terminated unless: payment in full is received, the
grounds for termination are otherwise eliminated, a settlement or payment agreement is entered
or a dispute is filed with the utility or the Commission.

(v) A statement that the ratepayer should immediately contact the utility to attempt to resolve the
matter, including the address and telephone number where questions may be filed and payment
and settlement agreements entered into with the utility.

(vi) The following statement: "If, AFTER discussing your problem with the Utility you remain
dissatisfied, you may file an informal complaint with the Public Utility Commission. TO AVOID
TERMINATION OF SERVICE PENDING RESOLUTION OF A DISPUTE THIS INFORMAL
COMPLAINT MUST BE FILED BEFORE THE PROPOSED DATE FOR TERMINATION OF
YOUR SERVICE. You may file an informal complaint by telephoning the Public Utility
Commission at 1 (800) 692-7380 or by writing to the following address Public Utility
Commission, Box 3265, Harrisburg, Pennsylvania 17120."

(vii) A serious illness notice substantially in compliance with the form as set forth in Appendix A
(relating to medical emergency notice) except that, for the purpose of § 56.96 (relating to pest-
termination POST TERMINATION notice), the notice shall substantially comply with the form
as set forth in Appendix B (relating to medical emergency notice).]

Nurse gractz‘tioﬁer—~A registered nurse licensed in this Commonwealth who is certified by the
State Board of Nursing in a particular clinical specialty area and who, while functioning in the

expanded role as a professional nurse, performs acts of medical diagnosis or prescription of

medical therapeutic or corrective measures in collaboration with and under the direction of a

‘physician licensed to practice medicine in this Commonwealth.

Occupant—A NATURAL person who resides in the premises to which public utility service is
provided.

Payment agreement--[ A mutually satisfactory written agreement whereby a ratepayer or
applicant who admits liability for billed service is permitted to amortize or pay the unpaid
balance of the account in one or more payments over a reasonable period of time.] An agreement
in which a customer OR APPLICANT who admits liability for billed service is permitted to
amortize or pay the unpaid balance of the account in one or more payments.

* % % ok

Physician--An individual licensed [under the laws of the Commonwealth] to engage in the
practice of medicine and surgery in all of its branches [within the scope of the Medical Practice
Act of 1974 (63 P. S. §§ 421.1--421.18) relating to medicine and surgery as amended], or in the
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practice of osteopathy or osteopathic surgery [within the scope of the Osteopathic Medical
Practice Act (63 P. S. §§ 271.1--271.18)] by a jurisdiction within the United States of America.

* ok %k ¥ %

Public utility--An electric distribution utility, natural gas distribution utility or water distribution
utility in this Commonwealth that is within the jurisdiction of the Commission.

[Ratepayer--A person in whose name a residential service account is listed and who is primarily
responsible for payment of bills rendered for the service. For the purposes of establishing credit,
this term includes a transfer of service from a residence or dwelling within the service area of the
utility or a reinstitution of service at the same location within 60 days following termination or
discontinuance of service.]

Remote reading device—

(D) A device which by electrical impulse or otherwise transmits readmgs from a meter, e*e-lﬁdmg

devices-that permit-directinterrogation-of the-meter; usually located within a residence, to a more

accessible location outside of a residence.
(II) THE TERM DOES NOT INCLUDE AMR (AUTOMATIC METER READING) DEVICES

AS DEFINED IN THIS SECTION AND DEVICES THAT PERMIT DIRECT
INTERROGATION OF THE METER.

Residential service--

(1) [Utility] Public utility service supplied to a dwelling, including service provided to a
commercial establishment if concurrent service is provided to a residential dwelling attached
thereto.

(i1) [Utility] The term does not include public utility service provided to a hotel or motel [is not
considered residential service].

[Settlement agreements--A mutually satisfactory settlement of a claim or dispute, reduced to
writing and signed by the parties or their representatives. The settlement agreement offered by a
utility shall state, immediately preceding the space provided for the name of the ratepayer and in
boldface print at least two point sizes larger than any other used thereon: “If you are not satisfied
with this agreement, do not sign it. You may file an informal complaint before the Public Utility
Commission without making yourself subject to retaliation by the Utility. If you do sign this
agreement, you may give up your right to a hearing before the Commission on any matter
involved in this dispute except the utility's failure to follow. the terms of this agreement."]

Termination of service-- Cessation of service, whether temporary or permanent, without the
consent of the [ratepayer] customer.
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User without contract — Taking-oracceptance-of A PERSON AS DEFINED IN 66 PA.
C.S.§102 THAT TAKES OR ACCEPTS_public utility service without the knowledge or
approval of the public utility, other than THE unauthorized use of UTILITY service as defined in

this section.

[Utility-- A public utility or a municipality, subject to Commission jurisdiction, which provides
electric, gas, steam heat, wastewater or water service.]

Water distribution utility--An entity owning or operating equipment or facilities for diverting,
developing, pumping. impounding, distributing or furnishing water to or for the public for

compensation.

Subchapter B. BILLING AND PAYMENT STANDARDS
BILLING

§ 56.11. Billing frequency.

(a) A public utility shall render a bill once every billing period to every residential [ratepayer]
customer in accordance with approved rate schedules.

b) A public utility may utilize electronic billing in ieu of mailed paper bills. Electronic billin

programs must include the following requirements:
(1) The electronic billing option is voluntary and-the-eustomerretains-the-option-efcontinuingto
receive-a-paper-billif desired AND ONLY WITH THE PRIOR CONSENT OF THE

CUSTOMER. The customer retains the right to revert to conventional paper billings upon
request. The customer shall provide the public utility with a 1 menth BILLING CYCLE notice of

a request to revert to paper billing.

(2) A customer shall receive a ! i : 3 :
THE SAME INFORMATION THAT IS INCLUDED WITH A paper blll 1ssued bv the Dubhc

utility.

(3) The electronic bill must include the same disclosures and required educational messages that

are required for paper bills. The electronic transmission of termination notices may not be
permitted UNLESS THE CUSTOMER HAS AFFIRMATIVELY CONSENTED TO THIS
METHOD OF DELIVERY. THE ELECTRONIC DELIVERY OF A TERMINATION
NOTICE DOES NOT RELIEVE THE PUBLIC UTILITY OF THE OBLIGATION TO
PROVIDE TERMINATION NOTICES AS REQUIRED BY §§ 56.91 — 56.98.
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(4) The electronic bill must include required bill inserts in an easily accessed and easily readable

format.

(5) The electronic bill must include the option for the customer to contribute to the public
utility’s hardship fund IF THE UTILITY IS ABLE TO ACCEPT HARDSHIP FUND
CONTRIBUTIONS BY THIS METHOD.

(6) A customer may not be required to pay an additional fee to receive an electronic bill.

(7). The public utility shall maintain a system to ensure-delivery-of DELIVER electronic bills if

the bill is emailed to a customer.

8) The public utility shall mainta i : .

EMPLOY ALL REASONABLE MEASURES TO PROTECT CUSTOMER INFORMATION
FROM UNAUTHORIZED DISCLOSURE AND TO PREVENT ACCESS TO CUSTOMER
ACCOUNT RECORDS BY PERSONS WHO ARE NOT PROPERLY AUTHORIZED TO
HAVE SUCH ACCESS.

§ 56.12. Meter reading; estimated billing; [ratepayer]| customer readings.

Except as provided in this section, a public utility shall render bills based on actual meter
readings by public utility company personnel.

(1) Inapplicability to seasonally billed [ratepayers] customers. This section does not apply to
[ratepayers] customers billed on a seasonal basis under terms included in the tariff of the public
utility.

(2) Estimates for bills rendered on a monthly basis. If a public utility bills on a monthly basis, it
may estimate usage of service every other billing month, so long as the public utility provides a
[ratepayer] customer with the opportunity to read the meter and report the quantity of usage in
lieu of the estimated bill. The resulting bills shall be based on the information provided, except
for an account where it is apparent that the information is erroneous.

(i) Upon the request of the [ratepayer] customer, the public utility shall, at least annually, provide
preaddressed postcards on which the [ratepayer] customer may [note] report the reading. The
public utility shall provide additional preaddressed postcards on request. The public utility may
choose to make available electronic and telephonic methods for customers to report meter

reading information.

(i1) The public utility may establish due dates by which the pesteards CUSTOMER SUPPLIED
READING shall be received for a bill to be based upon the meter reading of the [ratepayer]
customer or occupant. If the reading of a [ratepayer] customer or occupant is not received by that
due date, the public utility may estimate the quantity of usage. The public utility may establish
due dates for submitting a meter reading when the customer or occupant utilizes an electronic

method for reporting meter readings.
(3) Estimates permitted under exigent circumstances. A public utility may estimate the bill of a

[ratepayer] customer if extreme weather conditions, emergencies, equipment failure, work
stoppages or other circumstances prevent actual meter reading.
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(4) Estimates when public utility personnel are unable to gain access. A public utility may
estimate the bill of a [ratepayer] customer if public utility personnel are unable to gain access to
obtain an actual meter reading, as long as the following apply:

(i) The public utility has undertaken reasonable alternative measures to obtain a meter reading,
including, but not limited to, the provision of preaddressed postcards upon which the [ratepayer]
customer may [note] report the reading or the telephone reporting of the reading.

(ii) The public utility, at least every 6 months, or every four billing periods for public utilities
permitted to bill for periods in excess of 1 month, obtains an actual meter reading or [ratepayer]
customer supplied reading to verify the accuracy of the estimated readings.

(iii) The public utility, at least once every 12 months, obtains an actual meter reading to verify
the accuracy of the readings, either estimated or [ratepayer] customer read.

(5) Remote readmg devices for water, gas and electrtc PUBLI C utzlztzes Al readings-by-an
eiteit bseetion—A public utility

may render a bill on the ba31s of readmgs from a remote rcadmg dev1ce under the following
conditions:

(i) When a gas, electric or water public utility uses readings from a remote reading device to
render bills, the public utility shall obtain an actual meter reading at least once every 5 years to
verify the accuracy of the remote reading device. If the [ratepayer] customer of record at the
dwelling changes during the 5-year period between actual meter readings, the public utility shall
make a bona fide attempt to schedule an appointment with the departing [ratepayer] customer
and, if necessary, the new occupant, to secure an actual meter reading.

(i1) When the actual meter reading establishes that the customer was underbilled due to an error
in the registration of the remote reading device, the public utility may render a bill for the
uncollected amount. If the rebilling exceeds the otherwise normal estimated bill for the billing
period during which the bill is issued by at least 50% [and] or at least $50, the public utility shall
comply with § 56.14 (relating to previously unbilled public utility service).

(iii) When the actual meter reading establishes that the customer was overbilled due to an error in
the readings of the remote reading device, the public utility shall credit or refund to the customer
the amount overbilled plus interest calculated under § 56.181(3) (relating to duties of parties;
disputing party's duty to pay undisputed portion of bills; public utility's duty to pay interest
whenever overpayment found).

% %k %k ok ok

(6) Limitation of liability. If a water eempany PUBLIC UTILITY has estimated bills and if the
[ratepayer] customer or occupant during that period has consumed an amount of water in excess
of normal seasonal usage because of a verified leak that could not reasonably have been detected
or other unknown loss of water, the [ratepayer] customer is not liable for more than 150% of the
average amount of water consumed for the corresponding period during the previous year. This
section does not apply when the water public utility was unable to gain access and has complied
with paragraph (4).

(7) [Equal monthly] Budget billing. A gas, electric and steam heating PUBLIC utility shall
provide its residential [ratepayers] customers, on a year-round rolling enrollment basis, with an
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optional billing procedure which averages estimated public utility service costs over a 10-month, -
11-month or 12-month period to eliminate, to the extent possible, seasonal fluctuations in utility
bills. The public utility shall review accounts at least three times during the optional billing
period. AT THE CONCLUSION OF THE BUDGET BILLING YEAR, A A resulting
reconciliation amount exceeding $25 $100 BUT LESS THAN $300 shall be, AT THE

REQUEST OF THE CUSTOMER, amortized over a 3—12 6-month period. RECONCILIATION
AMOUNTS EXCEEDING $300 SHALL BE AMORTIZED OVER AT LEAST A 12-MONTH
PERIOD AT THE REQUEST OF THE CUSTOMER. SHORTER AMORTIZATION

PERIODS ARE PERMISSIBLE AT THE REQUEST OF THE CUSTOMER. Payment

POH-O¢

Savamese

O AMCLYYEESTT

(8) Notice. The public utility shall inform existing [ratepayers] customers of their rights under
this section and under 66 Pa. C.S. § 1509 (relating to billing procedures).

§ 56.13. [Separate billings] Billings for merchandise, appliances and nonrecurring and
recurring services.

Charges for other than basic service--that is, merchandise, appliances and special services,
including merchandise and appliance installation, sales, rental and repair costs; meter testing
fees; line extension costs; special construction charges, and other nonrecurring charges, except as
provided in this chapter--shalt MUST appear [on a separate bill] after charges for basic services

and appear distinctly separate. This includes charges for optional recurring services which are
distinctly separate and clearly not required for the physical delivery of service. Examples include

line repair programs and appliance warranty programs. SEE § 56.83(3) (RELATING TO
UNAUTHORIZED TERMINATION OF SERVICE).

§ 56.14. Previously unbilled public utility service.

When a public utility renders a make-up bill for previously unbilled public utility service which
accrued within the past 4 years resulting from public utility billing error, meter failure, leakage
that could not reasonably have been detected or loss of service, or four or more consecutive
estimated bills and the make-up bill exceeds the otherwise normal estimated bill for the billing
period during which the make-up bill is issued by at least 50% [and] or at least $50, whichever is

greater:
(1) The public utility shall review EXPLAIN the bill with TO the [ratepayer] customer and make
a reasonable attempt to enter-into-a-paymentagreement AMORTIZE THE BILL.

(2) The period of the payment-agreement AMORTIZATION may, at the option of the
[ratepayer] customer, extend at least as long as:
* % k %k k
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§ 56.15. Billing information.

A bill rendered by a public utility for metered residential public utility service [shall] must state
clearly the following information:
* %k %k %k k

(8) The amount of late payment charges, designated as such, which have accrued to the account
of the [ratepayer] customer for failure to pay bills by the due date of the bill and which are
authorized under § 56.22 (relating to accrual of late payment charges).

k ok ok ok ok

(11) A statement directing the [ratepayer] customer to "register any question or complaint about
the bill prior to the due date," with the address and telephone number where the [ratepayer]
customer may initiate the inquiry or complaint with the public utility.

(12) A statement that a rate schedule, an explanation of how to verify the accuracy of a bill and
an explanation, IN PLAIN LANGUAGE of the various charges, if applicable, is available for
inspection in the local business office of the public utility AND ON THE PUBLIC UTILITY’S

WEBSITE.

(13) A designation of the applicable rate schedule as denoted in the officially filed tariff of the
public utility.

14) Electric distribution utilities and natural gas distribution utilities shall incorporate the

requirements of §§ 54.4 and 62.74 (relating to bill format for residential and small business
customers).

§ 56.16. Transfer of accounts.

(a) A [ratepayer] customer who is about to vacate premises supplied with public utility service or
who wishes to have service discontinued shall give at least 7 days notice to the public utility and
a [nonratepayer] noncustomer occupant, specifying the date on which it is desired that service be
discontinued. In the absence of a notice, the [ratepayer] customer shall be responsible for
services rendered. If the public utility is not, AFTER A REASONABLE ATTEMPT TO
OBTAIN METER ACCESS, able to access the meter for discontinuance, service shall be

discontinued with an estimated meter reading upon which the final bill will be based. The
resulting final bill is subject to adjustment once the public utility has obtained an actual meter

- - ha O 1) e O ad-h (3373
»

(b) In the event of discontinuance or termination of service at a residence or dwelling in
accordance with this chapter, a public utility may transfer an unpaid balance to a new residential
service account of the same [ratepayer] customer.

(c) If a termination notice has been issued in accordance with § 56.91 (relating to general notice
provisions and contents of termination notice) and subsequent to the mailing or delivery of a
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THAT notice, a THE [ratepayer] customer requests a transfer of service to a new location, the
termination process as set forth in §§ 56.91--56.99 may continue at the new location.

(1) In-the-event-that WHEN notifications set forth under § 56.91 and § 56.95 (relating to deferred
termination when no prior contact) have been rendered and service has not been terminated due
to a denial of access to the premises, the public utility may deny service at a new location when a
service transfer is requested.

(2) Nothing in this section shall be construed to limit the right of a [ratepayer] customer to

dispute a bill within the meaning of §§ 56.141--56.143 (relating to dispute procedures; time for
filing a-termination-dispute-or AN_informal eemplaints COMPLAINT; and effect of failure to

timely file an informal complaint).

§ 56.17. Advance payments.

Payments may be required in advance of furnishing any of the following services:
% %k %k ok %k

(3) Gas and electric rendered through prepayment meters provided:

(i) The [ratepayer] customer is nonlow income; for purposes of this section, nonlow income is
defined as an individual who has an annual household gross income greater than 150% of the
Federal poverty income guidelines, and has a delinquency for which the individual is requesting
a payment agreement but offering terms that the public utility, after consideration of the factors
at § 56.97(b) (relating to procedures upon [ratepayer] customer or occupant contact prior to
termination), finds unacceptable.

(ii) ) The service is being rendered to an individually-metered residential dwelling, and the
[ratepayer] customer and occupants are the only individuals affected by the installation of a
prepayment meter.

(iii) @B The [ratepayer] customer and public utility enter into [a settlement] an-informal-dispute
settlement-agreement-or A payment agreement which includes, but is not limited to, the
following terms:

(A) The [ratepayer] customer voluntarily agrees to the installation of a prepayment meter.

(B) The [ratepayer] customer agrees to purchase prepayment eards CREDITS to maintain service
until the total balance is retired and the public utility agrees to make new eards CREDITS
available to the [ratepayer] customer within 5 days of receipt of prepayment.

(C) The public utility agrees to furnish the [ratepayer] customer an WITH emergency backup
eard CREDITS for additional usage of at least 5 days.

(D) The [ratepayer] customer agrees that failure to renew the eard CREDITS by making
prepayment for additional service constitutes a request for discontinuance under § 56.72(1)
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(relating to di innation DISCONTINUANCE of service), except during a medical
emergency, and that discontinuance will occur when the additional usage on the emergency
backup eard CREDITS runs out.

(1v) @ [During the first 2 years of use of prepayment meters, the utility thoroughly and
objectively evaluates the use of prepayment meters in accordance with the following:

(A) Content. The evaluation should include both process and impact components. Process
evaluation should focus on whether the use of prepayment meters conforms to the program
design and should assess the degree to which the program operates efficiently. The impact
evaluation should focus on the degree to which the program achieves the continuation of utility
service to participants at reasonable cost levels. The evaluation should include an analysis of the
costs and benefits of traditional collections or alternative collections versus the costs and benefits
of handling nonlow income positive ability to pay customers through prepayment metering. This
analysis should include comparisons of customer payment behavior, energy consumption, .
administrative costs and actual collection costs.

(B) Time frame. The process evaluation should be undertaken during the middle of the first year;
the impact evaluation at least by the end of the second year.]

The public utility develops a written plan for a prepayment meter program, consistent with the

criteria established in this section, and submits the plan to the Commission at least 30 days in
advance of the effective date of the program.

(V)Y [The utility develops a written plan for a prepayment meter program, consistent with the
criteria established in this section, and submits the plan to the Commission at least 30 days in
advance of the effective date of the program.)

During the first 2 years of use of prepayment meters, the public utility thoroughly and
objectively evaluates the use of prepayment meters in accordance with the following:

(A) Content. The evaluation should include both process and impact components. Process

evaluation should focus on whether the use of prepayment meters conforms to the program
design and should assess the degree to which the program operates efficiently. The impact
gvaluation should focus on the degree to which the program achieves the continuation of utility

service to participants at reasonable cost levels. The evaluation should include an analysis of the
costs and benefits of traditional collections or alternative collections versus the costs and benefits

of handling nonlow income positive ability to pay customers through prepayment metering. This

analysis should include comparisons of customer payment behavior, energy consumption,
administrative costs and actual collection costs.

(B) Time frame. The process evaluation should be undertaken during the middle of the first year;

the impact evaluation at least by the end of the second vear.
k % sk % ok
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PAYMENTS

§ 56.21. Payment.

The due date for payment of a bill may be no less than 20 days from the date of transmittal; that
is, the date of mailing, OR ELECTRONIC TRANSMISSION or PHYSICAL delivery of the bill

by the public utility to the [ratepayer] customer.
(1) Extension of due date to next business day. If the last day for payment falls on a Saturday,

Sunday, bank holiday or other day when the offices of the public utility which regularly receive
payments are not open to the general public, the due date shall be extended to the next business

day.
(2) Date of payment by mail. For a remittance by mail, one or more of the following applies:
X ok k k K

(i1) The public utility may not impose a late payment charge unless payment is received more
than 5 days after the due date.
K %k %k k¥

(4) Electronic transmission. The effective date of a payment electronically transmitted to a
public utility is the date of actual receipt efthe-elestronic-notification of payment.

5) Fees. Fees or charges assessed and collected by the public utility for utilizing a payment
option shall be included in the public utility's tariff on file at the Commission.

(6) Multiple notifications. When a public utility advises a [ratepayer] customer of a balance owed
by multiple notices or contacts;-which contain different due dates, the date on or before which
payment is due shall be the last LATEST DUE date contained in any of the notices.

§ 56.22. Accrual of late payment charges.

(a) Every public utility subject to this chapter is prohibited from levying or assessing a late
charge or penalty on any overdue public utility bill, as defined in § 56.21 (relating to payment),
in an amount which exceeds 1.5% interest per month on the [full unpaid and] overdue balance of
the bill. These charges are to be calculated on the overdue portions of the bill only. The interest
rate, when annualized, may not exceed 18% simple interest per annum.

(b) An additional charge or fixed fee designed to recover the cost of a subsequent rebilling may
not be charged by a regulated public utility.

(c) Late payment charges may not be imposed on disputed estimated bills, unless the estimated
bill was required because public utility personnel were willfully denied access to the affected
premises to obtain an actual meter reading.
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(d) A public utility may waive a late payment charge CHARGES on any customer accounts. The
Commission may directthe ONLY ORDER A waiver of late payment charges LEVIED BY A
PUBLIC UTILITY AS A RESULT OF A DELINQUENT ACCOUNT for customers with a

gross MONTHLY HOUSEHOLD income Jess-than-or-equal-te NOT EXCEEDING 150% of the
Federal poverty level. See 66 Pa.C.S. § 1409 (relating to late payment charge waiver).

§ 56.23. Application of partial payments between public utility and other service.

Payments received by a public utility without written instructions that they be applied to
merchandise, appliances, special services, meter testing fees or other nonbasic charges and which
are insufficient to pay the balance due for the items plus amounts billed for basic utility service
shall first be applied to the basic charges for residential public utility service.

§ 56.24. Application of partial payments among several bills for public utility service.

In the absence of written instructions, a disputed bill, or [an amortization] A payment agreement,
payments received by a public utility which are insufficient to pay a balance due both for prior
service and for service billed during the current billing period shall first be applied to the balance
due for prior service.

§ 56.25. Electronic bill payment.

A public utility may offer electronic payment options. Electronic payment programs must
include the following requirements:

(1) Electronic bill payment shall be voluntary and-may-pet-be-required-in-conjunction-with
elestrenie-billing. A PUBLIC UTILITY MAY NOT REQUIRE A CUSTOMER TO ENROLL
IN ELECTRONIC BILL PAYMENT AS A CONDITION FOR ENROLLING IN
ELECTRONIC BILLING.

(2) For electronic bill payment through a charge to a customer's credit card or automatic

withdrawal from a customer's eheeking FINANCIAL account, the program must set forth the
date (or number of days afier issuance of the bill) when the automatic payment shall be made.

(3) The terms of the payment procedures shall be fully disclosed to the customer in writing,

EITHER BY MAIL OR ELECTRONICALLY, before the customer enters the program. Program
changes shall be conveyed to the customer in writing, EITHER BY MAIL OR

ELECTRONICALLY, and the customer shall be given an opportunity to withdraw from the
program if the customer does not wish to continue under the new terms.

(4) The public utility shail provide a receipt, OR A CONFIRMATION, TRANSACTION OR
REFERENCE NUMBER, either electronically or on paper, to the customer upon payment
through the electronic method. THIS REQUIREMENT DOES NOT APPLY IF THE
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PAYMENT METHOD IS THROUGH A PRE-AUTHORIZED AUTOMATED DEBIT FROM
A CUSTOMER’S FINANCIAL ACCOUNT.

5) The public utility shall mainta
and-access-to-customer-accounts EMPLOY ALL REASONABLE MEASURES TO PROTECT

CUSTOMER INFORMATION FROM.UNAUTHORIZED DISCLOSURE AND TO
PREVENT ACCESS TO CUSTOMER ACCOUNT RECORDS BY PERSONS WHO ARE
NOT PROPERLY AUTHORIZED TO HAVE SUCH ACCESS.

Subchapter C. CREDIT AND DEPOSITS STANDARDS POLICY
PROCEDURES FOR NEW APPLICANTS

§ 56.31. Policy statement.

An essential ingredient of the credit and deposit policies of each public utility shall be the
equitable and nondiscriminatory application of those precepts to potential and actual [ratepayers]}
customers throughout the service area without regard to the economic character of the area or
any part thereof. Deposit policies [shall] must be based upon the credit risk of the individual
applicant or [ratepayer] customer rather than the credit history of the affected premises or the
collective credit reputation or experience in the area in which [he] the applicant or customer lives
and without regard to race, sex, age over 18, national origin or marital status.

§ 56.32. [Credit standards] Security and cash deposits.

[A utility shall provide residential service without requiring a dep031t when the applicant satisfies
one of the following requirements:

(1) Prior utility payment history. The applicant has been a recipient of utility service of a similar
type within a period of 24 consecutive months preceding the date of the application and was
primarily responsible for payment for such service, so long as:

(1) The average periodic bill for the service was equal to at least 50% of that estimated for new
service.

(i1) The service of the applicant was not terminated for nonpayment during the last 12
consecutive months of that prior service.

(iii) The applicant does not have an unpaid balance from that prior service.

(2) Ownership of real property. The applicant owns or has entered into an agreement to purchase
real property located in the area served by the utility or is renting his place of residence under a
lease of one year or longer in duration, unless the applicant has an otherwise unsatisfactory credit
history as an utility customer within 2 years prior to the application for service.
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(3) Credit information. The applicant provides information demonstrating that he is not an
unsatisfactory credit risk.

(1) The absence of prior credit history does not, of itself, indicate an unsatisfactory risk.

(i) The utility may request and consider information including but not limited to: the name of the
employer of the applicant, place and length of employment, residences during the previous 5
years, letters of reference, credit cards and any significant source of income other than from

employment.]

(a) A public utility may require a cash deposit in an amount that is equal to 1/6 of an applicant's
estimated annual bill at the time the public utility determines a deposit is required, based upon
the following:

(1) An applicant who previously received utility distribution services and was a customer of the

public utility and whose service was terminated for any of the following reasons:

1) Nonpayment of an undisputed delinquent account.

(i) Failure to complete payment of a deposit, provide a guarantee or establish credit.

(ii1) Failure to permit access to meters, service connections or other property of the public utility
for the purpose of replacement., maintenance, repair or meter reading.

(iv) Unauthorized use of the public utility service delivered on or about the affected dwelling.

{v) Failure to comply with the material terms of A an-informal-disputesettlement-acreement-or

payment agreement.
{vi) Fraud or material misrepresentation of identity for the purpose of obtaining public utility
service.

(vii) Tampering with meters, including bypassing a meter or removal of an automatic meter

reading device or other public utility equipment.

(viii) Violating tariff provisions on file with the Commission whish SO AS TO_endanger the
safety of a person or the integrity of the delivery system of the public utility.
(2) An applicant er-eusteraer who 1s unable to establish creditworthiness to the satisfaction of the

public utility through the use of a generally accepted credit scoring methodology which employs
standards for using the methodology that fall within the range of general industry practice. The
credit scoring methodology utilized for this purpose must specifically assess the risk of utility
bill payment.

(b) Except for applicants who are subject to a deposit under subsection (a), a city natural gas
distribution operation may require a deposit from the applicant as follows:

(1) When an applicant has household income above 300% of the Federal poverty level, a deposit
of 1/6 of the applicant's estimated annual bill shall be paid in full at the time the city natural gas
distribution operation determines a deposit is required.

(2) When an applicant has household income no greater than 300% of the Federal poverty level,
1/12 of the applicant's estimated annual bill shall be paid in full at the time the city natural gas

distribution operation determines a deposit is required. Applicants who enroll into the customer
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assistance program made available by the city natural gas distribution operation are not subject to
this paragraph.

(3) The Commission will permit a city natural gas distribution operation to refuse to provide
service to an applicant when the applicant has a pending lien or civil judgment by the city natural
as distribution operation outstanding against the applicant or against property owned in whole

or in part by the applicant unless the applicant enters into a payment arrangement for the
payment of the amount associated with the lien or judgment that remains outstanding at the time
of the application,

¢) Prior to providing public utility service, a public utility may require the applicant to provide

the names of each adult occupant residing at the location and proof of their identity. For purposes
of this section, valid identification consists of one-government issued photo identification. If one
government issued photo identification is not available, the public utility may require the
applicant to present two alternative forms of identification, as long as one of the identifications
includes a photo of the individual. In lieu of requiring identification, the public utility may ask,
but may not require, the individual to provide the individual's Social Security Number. Public
utilities shall take all appropriate actions needed to ensure the privacy and confidentiality of

identification information provided by their applicants and customers.

§ 56.33. [Cash deposits; third] Third-party guarantors.

If an applicant does not establish [his] credit under § 56.32 (relating to [credit standards] security
and cash deposits), the public utility shall provide residential service when one of the following
requirements is satisfied:

* %k k K

(2) Third-party guarantor. [The applicant furnishes a written guarantec from a responsible
ratepayer which, for the purposes of this section, shall mean a ratepayer who has or can establish
credit, under § 56.32, to secure payment in an amount equal to that required for cash deposits.

(i) A guarantee shall be in writing and shall state the terms of the guarantee.

(1) The guarantor shall be discharged when the applicant has met the terms and conditions which
apply under §§ 56.52--56.57.]

This section does not preclude an applicant from furnishing a third-party guarantor in licu of a

cash deposit. The guaranty must be in writing and state the terms of the guaranty. The guarantor
shall be responsible for all missed payments owed to the public utility. FOR THE PURPOSES
OF THIS SECTION, THE GUARANTOR SHALL MEAN A THIRD-PARTY WHO HAS OR
CAN ESTABLISH CREDIT, UNDER § 56.32 (RELATING TO SECURITY AND CASH
DEPOSITS).
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§ 56.35. Payment of outstanding balance.

(a) A public utility may require, as a condition of the furnishing of residential service to an
applicant, the payment of any outstanding residential account with the public utility which
accrued within the past 4 years for which the applicant is legally responsible and for which the
applicant was billed properly. {However, any such]

(b) A public utility may not require, as a condition of the furnishing of residential service,

ayvment for residential service previously furnished under an account in the name of a person
other than the applicant, EXCEPT AS PROVIDED FOR IN PARAGRAPHS (1) AND (2) OF
THIS SECTION.

(1) A public utility may require the payment of an outstanding balance or portion of an
outstanding balance if the applicant resided at the property for which service is requested during
the time the outstanding balance accrued and for the time the applicant resided there, not
exceeding 4 years FROM THE DATE OF THE SERVICE REQUEST, THE 4-YEAR LIMIT
DOES NOT APPLY IF THE BALANCE INCLUDES AMOUNTS THAT THE UTILITY WAS
NOT AWARE OF BECAUSE OF FRAUD OR THEFT ON THE PART OF THE APPLICANT.

2) A public utility may establish that an applicant previously resided at a property for which

residential service is requested through the use of mortgage, deed or lease information, a

commercially available consumer credit reporting service or other methods approved as valid by
the Commission. PUBLIC UTILITIES MUST INCLUDE IN THEIR TARIFFS FILED WITH

THE COMMISSION THE METHODS, OTHER THAN THOSE SPECIFICALLY
MENTIONED IN THIS PARAGRAPH, USED TO DETERMINE THE APPLICANT’S
LIABILITY FOR ANY OUTSTANDING BALANCE.

ndards-used-to-¢ He-the-ap A oF-an nding-batanee. An outsta.ndmg
re51dent1al account with the gubh ut111ty may be amortlzed [over a reasonable period of time.
Factors to be taken into account include but are not limited to the size of the unpaid balance, the
ability of the applicant to pay, the payment history of the applicant, and the length of time over
which the bill accumulated. A utility may not require, as a condition of the furnishing of
residential service, payment for residential service previously furnished under an account in the
name of a person other than the applicant unless a court, district justice or administrative agency
has determined that the applicant is legally obligated to pay for the service previously furnished.
Examples of situations include a separated spouse or a cotenant] in accordance with § 56.191

(relating to the-geperatrule PAYMENT AND TIMING).
(c) This section does not affect the creditor rights and remedies of a public utility otherwise
permitted by law.
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§ 56.36. Written procedures.

a) Public utilities shall include in their tariffs filed with the Commission their credit and

application procedures along with A GENERAL DESCRIPTION OF their credit scoring
methodology and standards.

(b) A public utility shall establish written procedures for determining the credit status of an
applicant and for determining responsibility for unpaid balances in accordance with § 56.35
(relating to payment of outstanding balance). The written procedures must specify that there are
separate procedures and standards for victims with a protection from abuse order. A public utility
[employe] employee processing applications or determining the credit status of applicants shall
be supplied with or have ready access to a copy of the written procedures of the public utility. A
copy of these procedures shall be maintained on file in each of the business offices of the public
utility and made available, upon request, for inspection by members of the public and the

Commission and be included on the public utility's website.

(1) Reasons for denial of credit. If credit is denied, the public utility shall inform the [ratepayer]

eustomer-or applicant erally-and in writing of the reasons for the denial within 3 business days of
the denial. THIS INFORMATION MAY BE PROVIDED ELECTRONICALLY TO THE

APPLICANT WITH THE APPLICANT’S CONSENT. _The written denial statement must
include the-applicant-or-customers-credit-score; the provider of the credit score, information on
the eustomer-of applicant's ability to challenge the accuracy of the credit score, and how to
contact the credit score provider. If the public utility is requiring payment of an unpaid balance
in accordance with § 56.35, the public utility shall specify in writing the amount of the unpaid
balance, the dates during which the balance accrued and the location and customer name at

which the balance accrued. The statement must inform the applicant of the right to furnish a third
party THIRD-PARTY guarantor in accordance with § 56.33 (relating to third-party guarantors)

and the right to contact the Commission. The statement must include information informing

victims of domestic violence with a Protection from Abuse Order that more lenient credit and
liability standards may be available.

- (2) Informing applicants of procedures. [Utility] Public utility personnel shall fully explain the
credit and deposit procedures of the public utility to each [ratepayer] customer or applicant for
service.

(3) Third-party requests for service. Requests from third parties to establish public utility service

on behalf of an applicant will not be honored until the public utility has verified the legitimacy of

the request. Verification may be accomplished by any means appropriate to confirm that the

applicant consents to service being established or that the third party is authorized to act on the
applicant's behalf.

§ 56.37. General rule.

Once an applicant's application for service s accepted by the public utility, the public utility
shall MAKE A BONA FIDE ATTEMPT TO provide service within 3 BUSINESS days,
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provided that the applicant has met all REGULATORY requirements. A BONA FIDE
ATTEMPT TO PROVIDE SERVICE WITHIN 7 BUSINESS DAYS IS PERMISSIBLE IF
STREET OR SIDEWALK DIGGING IS REQUIRED. A longer time frame is permissible with
the consent of the applicant. If the investigation and determination of credit status is expected to
take or in fact takes longer than 3 business days commencing the date after the application is
made, the public utility shall provide service pending completion of the investigation. IF THE
PUBLIC UTILITY CANNOT PROVIDE SERVICE BY THE TIMEFRAMES SPECIFIED BY
THIS PARAGRAPH, THEY SHALL INFORM THE CUSTOMER OF THIS FACT AND
PROVIDE A REASONABLE ESTIMATE OF WHEN SERVICE WILL BE PROVIDED.
THESE REQUIREMENTS DO NOT APPLY TO NEW SERVICE INSTALLATIONS AND
SERVICE EXTENSIONS THAT REQUIRE THE CONSTRUCTION OF FACILITIES TO
PROVIDE THE PUBLIC UTILITY SERVICE.

§ 56.38. Payment period for deposits by applicants.

(A) An applicant REQUIRED TO PAY A DEPOSIT UNDER THE PROVISIONS OF § 56.32
(RELATING TO SECURITY AND CASH DEPOSITS) may eIeet—t&pay—any—reqwfed-depes&s

detemﬂrma%ten- BE REQU[RED BY THE PUBLIC UTILITY TO PAY THE DEPOSIT IN FULL
PRIOR TO THE PROVISION OF PUBLIC UTILITY SERVICE A—ﬁﬁbh&\iﬂ-l—l-t-‘f-ﬁhﬂl»l—&dﬂﬁe

(B) AN APPLICANT PAYING A DEPOSIT FOR THE RECONNECTION OF SERVICE
UNDER § 56.41(2) (RELATING TO THE GENERAL RULE), MAY BE REQUIRED TO PAY
50% PRIOR TO, AND AS A CONDITION OF, THE RECONNECTION OF SERVICE WITH
25% BILLED 30 DAYS AFTER RECONNECTION OF SERVICE AND 25% BILLED 60
DAYS AFTER THE RECONNECTION OF SERVICE. THE PUBLIC UTILITY SHALL
INFORM THE APPLICANT OF THE OPTION TO PAY THE DEPOSIT IN THE
INSTALLMENTS DESCRIBED IN THIS SUBSECTION. THE APPLICANT RETAINS THE
OPTION TO PAY THE DEPOSIT AMOUNT IN FULL BEFORE THE DUE DATE.

PROCEDURES FOR EXISTING [RATEPAYERS] CUSTOMERS

§ 56.41. General rule.

A public utility may require an existing [ratepayer | customer to post a deposit to reestablish
credit under the following circumstances:

(1) Delinquent accounts. Whenever a [ratepayer | customer has been delinquent in the payment
of any two consecutive bills or three or more bills within the preceding 12 months.
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(i) Prior to requesting a deposit under this section, the public utility shall give the [ratepayer]
customer written notification of its intent to request a cash deposit if current and future bills
continue to be paid after the due date.

(A) Notification [shall] must clearly indicate that a deposit is not required at this time but that if
bills continue to be paid after the due date a deposit will be required.

(B) Notification may be mailed or delivered to the [ratepayer] customer together with a bill for
public utility service.

(C) Notification [shall] must set forth the address and phone number of the public utility office
where complaints or questions may be registered.

(D) A subsequent request for deposit [shall] must clearly indicate that a [ratepayer] customer
should register any question or complaint about that matter prior to the date the deposit is due [in

order] to avoid having service terminated pending resolution of a dispute. The request [shall]
must also include the address and telephone number of the public utility office where questions
or complaints may be registered.

(1) Except in the case of adjustments to equal-menthly BUDGET billing plans, a public utility
may issue a notification or subsequent request for a deposit based, in whole or in part, on a
delinquent account arising out of a make-up bill as defined in § 56.14 (relating to previously
unbilled public utility services), under the following conditions:

(A) The public utility has complied with [the requirements of] § 56.14. Compliance with a
payment agreement o [settlement agreement ] informal-dispute-settlement-agreement by the
[ratepayer] customer discharges the delinquency, and a notification or request for deposit [shali]
may not thereafter be issued based on the make-up bill.

(B) If a make-up bill exceeds the otherwise normal estimated bill by at least 50% and if the
[ratepayer] customer makes payment in full after the bill is delinquent but before a notification
of intent to request a deposit is given to the [ratepayer] customer, sueh a notification or request
for deposit [shall] may not thereafter be issued based on the make-up bill.

(2) Condition to the reconnection of service. A public utility may require a deposit as a condition
to reconnection of service following a termination in accordance with § 56.191 (relating to the

general-rule PAYMENT AND TIMING),
(3) Failure to comply with [settlement) informel-dispute-settlement-agreement-or payment

agreement. A public utility may require a deposit, whether or not service has been terminated,
when a [ratepayer] customer fails to comply with a material term or condition of a [settlement]

informal-dispute settlement-asreement-or payment agreement.
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§ 56.42. Payment period for deposits BY CUSTOMERS .

(A) INITIAL DUE DATE. The due date for payment of a deposit other than a deposit required as
a condition for the reconnection of service under § 56.41[(b)] (2) (relating to general rule) may
not be less than 21 days from the date of mailing or service on the [ratepayer] customer of
notification of the amount due.

(B) DELINQUENT ACCOUNT. A [ratepayer] customer PAYING A DEPOSIT UNDER §
56.41(1) (RELATING TO THE GENERAL RULE) may elect to pay a required deposit in three
installments: 50% payable BILLED upon the determination by the public utility that the deposit
1s required, 25% payable BILLED 30 days after the detenmnatlon and 25% payable BILLED 60
days after the determmatlon A-ey 5 based 31

later—&ﬂd—i.lé%raaﬁtable—QO—d&vs—latef—THE PUBLIC UTILITY SHALL INF ORM TI-IE

CUSTOMER OF THE OPTION TO PAY THE DEPOSIT IN THE INSTALLMENTS
DESCRIBED IN THIS SUBSECTION. THE CUSTOMER RETAINS THE OPTION TO PAY
THE DEPOSIT AMOUNT IN FULL BEFORE THE DUE DATE.

(C)RECONNECTION OF SERVICE. A CUSTOMER PAYING A DEPOSIT FOR THE
RECONNECTION OF SERVICE UNDER § 56.41(2) MAY BE REQUIRED TO PAY 50%
PRIOR TO, AND AS A CONDITION OF, THE RECONNECTION OF SERVICE WITH 25%
BILLED 30 DAYS AFTER RECONNECTION OF SERVICE AND 25% BILLED 60 DAYS
AFTER THE RECONNECTION OF SERVICE. THE PUBLIC UTILITY SHALL INFORM
THE CUSTOMER OF THE OPTION TO PAY THE DEPOSIT IN THE INSTALLMENTS
DESCRIBED IN THIS SUBSECTION. THE CUSTOMER RETAINS THE OPTION TO PAY
THE DEPOSIT AMOUNT IN FULL BEFORE THE DUE DATE.

(D) FAILURE TO COMPLY WITH A PAYMENT AGREEMENT. A CUSTOMER PAYING A
DEPOSIT UNDER § 56.41(3) MAY BE REQUIRED TO PAY THE DEPOSIT IN FULL
UPON THE DETERMINATION OF THE UTILITY THAT A DEPOSIT IS REQUIRED.

§ 56.43. [Deposit method; cash deposit or composite group] (Reserved).

[Whenever a ratepayer is required to make a deposit, the requirement may be satisfied either by
posting a cash deposit or becoming a member in good standing of a composite group. ]
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CASH DEPOSITS

§ 56.51. Amount of cash deposit.

(a) Applicants. A public utility may [not] require a cash deposit [ from an applicant in excess of
the average estimated bill of the applicant for a period equal to one billing period plus 1
additional month's service, not to exceed 4 months in the case of water and sewage utilities and 2
months in the case of gas, electric and steam heat utilities, with a minimum deposit of $5] equal
to 1/6 of the applicant's estimated annual bill CALCULATED ON THE BASIS OF THE
ANNUAL BILL TO THE DWELLING AT WHICH SERVICE IS BEING REQUESTED FOR
THE PRIOR 12 MONTHS, OR, IF UNAVAILABLE, A SIMILAR DWELLING IN CLOSE

PROXIMITYW

b) City natural gas operation. A city natural gas distribution operation may require a cash
deposit from an applicant with a household income no greater than 300% of the Federal poverty
level in an amount not in excess of 1/12 of the applicant's estimated annual bill. A city natural
gas operation may require a cash deposit from an applicant with a household income level above
300% of the Federal poverty level in the amount of 1/6 of the applicant's estimated annual bill.
An estimated annual bill shall be calculated on the basis of the annual bili to the dwelling at
which service is being requested for the prior 12 months, or, if unavailable, a similar dwelling in
close proximity.
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(c) Existing [ratepayers] customers. For an existing [ratepayer | customer, the cash deposit may

not exceed the estimated charges for service based on the prior consumption of that [ratepayer]
customer for the class of service involved for a period equal to one average billing period plus 1

average month, not to exceed 4 months in the case of water [and sewage] utilities and 2 months
in the case of gas[,] and electric [and steam heat] utilities;wvith-a-minimum o£$5.

[(c)] (d) Adjustment of deposits. The amount of a cash deposit may be adjusted at the request of
the [ratepayer] customer or the public utility whenever the character or degree of the usage of the

[ratepayer] customer has materially changed or when it is clearly established that the character or
degree of service will materially change in the immediate future.

§ 56.53. [Refund of deposit] Deposit hold period and refund.

[A cash deposit shall be refunded under the following conditions:

(1) Termination or discontinuance of service. Upon termination or discontinuance of service, the
utility shall promptly apply the deposit of the ratepayer, including accrued interest, to any
outstanding balance for utility service and refund or applyto the ratepayer's account, the
remainder to the ratepayer. A transfer of service from one location to another within a service
area may not be deemed discontinuance within the meaning of this chapter.

(2) Credit established. When a ratepayer establishes credit under § 56.32 (relating to credit
standards), the utility shall refund or apply to the ratepayer's account, any cash deposit plus
accrued interest. ‘

(3) Third-party guarantor. When a ratepayer substitutes a third-party guarantor in accordance

with § 56.33(3) (relating to composite group; cash deposits; third-party guarantor), the utility
shall refund any cash deposit, plus accrued interest, up to the limits of the guarantee.

(4) Prompt payment of bills. After a ratepayer has paid bills for service for 12-consecutive
months without having service terminated and without having paid his bill subsequent to the due
date or other permissible period as stated in this chapter on more than two occasions, the utility
shall refund any cash deposit, plus accrued interest, so long as the customer currently is not
delinquent.

(5) Optional refund. At the option of the utility, a cash deposit, including accrued interest, may
be refunded in whole or in part, at any time earlier than the time stated in this section. ]

(2) A public utility may hold a deposit until a timely payment history is established or for a
maximum period of 24 months.

(b) A timely payment history is established when a customer has paid in full and on time for 12

consecutive months.

(c) At the end of the deposit holding period as established in subsection (a), the public utility
shall deduct the outstanding balance from the deposit and return or credit any positive difference
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to the customer. At the option of the utility, a cash deposit, including accrued interest, may be
refunded in whole or in part, at any time earlier than the time stated in this section.

(d) If service is terminated before the end of the deposit holding period as established in

subsection (a), the public utility shall deduct the outstanding balance from the deposit and return

any positive difference to the customer within 60 days of the termination.

(e) If a customer becomes delinquent before the end of the deposit holding period as established
in subsection (a), the public utility may deduct the outstanding balance from the deposit.

§ 56.54. Application-of-deposit-to-bills: (Reserved)

§ 56.55. [Periodic review] (Reserved).

[If a ratepayer is not entitled to refund under § 56.53 (relating to refund of deposit), the utility
shall review the account of the ratepayer each succeeding billing period and shall make
appropriate disposition of the deposit in accordance with § 56.53 and § 56.54 (relating to

application of deposit to bills).]

§ 56.56. Refund statement.

If a cash deposit is applied or refunded, the public utility shall mail or deliver to the [ratepayer]
customer a written statement showing the amount of the original deposit plus accrued interest,
the application of the deposit to a bill which had previously accrued, the amount of unpaid bills
liquidated by the deposit and the remaining balance.

§ 56.57. Interest rate.

[Interest at the rate of the average of 1-year Treasury Bills for September, October and
November of the previous year is payable on deposits without deductions for taxes thereon

unless otherwise required by law.] The public utility shall accrue interest on the deposit until it is

returned or credited the legal rate of interest under section 202 of the act of January 30, 1974 (P.
L. 13, No. 6)(41 P. S. § 202), referred to as the Loan Interest and Protection Law, and return the

interest with the deposit.
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§ 56.58. Application of interest.

Interest shall be paid arnually to the [ratepayer] customer, or, at the option of either the public
utility or the [ratepayer] customer, shall be applied to service bills.

Subchapter D. INTERRUPTION AND DISCONTINUANCE OF SERVICE

§ 56.71. Interruption of service.

A public utility may temporarily interrupt service where WHEN necessary to effect repairs or
maintenance; to eliminate an imminent threat to life, health, safety or substantial property

damage; or for reasons of local, State or [national] National emergency.

(1) Interruption with prior notice. [Where] When the public utility knows in advance of the
circumstances requiring the service interruption, prior notice of the cause and expected duration

of the interruption shall be given to [ratepayers] customers and occupants who may be affected.

(2) Interruption without prior notice. [Where] When service is interrupted due to unforeseen
circumstances, notice of the cause and expected duration of the interruption shall be given as

soon as possible to [ratepayers] customers and occupants who may be affected.

(3) Notification procedures. [Where ratepayers] When customers and occupants are to be
notified under this section, the public utility shall take reasonable steps, such as personal contact,
phone contact and use of the mass media, to notify affected [ratepayers] customers and
occupants of the cause and expected duration of the interruption.

* ok ok k k

§ 56.72. Discontinuation DISCONTINUANCE of service.

A public utility may discontinue service without prior written notice under the following
circumstances:

(1) [Ratepayer's] Customer's residence. When a [ratepayer] customer requests a discontinuance

at his THE CUSTOMER'’S residence, when the [ratepayer] customer and members of his THE
CUSTOMER S household are the only occupants Lf-t—he—aeee*mt—m—ksted—m—mﬁﬂale—eus%eﬁm




(2) Other premises or dwellings. Other premises or dwellings [shall be] as follows:

(i) When a [ratepayer] customer requests discontinuance at a dwelling other than his THE
CUSTOMER'’S residence or at a single meter multifamily residence, whether or not his THE
CUSTOMER’S residence but, in either case, only under either of the following conditions:

(A) The [ratepayer] customer states in writing that the premises are unoccupied. The statement
[shall] must be on a form conspicuously bearing notice that information provided by the

[ratepayer] customer will be relied upon by the Commission in administering a system of
uniform service standards for public utilities and that any false statements are punishable

criminally. When the [ratepayer] customer fails to provide a notice, or when the [ratepayer]
customer has falsely stated the premises are unoccupied, the [ratepayer] customer shall be
responsible for payment of utility bills until the public utility [terminates] discontinues service.

(B) The occupants affected by the proposed cessation inform the public utility orally or in
writing of their consent to the diseentinuation DISCONTINUANCE.

(if) [Where] When the conditions set forth in subparagraph (i) have not been met, the public
utility, at least [10] 3 10 days prior to the proposed [termination] discontinuance, shall
conspicuously post notice of termination at the affected premises.

* %k k k k

(B) Notices [shall] must, at a minimum, state: the date on or after which [termination]
discontinuance will occur; the name and address of the public utility; and the requirements
necessary for the occupant to obtain public utility service in the occupant's name. Further
termination provisions of this chapter except § 56.97 (relating to procedures upon [ratepayer]
customer or occupant contact prior to termination) do not apply in these circumstances.

(C) This section does not apply when the [ratepayer] customer is a landlord ratepayer. See [§§
56.121--56.126 (Reserved).] 66 Pa.C.S.§§ 1521-1533 (relating to discontinuance of service to

leased premises).

Subchapter E. TERMINATION OF SERVICE
GROUNDS FOR TERMINATION

§ 56.81. Authorized termination of service.

[Utility service to a dwelling may be terminated for one or more of the following reasons:] A
public utility may notify a customer and terminate service provided to a customer after notice as

provided in §§ 56.91--56.100 (relating to notice procedures prior to termination) for any of the

following actions by the customer:
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(2) Failure to [post a deposit, provide a guarantee or establish credit] o complete payment of a

deposit, provide a guarantee of payment or establish credit.

(3) [Unreasonable refusal to permit access to meters, service connections and other property of
the utility for the purpose of maintenance, repair or meter reading] Failure to permit access to
meters, service connections or other property of the public utility for the purpose of replacement,
maintenance, repair or meter reading.

(4) [Unauthorized use of the utility service delivered on or about the affected dwelling.

(5)] Failure to comply with the material terms of a [settlement] informal dispute-settlement
agreement-orpayment agreement.

[(6) Fraud or material misrepresentation of identity for the purpose of obtaining utility service.
(7) Tampering with meters or other utility equipment.

(8) Violating tariff provisions on file with the Commission so as to endanger the safety of a
person or the integrity of the energy delivery system of the utility. ]

§ 56.82. [Days termination of service is prohibited] Timing of termination.

[Except in emergencies--which include unauthorized use of utility service--service shall not be
terminated, for nonpayment of charges or for any other reason, during the following periods:

(1) On Friday, Saturday, or Sunday.
(2) On a bank holiday or on the day preceding a bank holiday.

(3) On a holiday observed by the utility or on the day preceding such holiday. A holiday
observed by a utility shall mean any day on which the business office of the utility is closed to
observe a legal holiday, to attend utility meetings or functions, or for any other reason.

(4) On a holiday observed by the Commission or on the day preceding such holiday. ]

A public utility may terminate service for the reasons in § 56.81 (relating to authorized
termination of service) from Monday through Friday as long as the gubhc utility ww

it i i Hficate IS ABLE TO acceg
payment to restore service ON THE DAY OF TERMINATION AND ON THE FOLLOWING
DAY and can restore service; consistent with § 56.191 (relating to the-generalyule PAYMENT
AND TIMING).
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§ 56.83. Unauthorized termination of service.

Unless expressly and specifically authorized by the Commission, service may not be terminated
nor will a termination notice be sent for any of the following reasons:

(1) Nonpayment for concurrent service of the same class received at a separate dwelling. This
does not include concurrent service periods of 90 days or less accrued during the transfer of
service from one location to another.

(2) Nonpayment for a different class of service received at the same or a different location.
Service may be terminated, however, when, under the tariff of the public utility, a change in
classification is necessitated upon the completion of construction work previously billed at a
different rate applicable during construction.

(3) Nonpayment, in whole or in part:, of nonbasic charges for leased or purchased merchandise,
appliances or special services including, but not limited to, merchandise and appliance
installation fees, rental and repair costs; ef meter testing fees; of special construction charges;
and ef other nonrecurring or recurring charges that are not essential to delivery or metering of
service, except as provided in this chapter.

(4) Nonpayment of bills for delinquent accounts of the prior [ratepayer] customer at the same

address unless the public utility has, under § 56.35 (relating to payment of outstanding balance),

established that the applicant or customer was an ADULT occupant at the same address during
the time period the delinquent amount accrued.

(5) Nonpayment of a deposit which is based, in whole or in part, on a delinquent account arising
- out of a make-up bill as defined in § 56.14 (relating to previously unbilled public utility service)
and the [ratepayer] customer has complied with [the requirements of] § 56.41(1)(ii)(A) or (B)

(relating to general rule).

% % ¥ %k %k

(7) Nonpayment of charges for public utility service furnished FOR WHICH THE UTILITY
CEASED BILLING more than 4 years prior to the date the bill is rendered.

(8) Nonpayment for residential service already furnished in the names of persons other than the
[ratepayer] customer unless a court, district justice or administrative agency has determined that
the [ratepayer] customer is legally obligated to pay for the service previously furnished or unless
the public utility has, under § 56.35, established that the applicant or customer was an gccupant

at the same address during the time period the delinquent amount accrued. This paragraph does
not affect the creditor rights and remedies of a public utility otherwise permitted by law.

(9) Nonpayment of charges calculated on the basis of estimated billings, unless the estimated bill
was required because public utility personnel were unable to gain access to the affected premises
to obtain an actual meter reading on two occasions and have made a reasonable effort to schedule
a meter reading at a time convenient to the [ratepayer] customer or occupant, or a subsequent
actual reading has been obtained as a verification of the estimate prior to the initiation of
termination procedures.
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NOTICE PROCEDURES PRIOR TO TERMINATION -

§ 56.91. General notice provisions and contents of termination notice.

() Prior to [a termination of service, the utility shall mail or deliver written notice to the
ratepayer at least 10 days prior to the date of the proposed termination ] terminating service for
grounds authorized by § 56.81 (relating to authorized termination of service), a public utility
shall provide written notice of the termination to the customer at least 10 days prior to the date of
the proposed termination. The termination notice smust SHALL remain effective for 60 days. In
the event of [any taking or acceptance of utility service without the knowledge or approval of the
utility, other than unauthorized use of service] A_user without contract as defined in § 56.2
(relating to definitions), the public utility shall comply with §§ 56.93--56.97, but need not
etherpwise provide notice 10 days prior to termination.

{(b) A notice of termination must include, in conspicuous print, clearly and fully the following
information when applicable:

(1) The reason for the proposed termination.

(2) An itemized statement of aceeunts AMOUNTS currently due, including any required deposit.

(3) A statement that a speetfie reconnection fee will be required to have service restored after it
has been terminated if a reconnection fee is a part of the tanff of the public utility on file with the
Commission. THE STATEMENT MUST INCLUDE THE MAXIMUM POSSIBLE DOLLAR
AMOUNT OF THE RECONNECTION FEE THAT MAY APPLY.

(4) The date on or after which service will be terminated unless ONE OF THE FOLLOWING
OCCURS:;

(i) Payment in full is received.
(i1) The grounds for termination are otherwise eliminated.
(ii1) A payment agreement erinformal-dispute-settlement-agreement is entered ESTABLISHED.,

(iv) Enrollment is made in a aniversal-service CUSTOMER ASSISTANCE program OR ITS
EQUIVALENT, IF THE CUSTOMER IS ELIGIBLE FOR THE PROGRAM.,

(v) A dispute is filed with the public utility or the Commission.

(VD) PAYMENT IN FULL OF AMOUNTS PAST DUE ON THE MOST RECENT PAYMENT
AGREEMENT IS RECEIVED.

(5) A statement that specifies that the notice is valid for 60 days.
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(6) A statement that the customer shall SHOULD immediately contact the public utility to
attempt to resolve the matter—neluding. THE STATEMENT SHALL INCLUDE the address

. and telephone number where questions may be fited ASKED, HOW payment agreements MAY
BE NEGOTIATED AND entered into with the public utility, and WHERE APPLICATIONS
CAN BE FOUND AND SUBMITTED FOR ENROLLMENT INTO gquestions-and-applications
can-be-found-for the public utility's universal service programs, if these programs are offered by
the public utility.

(7) The following statement: "If YOU HAVE QUESTIONS OR NEED MORE
INFORMATION, CONTACT US AS SOON AS POSSIBLE AT (UTILITY PHONE

NUMBER): AFTER discussing-yourproblem-with-the-utility—you-remain-dissatisfied YOU
TALK TO US, IF YOU ARE NOT SATISFIED, you may file an-informal A complaint with the

Publlc Utlhtv Commlssmn %@DW—P—ENDNG

.
.l RROROSED-D e‘ 2 LD ALNWA . l’ L2

an—miéma#eemﬁam&b%eleahemg—%he—?&bhe@&k%mm&s&&en—a& THE PUBLIC UTILITY
COMMISSION MAY DELAY THE SHUT OFF IF YOU FILE THE COMPLAINT BEFORE

THE SHUT OFF DATE. TO CONTACT THEM, CALL 1 (800) 692-7380 or by-writing
WRITE to the Pennsylvania Public Utility Commission, P. Q. Box 3265, Harrisburg,
Pennsylvania 17105-3265."

(8) A serious_illness notice in compliance with the form in Appendix A (relating to medical

emergency notice) except that, for the purpose of § 56.96 (relating to pesttermination POST

TERMINATION notice), the notice must comply with the form in Appendix B (relating to

medical emergency notice).
(9) When IF the public utility has universal service programs, information indicating that special

assistance programs are MAY BE available and how to contact the public utility for information

and enrollment, and that enrollment in the program s MAY BE a method of avoiding the
termination of service.

(10) Notices sent by electric and gas utilities threatening termination in the months of December,

January, February and March must include information on the Federal poverty guidelines by

household size, the protections available to customers at or below 250% of the Federal poverty
line LEVEL, and the required documentation or information the customer shall supply to avoid

termination.

(11) Information indicating that special protections are available for victims under a Protection
From Abuse Order and how to contact the public utility to obtain more information on these
protections.

(12) Information indicating that special protections are available for tenants if the landlord is

responsible for paying the public utility bill and how to contact the public utility to obtain more
information on these protections.

(13) Information indicating that all adult occupants of the premise who;;e names appear on the

morteage. deed or lease are considered 'customers' and are responsible for payment of the bill.
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(14) Information indicating that if service is shut off, any AN adult occupant who has been living
at the premise may have to pay all or portions of the bill THAT ACCRUED WHILE THE
ADULT OCCUPANT LIVED THERE to have service restered-TURNED BACK ON,

(15) Information indicating that if service is shut off, the customer may be required to pay more
than the amount listed on the notice to have service turned back on.

(16) Information indicating that if service is shut off, the customer shall contact the public utility
after payment has been made to arrange reconnection of the service and that it may take up to 7
days to have the service restered TURNED BACK ON.

(17) Information in Spanish, directing Spanish-speaking customers to the numbers to call for
information and translation assistance. Similar information shall be included in other languages
when census data indicates a-significant-pepulation THAT 5% OR MORE OF THE
RESIDENTS OF THE UTILITY’S SERVICE TERRITORY ARE using that language resides-in

blicutilit! : ory.

(18) Contact information for customers with disabilities that need assistance.

§ 56.92. Notice when dispute pending.

A public utility may not mail or deliver a notice of termination if a notice of INITIAL
INQUIRY, dispute, INFORMAL OR FORMAL COMPLAINT has been filed and is unresolved
and if the subject matter of the dispute forms the grounds for the proposed termination. A notice
mailed or delivered in contravention of this section is void.

§ 56.93. Personal contact.

(2) Except when authorized by §§ 56.71, 56.72 or 56.98 (relating to interruption of service;
discontinuation DISCONTINUANCE of service; and [exception for terminations based on
occurrences harmful to person or property] immediate termination for unauthorized use, fraud,
tampering or tariff violations), a public utility may not interrupt, discontinue or terminate service
without [personally contacting the ratepayer or a responsible adult occupant at least 3 days prior
to the interruption, discontinuance or termination, in addition to providing other notice as
specified by the properly filed tariff of the utility or as required by this chapter or other
Commission directive. For purposes of this section, "personal contact" means:

(1) Contacting the ratepayer or responsible adult occupant in person or by telephone.

(2) Contacting another person whom the ratepayer has designated to receive a copy of a notice of
termination, other than a member or employee of the Commission.
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(3) If the ratepayer has not made the designation noted in paragraph (2), contacting a community
interest group or other entity, including a local police department, which previously shall have
agreed to receive a copy of the notice of termination and to attempt to contact the ratepayer.

(4) If the ratepayer has not made the désignation noted in paragraph (2) and if there is no
community interest group or other entity which previously has agreed to receive a copy of the

notice of termination, contacting the Commission in writing] attempting to contact the customer
or responsible adult occupant, either in person or by telephone, to provide notice of the proposed

termination at least 3 days prior to the scheduled termination. If personal contact by one method
is not possible, the public utility is obligated to attempt the other method.

(b) Phone contact shall be deemed complete upon attempted calls on 2 separate days to the
residence between the hours of 7 8 a.m. and 9 p.m. if the calls were made at various times each

day, with the various times of the day being daytime before 5 p.m. and evening after 5 p.m and at

least 2 hours apart. CALLS MADE TO CONTACT TELEPHONE NUMBERS PROVIDED
BY THE CUSTOMER SHALL BE DEEMED TO BE CALLS TO THE RESIDENCE.

(c) If contact is attempted in person by a home visit, only one attempt is required.-but-the THE

public utility shall conspicuously post a written termination notice at the residence if it is

unsuccessful in attempting to personally contact a responsible adult occupant DURING THE
HOME VISIT.

(d) The content of the 3-day personal contact notice must comply-with-§-56-91-(relating-te
general-netice provisions-and contents-of termination-notice): INCLUDE THE EARLIEST

DATE AT WHICH TERMINATION MAY OCCUR AND THE FOLLOWING
INFORMATION:

(1) DATE AND GROUNDS OF THE TERMINATION. N

(2) WHAT IS NEEDED TO AVOID THE TERMINATION OF SERVICE.

(3) HOW TO CONTACT THE PUBLIC UTILITY AND THE COMMISSION.
(4) THE AVAILABILITY OF THE EMERGENCY MEDICAL PROCEDURES.

(E) THE PUBLIC UTILITY SHALL ASK THE CUSTOMER OR OCCUPANT IF THEY
HAVE ANY QUESTIONS ABOUT THE 10-DAY WRITTEN NOTICE THE PUBLIC
UTILITY PREVIOUSLY SENT.

§ 56.94. Procedures immediately prior to termination.

Immediately preceding the termination of service, a public utility [employe] employee, who may
be the public utility [employe] employee designated to perform the termination, shall attempt to
make personal contact with a responsible [person] adult occupant at the residence of the
[ratepayer and shall attempt to make personal contact with a responsible person at the affected
dwelling} customer.
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(1) Termination prohibited in certain cases. If evidence is presented which indicates that
payment has been made, a serious illness or medical condition exists, or a dispute or complaint is
properly pending or if the [employe] employee is authorized to receive payment and payment in
full is tendered in any reasonable manner, then termination [shall] may not occur. However, if
the disputing party does not pay all undisputed portions of the bill, termination may occur.

(2) Methods of payment. Payment in any reasonable manner includes payment by personal check
unless the [ratepayer] customer within the past year has tendered a check which has been
returned for insufficient funds or for which payment has been stopped.

(3) Dishonorable tender of payment after receiving termination notice. After a public utility has
provided a written termination notice under § 56.91 (relating to general notice provisions and
contents of termination notice) and attempted telephone contact as provided in § 56.93 (relating
to personal contact), termination of service may proceed without additional notice when:

(i) A customer tenders payment which is subsequently dishonored under 13 Pa.C.S. § 3502

(relating to dishonor).

(ii) A customer tenders payment with an access device, as defined in 18 Pa.C.S. § 4106(d)

(relating to access device fraud), which is unauthorized, revoked or canceled.

§ 56.95. Deferred termination when no prior: contact.

[If a prior contact has not been made with a responsible adult either at the residence of the
ratepayer, as required by § 56.94 (relating to procedures immediately prior to termination) or at
the affected dwelling, the employe may not terminate service but shall conspicuously post a
termination notice at the residence of the ratepayer and the affected dwelling, advising that

service will be disconnected not less than 48 hours from the time and date of posting] During the

months of December through March, unless personal contact has been made with the customer
or responsible adult by personally visiting the customer's residence, a public utility shall, within
48 hours ef PRIOR TO the scheduled date of termination, post a notice of the proposed

termination at the service location.

§ 56.96. [Post-termination] POST TERMINATION notice.

When service is actually terminated, notice [or a written statement which contains the address
and telephone number of the utility where the ratepayer or occupant may arrange to have service
restored] that substantially reflects the requirements of § 56.91 (relating to the general notice
provisions and contents of a termination notice) as well as a medical emergency notice

substantially in the form which [is attached to this chapter as] appears in Appendix B (relating to
medical emergency notice) shall be conspicuously posted or delivered to a responsible ADULT

37



person OR OCCUPANT at the residence of the [ratepayer] customer and at the affected
premises.

§ 56.97. Procedures upon [ratepayer] customer or occupant contact prior to termination.

(a) If, after the issuance of the initial termination notice and prior to the actual termination of
service, a [ratepayer] customer or occupant contacts the public utility concerning a proposed
termination, an authorized public utility [employe] employee shall fully explain:

* ok ok %k K

(2) All available methods for avoiding a termination, including the following;:
* %k %k % ok

(i1) Entering a [settlement] informal-dispute-settlementagreement of payment agreement.

(1i1) Paying what is past-due on the most recent previous company negotiated or Commission
ayment agreement.

(iv) Enrolling in the public utility's customer assistance program or universal-service-program

ITS EQUIVALENT, if the public utility has these programs AND THE CUSTOMER 1S
ELIGIBLE FOR THE PROGRAM.

* %k k ok %k

(b) The public utility, through its [employes] employees, shall exercise good faith and fair

judgment in attempting to enter a reasonable [settlement] informal-dispute settlement-agreement

of payment agreement or otherwise equitably resolve the matter. Factors to be taken into account
when attempting to enter into a reasonable [settlement] informal-dispute-settlement-agreement-or
payment agreement include the size of the unpaid balance, the ability of the [ratepayer] customer

to pay, the payment history of the [ratepayer] customer and the length of time over which the bill
accumulated. PAYMENT AGREEMENTS FOR HEATING CUSTOMERS SHALL BE
BASED UPON BUDGET BILLING AS DETERMINED BY § 56.12(7) (RELATING TO

METER READING; ESTIMATED BILLING; CUSTOMER READINGS). If [a settlement] an

informal-disputé settlementagreement-or A payment agreement is not established, the company
shall further explain the following:

(1) The right of the [ratepayer] customer to file a dispute with the public utility and, thereafter,
- an informal complaint with the Commission.
* %k %k k ok

(3) The duty of the [ratepayer] customer to pay any portion of a bill which the [ratepayer]
customer does not kenestly dispute.
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§ 56.98. [Exception for terminations based on occurrences harmful to person or property]
Immediate termination for unauthorized use, fraud, tampering or tariff violations.

[Notwithstanding any other provision of this chapter, when a service termination is based on an
occurrence which endangers the safety of any person or may prove harmful to the energy
delivery system of the utility, the utility may terminate service without written notice so long as
the utility honestly and reasonably believes grounds to exist. At the time of termination, the
utility shall make a bona fide attempt to deliver a notice of termination to a responsible person at
the affected premises and, in the case of a single meter, multiunit dwelling, shall conspicuously

post the notice at the dwelling, including common areas when permissible.]

(a) A public utility may immediately terminate service for any of the following actions by the
customer:

(1) Unauthorized use of the service delivered on or about the affected dwelling.

(2) Fraud or material misrepresentation of the customer's identity for the purpose of obtaining
service.

(3) Tampering with meters or other public utility equipment.

(4) Violating taniff provisions on file with the Commission which endanger the safety of a person

or the integrity of the public utility's delivery system.

(b) Upon termination, the public utility shall make a good faith attempt to provide a pest-
termination POST-TERMINATION notice to the customer or a responsible ADULT person OR
OCCUPANT at the affected premises—and:. IF PROVIDING A POST-TERMINATION
NOTICE TO THE CUSTOMER OR RESPONSIBLE PERSON AT THE AFFECTED
PREMISES IS NOT POSSIBLE, THEN THE PUBLIC UTILITY SHALL CONSPICUOUSLY
POST THE NOTICE AT THE AFFECTED PREMISES. in IN the case of a single meter,
multiunit dwelling, the public utility shall conspicuously post the notice at the dwelling,

including in common areas when possible.

§ 56.99. Use of termination notice solely as collection device prohibited.

A public utility may not threaten to terminate service when it has no present intent to terminate

service or when actual termination is prohibited under this chapter[; notice]. NOTICE of the
intent to terminate shall be used only as a warning that service will in fact be terminated in

accordance with the procedures [set forth by] in under this chapter, unless the [ratepayer]
customer or occupant remedies the situation which gave rise to the enforcement efforts of the

public utility.
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§ 56.100. Winter termination procedures.

(a) Water distribution utilities. Notwithstanding anether ANY provision of this chapter, durin

the period of December 1 through March 31, water distribution utilities subject to this ehapter
SUBCHAPTER [shall conform to the provisions of this section. The covered utilities may| are

MAY not [be] permitted-to terminate heat related service between December 1 and March 31
except as provided in this section or in § 56.98 (relating to [exception for terminations based on
occurrences harmful to person or property] immediate termination for unauthorized use, fraud,
tampering or tariff violations).

Electric distribution and natural gas distribution utilities. Unless otherwise authorized by the

Commission, during the period of December 1 through March 31, an electric distribution utility

or natural gas distribution utility may not terminate heatrelated service to customers with

household incomes at or below 250% of the Federal poverty level except as provided in this

section or in § 56.98. The Commission will not prohibit an electric distribution utility or natural

gas distribution utility from terminating heat-related service in accordance with this section to
customers with household incomes exceeding 250% of the Federal poverty level.

(c) City natural gas distribution utility. In addition to the winter termination authority in
subsection (b), a city natural gas distribution operation may terminate service after January 1 and
before April 1 to a customer whose household income exceeds 150% of the Federal poverty level
but does not exceed 250% of the Federal poverty level, and starting January 1, has not paid at

least 50% of charges for each of the prior 2 months unless the customer has done one of the
following:

(1) Proven in accordance with Commission rules, that the household contains one or more
persons who are 65 years of age or over.

(2) Proven in accordance with Commission rules, that the household contains one or more
persons 12 years of age or younger.

(3) Obtained a medical certification, in accordance with Commission rules.

(4) Paid to the city natural gas distribution operation an amount representing at least 15% of the
customer's monthly household income for each of the last 2 months.

(d) CITY NATURAL GAS DISTRIBUTION UTILITY Netiee-NOTICE to the Commission. At the

time that the notice of termination required by § 56.91 (relating to general notice provisions and
contents of termination notice) is provided to the customer, the city natural gas distribution
operation shall provide notice to the Commission. The Commission will not stay the termination
of service uniess the Commission finds that the customer meets the criteria in subsection (c)(1),
(2),.(3) or (4).

(e) Identification of accounts protected during the winter. Public utilities shall determine the
eligibility of an account for termination during the period of December 1 through March 31

under the criteria in subsections (b) and (c) before terminating service. Public utilities are to use

household income and size information they have on record provided by customers to identify

accounts that are not to be terminated during the period of December 1 through March 31. Public
utilities are expected to solicit from customers, who contact the utility in response to notices of
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termination, household size and income information and to use this information to determine
eligibility for termination. PUBLIC UTILITIES WHO INTEND TO REQUIRE
VERIFICATION OF HOUSEHOLD INCOME INFORMATION SUBMITTED BY
CONSUMERS RELATING TO THIS SUBSECTION SHALL INCLUDE, IN THEIR TARIFFS
FILED WITH THE COMMISSION, THE PROCEDURES THEY INTEND TO IMPLEMENT
TO OBTAIN VERIFICATION. THE PROCEDURES SHOULD SPECIFY THE PROOF OR
EVIDENCE THE UTILITY WILL ACCEPT AS VERIFICATION OF HOUSEHOLD
INCOME.

(f) Landlord ratepayer accounts. During the period of December 1 through March 31, a public

utility may not terminate service to a premaise PREMISES when the account is in the name of a

landlord ratepayer as defined in 66 Pa. C.S. § 1521 (relating to definitions) except for the

grounds in § 56.98 (RELATING TO IMMEDIATE TERMINATION FOR UNAUTHORIZED
USE, FRAUD, TAMPERING OR TARIFF VIOLATIONS).

(g) Right of public utility to petition the Commission for permission to terminate service to a

customer protected by the prohibitions in this section.

(1) The public utility shall comply with §§ 56.91--56.95 including personal contact, as defined in
§ 56.93[(1)] (relating to personal contact), at the premises if occupied.

(2) If at the conclusion of the notification process defined in §§ 56.91--56.95, a reasonable
agreement cannot be reached between the public utility and the [ratepayer| customer, the public
utility shall register with the Commiission, in writing, a request for permission to terminate
service, accompanied by a utility report as defined in § 56.152 (relating to contents of the utility
company report). AT THE SAME TIME, THE PUBLIC UTILITY SHALL SERVE THE
CUSTOMER A COPY OF THE WRITTEN REQUEST REGISTERED WITH THE
COMMISSION.

(3) If the [ratepayer] customer has filed an informal complaint or if the Commission has acted
upon the public utility's written request, the matter shall proceed under §§ 56.161--56.165.

Nothing in this section may be construed to limit the right of a public utility or [ratepayer]

customer to appeal a decision by the [mediation unit] Bureau of Consumer Services (BCS) under
66 Pa.C.S. § 701 (relating to complaints) and §§ 56.171--56.173 and 56.211.

[(9)](h) Survey of terminated heat related accounts. For premises where heat related service has

been terminated within the past year for any of the grounds in § 56.81 (relating to authorized

termination of services) or § 56.98 (RELATING TO IMMEDIATE TERMINATION FOR
UNAUTHORIZED USE, FRAUD, TAMPERING OR TARIFF VIOLATIONS) prierte

Decembert-ofeach-year, [covered] electric distribution utilities, natural gas distribution utilities
and Class A water distribution utilities shall, within 90 days prior to December 1, survey and

attempt to make [post-termination] pesttermination POST-TERMINATION personal contact
with the occupant or a responsible adult at the premises and in good faith attempt to reach an
agreement regarding payment of any arrearages and restoration of service.

[(5) Companies)] (i) Reporting of survey results. Electric distribution utilities, natural gas

distribution utilities and Class A water distribution utilities shall file a brief report outlining their
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pre-December 1 survey and personal contact results with the Bureau of Consumer Services on or
before December 15 of each year. The-Sling must categorize-the-accounts by-the-first three digits
of-the-customer's-postal-eode—Each utility shall update the survey and report the results to the
Bureau of Consumer Services on January 15-and February 15 1 of each year to reflect any

change in the status of the accounts subsequent to the December 15 filing. FOR THE
PURPOSES OF THE FEBRUARY ! UPDATE OF SURVEY RESULTS, The-THE PUBLIC
utility shall attempt to contact by telephone, if available, a responsible ADULT PERSON OR
occupant at each residence in a good faith attempt to reach an agreement regarding payment of
any arrearages and restoration of service.

() Reporting of deaths at locations where public utility service was previously terminated.
Throughout the year, public utilities shall report to the Commission when, in the normal course

of business, they become aware of a household fire, incident of hypothermia or carbon monoxide
poisoning OR OTHER EVENT that resulted in a death and that the utility service was off at the
time of the incident. Within 1 business day of becoming aware of an incident, the public utility

shall submit a telephone or electronic report to the Director of the Bureau of Consumer Services
including, if available, the name, address and account number of the last customer of record, the
date of the incident, a brief statement of the circumstances involved, and, if applieable;
AVAILABLE FROM AN OFFICIAL SOURCE OR THE MEDIA, the initial findings as to the
cause of the incident and the source of that information. The Bureau or Commission may request
additional information on the incident and the customer's account. Information submitted to the
Commission in accordance with this subsection will be treated in accordance with 66 Pa.C.S. §
1508 (relating to the reports of accidents) and may not be open for public inspection except by

order of the Commission, and may not be admitted into evidence for any purpose in any suit or
action for damages growing out of any matter or thing mentioned in the report.

[NOTICE PROCEDURES AFTER DISPUTE FILED]

§ 56.101. [Limited notice upon noncompliance with report or order] (Reserved).

[(a) Except during the winter period identified in § 56.100 (relating to winter termination
procedures), the original grounds for terminations may be revived provided a 10-day termination
notice was previously issued to the ratepayer. The original grounds for termination shall be
revived and utilities may proceed with termination as provided in subsection (b) upon the failure
to timely appeal from or comply with any of the following:

(1) A utility company report required by § 56.151 (relating to the general rule).
(2) An informal complaint report required by § 56.161 (relating to general rule; time for filing).

(3) An order from a formal complaint, under § 56.173 or § 56.174 (relating to formal complaint
procedures other than appeals from mediation decisions of the Bureau of Consumer Services;
and formal complaint procedures for appeals from mediation decisions of the Bureau of

Consumer Services).

42



(4) A company negotiated payment or settlement agreement where a customer fails, at any time,
during the first 120 days to maintain the agreement and this failure reflects payments of less than
50% of the overdue balance during this same time period.

(b) The utility may not be required to give further written notice so long as within 10 business °
days of the failure to appeal or comply with subsection (a):

(1) The ratepayer is personally contacted as described in § 56.93(1), (2) or (3) (relating to
personal contact), at least 3 days prior to termination. If the utility is unable to make personal
contact as described in § 56.93(1), (2) or (3), it shall proceed with the posting procedure
described in § 56.95 (relating to deferred termination when no prior contact).

(2) At the time of termination, the utility serves personally on the ratepayer or posts
conspicuously at the residence of the ratepayer and at the affected premises, including common
areas where permissible, a post-termination notice complying with § 56.96 (relating to post-

termination notice). ]

EMERGENCY PROVISIONS -

§ 56.111. General provision.

[A utility may not terminate, or refuse to restore, service to a premise when an occupant therein
is certified by a physician to be seriously ill or affected with a medical condition which will be
aggravated by a cessation of service or failure to restore service.] A public utility may not
terminate service, or refuse to restore service, to a premises when a licensed physician or nurse

practitioner has certified that the customer or an applicant seeking restoration of service under §

56.191 (relating to the general rule) or a member of the customer's or applicant's household is
seriously ill or afflicted with a medical condition that will be aggravated by cessation of service.

The customer shall obtain a letter from a licensed physician er-nurse-practitioner verifying the

condition and promptly forward it to the public utility. The determination of whether a medical

condition qualifies for the purposes of this section resides entirely with the physician or nurse
practitioner and not with the public utility. A public utility may not impose any qualification

standards for medical certificates other than those specified in this section.

~ §56.112. Postponement of termination pending receipt of certificate.

If, prior to termination of service, the public utility [employe] employee is informed that an
occupant is seriously ill or is affected with a medical condition which will be aggravated by a
cessation of service and that a medical certification will be procured, termination may not occur

for at least 3 days. [Service may be terminated if] If no certification is produced within that 3-

day period, the public utility may resume the termination process at the point where it was
suspended.
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§ 56.113. Medical certifications.

Certifications initially may be written or oral, subject to the right of the public utility to verify the
certification by calling the physician or nurse practitioner or to require written eonfirmation

VERIFICATION within 7 days. Certifications, whether written or oral, [shall] must include [all
of} the following:

(1) The name and address of the [ratepayer] customer or applicant in whose name the account is
registered.

(2) The name and address of the afflicted person and [his] relationship to the [ratepayer]
customer or applicant.

* % % k k

(5) The name, office address and telephone number of the certifying physician or nurse
practitioner.

§ 56.114. Length of postponement; renewals.

Service may not be terminated for the time period specified in a medical certification; the
maximum length of the certification shall be 30 days.
* ok %k sk %k

(2) Renewals. Certifications may be renewed in the same manner and for the same time period as
provided in §§ 56.112 and 56.113 (relating to postponement of termination pending receipt of

certificate; and medical certifications) and this section if the [ratepayer] customer has met the
obligation under § 56.116 (relating to duty of [ratepayer] customer to pay bills). In instances

[where] when a [ratepayer] customer has not met the obligation in § 56.116 to equitably make
payments on all bills, the number of renewals for the customer's household is limited to two 30-

day certlﬁcatlons that—eeﬂeeﬂa—meéea{—eemﬁeates ﬁ]ed for the same set of arrearages ané—same

ﬁJe-new—med*eal-eemﬁeates [If a utlhty w1shes to contest the renewal it shall follow §

56.118(3) (relating to the right of utility to petition the Commission).] In these instances the
public utility is not required to honor a third RENEWAL OF A medical certificate and is not
required to follow § 56.118(3) (relating to the right of public utility to petition the Commission).
The public utility shall apply the dispute procedures in §8§ 56.151 and 56.152 (relating to public
utility company dispute procedures). WHEN THE CUSTOMER ELIMINATES THESE
ARREARAGES, THE CUSTOMER IS ELIGIBLE TO FILE NEW MEDICAL
CERTIFICATES. .
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§ 56.115. Restoration of service.

When service is required 1o be restored under this section and §§ 56-115 56.114, and 56.116--
56.118 AND 56.191, the public utility shall make a diligent effort to have service restored on the

day of receipt of the medical certification. In any case, service shall be [restored before the end

of the next working day] reconnected within 24 hours. Each public utility shall have [employes]
employees available or on call to restore service in emergencies.

§ 56.116. Duty of [ratepayer] customer to pay bills.

Whenever service is restored or termination postponed under the medical emergency procedures,

the [ratepayer] customer shall retain a duty [to equitably arrange ] to make payment on all [bills]
current undisputed bills or equal-menthly BUDGET billing amount as determined by § 56.12(7)

relating to meter reading; estimated billing; ratepayer readings).

§ 56.117. Termination upon expiration of medical certification.

When the initial and renewal certifications have expired, the original ground for termination shall
be revived and the public utility may terminate service without additional written notice, if notice
previously has been mailed or delivered WITHIN THE PAST 60 DAYS under § 56.91 (relating
to general notice provisions and contents of termination notice). The public utility shall comply
with §§ 56.93--56.96.

§ 56.118. Right of public utility to petition the Commission.

(a) A public utility may petition the Commission for waiver from the medical certification
procedures for the following purposes:

(1) Contest the validity of a certification. To request-an investigation and hearing by the -
Commission or its designee when the public utility wishes to contest the validity of the
certification.

(2) Terminate service prior to expiration of certification. To request permission to terminate
service for the failure of the [ratepayer] customer to [equitably arrange to] make payments on

- current undisputed bills.

(3) Contest the renewal of a certification. To request permission to terminate service, under this

section and §§ 56.81--56.83 and 56.91--56.99 when the [ratepayer] customer has not met [his]
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the duty under § 56.116 (relating to duty of [ratepayer] customer to pay bills), provided that the
public utility has informed the [ratepayer| customer of that duty under § 56.116.

(b) A public utility shall continue to provide service while a final Commission adjudication on
the petition is pending. A petition under this section shall be accompanied by a utility report
described in § 56.152 (relating to contents of the PUBLIC utility company report) and shall be
filed with the Secretary of the Commission with a copy served to the customer.

%* %k k k %k

THIRD-PARTY NOTIFICATION

§ 56.131. Third-party notification.

Each public utility shall permit its [ ratepayers] customers to designate a consenting individual or
agency which is to be sent, by the public utility, a duplicate copy of reminder notices, past due
notices, delinquent account notices or termination notices of whatever kind issued by that public
utility. When contact with a third party is made, the public utility shall advise the third party of
the pending action and the efforts which shall be taken to avoid termination. A public utility shall
mstitute and maintain a program:

(1) To allow [ratepayers] customers to designate third parties to receive copies of a [ratepayer's]
customer's or group of [ratepayers'] customers' notices of termination of service.

(2) To advise [ratepayers] customers at least annually of the availability of a third-party
notification program and to encourage their ITS use thereof. The public utility shall emphasize
that the third party is not responsible for the payment of the customer’s bilis.

% k ok %k ok

(4) Makine TO MAKE available a standard enrollment form substantially in compliance with the
form as set forth in Appendix E (relating to third-party THIRD-PARTY notification).

Subchapter F. DISPUTES; TERMINATION DISPUTES; INFORMAL AND
FORMAL COMPLAINTS

GENERAL PROVISIONS

§ 56.140. Follow-up response to inquiry.

When a customer is waiting for a follow-up response to an INITIAL inquiry under § 56.2

(relating to DEFINITIONS), termination or threatening termination of service for the subject

matter RELATING TO THE INQUIRY in question shall be prohibited until the follow-up
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response, and when applicable, subsequent dispute resolution is completed by the public utility.

§ 56.141. Dispute procedures.

A notice of dispute, including termination disputes, [shall] must proceed in-thefirst-instance,
according to this section:

(1) Attempted resolution. If, at any time prior to the actual termination of service, a [ratepayer]
customer advises the public utility that he- THE CUSTOMER disputes any matter covered by this
chapter, including, but not limited to, credit determinations, deposit requirements, the accuracy
of public utility metering or billing or the proper party to be charged, the public utility shall
attempt to resolve the dispute in accordance with § 56.151 (relating to general rule).

(2) Termination stayed. Except as otherwise provided in this chapter, [where]| when a
termination dispute or complaint has been properly filed in accordance with this subchapter,
termination shall be prohibited until resolution of the dispute or complaint; however, the
disputing party shall pay undisputed portions of the bill.

§ 56.142. Time for filing [a termination dispute or] AN informal cemplaints COMPLAINT.

To be timely filed, [a termination dispute] an informal complaint--which may not include
disputes under §§ 56.35 and 56.191 (relating to payment of outstanding balance; and general-rile

PAYMENT AND TIMING)--and-informal-complaints shall be filed prior to the day on which
the public utility arrives to terminate service. If the public utility arrives to terminate service and
posts a deferred termination notice in lieu of termination or otherwise fails to terminate service,

the time for filing [a termination dispute or] an informal complaint shall be extended until the
end of the business day prior to the public utility again arriving to terminate service.

§ 56.143. Effect of failure to timely file [a termination dispute] an informal complaint.

Failure to timely file [a notice of dispute] an informal complaint, except for good cause, shall
constitute a waiver of applicable rights to retain service without complying with the termination

notice or conference report of the public utility [and may constitute a waiver of rights to file an
informal complaint in accordance with this chapter].
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PUBLIC UTILITY COMPANY DISPUTE PROCEDURES

§ 56.151. General rule.

Upon initiation of a dispute covered by this section, the public utility shall:
* % %k %k %k

(2) Investigate the matter using methods reasonable under the circumstances, which may include
telephone or personal conferences, or both, with the [ratepayer | customer or occupant.

(3) Make a diligent attempt to negotiate a reasonable payment agreement if the [ratepayer]
customer or occupant IS ELIGIBLE FOR A PAYMENT AGREEMENT AND claims a
temporary inability to pay an undisputed bill. Factors which shall be considered in the

negotiation of a payment agreement [shall] include, but are not be limited to:
% %k % %k %k

(ii) The ability of the [ratepayer] customer to pay.

(iii) The payment history of the [ratepayer] customer.
* k k ok ¥k

(4) Provide the [ratepayer] customer or occupant with the information necessary for an informed
judgment, including, but not limited to, relevant portions of tariffs, statements of account and
results of meter tests. : '

(5) Within 30 days of the initiation of the dispute, issue its report to the complaining party. The
public utility shall inform the complaining party that the report is available upon request.

(i) If the complainant is not satisfied with the dispute resolution, the utility company report

[shall] must be in writing and conform to § 56.152 (relating to contents of the utility company
report). Further, in these instances, the written report shall be sent to the complaining party if
requested or if the public utility deems it necessary.

K ok k k ok

&¥-(III)_The information and documents required by this subsection may be electronically

provided to the complaining party as long as the complaining party has the ability to accept

electronic documents and consents to receiving them ELECTRONICALLY.

§ 56.152. Contents of the PUBLIC utility company report.

A utility company report [shall] must include the following:
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(1) A statement of the claim or dispute of the [ratepayer] customer and a copy thereof if the
claim or notice of dispute was made in writing.

(2) The position of the public utility regarding that claim.

k ok k 3k ok

(4) A statement that if the complaining paﬂy does not agree with the utility company report, an
informal complaint shalt MUST be filed with the Commission within-10-days-ef-the-matling-date
of-the-report to insure ENSURE the preservation of all of [his] the complaining party's rights.

(5) The office where payment may be made or information obtained listing the appropriate
telephone number and address of the public utility.

(6) A full and complete explanation of procedures for filing an informal complaint with the
Commission (see § 56.162 (relating to informal complaint filing procedures). If a written report
is not requested by the complaining party or IS NOT deemed necessary by the public utility, the
public utility shall provide the information in § 56.162(1), (2) and (5). In addition, the public
utility shewld SHALL always provide the telephone number and address of the office of the
Commission where an informal complaint may be filed.

(7) If the matter in dispute involves a billing dispute, the report [shall] must include the
following:

(i) An itemized statement of the account of the complaining [ratepayer] customer specifying the
amount of credit, if any, and the proper amount due.

(ii) The date on or after which the account will become delinquent unless a [settlement] informal

dispute-settlement-agreement-or payment agreement is entered into or an informal complaint is

filed with the Commission. This date may not be earlier than the due date of the bill or 15 days
after the issuance of a utility company report, whichever is later.

(8) If the matter involves a dispute other than a billing dispute, the report [shall] must also state

the following:
% ok k Kk

(i) The date on or after which [service will be terminated] the-utility-will commenece-termination
action SERVICE WILL BE TERMINATED in accordance with the applicable requirements

unless the report is complied with, [settlement] informal-dispute settlement-agreement-or A

payment agreement entered INTO or an informal complaint filed. This date may not be earlier
than the original date for compliance with the matter which gave rise to the dispute or 10 days
from the date of issuance of the utility COMPANY report, whichever is later. If the utility

COMPANY report is in wntmg the mforrnatlon in this paragraph must be afeseﬂ{ed—m—a-be}d

PROMINENTLY DISPLAYED
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INFORMAL COMPLAINT PROCEDURES

§ 56.161. [General rule; time for filing] (Reserved).

[Within 10 days of notification or mailing of a utility company report and not thereafter except'
for failure to receive notice or other good cause, an informal complaint may be filed with the

Commission. ]

§ 56.162. Informal complaint filing procedures.

An informal complaint may be filed orally or in writing and [shall] must include the following
information:

(1) The name and address of the [ratepayer| complainant and, if different, the address at which
service js provided.

(2) The telephone number of the [ratepayer] complainant.
(3) The account number of the [ratepayer] complainant, if applicable.
(4) The name of the public utility.

¥ ¥ ¥ Kk XK

(6) Whether the dispute formerly has been the subject of a public utility company investigation
and report. THE COMPLAINANT SHALL AFFIRM HAVING FIRST CONTACTED THE
PUBLIC UTILITY FOR THE PURPOSE OF RESOLVING THE PROBLEM ABOUT WHICH
- THE COMPLAINANT WISHES TO FILE A COMPLAINT. IF THE COMPLAINANT HAS
NOT CONTACTED THE PUBLIC UTILITY, THE COMMISSION SHALL DIRECT THE
COMPLAINANT TO THE PUBLIC UTILITY.

)k k ¥k %

§ 56.163. Commission informal complaint procedure.

Upon the filing of an informal complaint, which shall be [docketed] captioned as "(Complainant)
v. (public utility)," Commission staff will immediately notify the public utility; review the
dispute; and, within a reasonable period of time, issue to the public utility and the complaining
party an informal report with findings and a decision. Parties may represent themselves or be
represented by counsel or other person of their choice, and may bring witnesses to appear on
their behalf. The reports [shall] will be in writing and a summary [shall] will be sent to the
parties if a party requests it or if the Commission staff finds that a summary is necessary.

(1) Review techniques. Review will be by an appropriate means, including, but not limited to,
utility company reports, telephone calls, conferences, written statements, research, inquiry and

50



investigation. Procedures [shall] will be designed to insure ENSURE a fair and reasonable
opportunity to present pertinent evidence and to challenge evidence submitted by the other party
to the dispute, to examine a list of witnesses who will testify and documents, records, files,
account data, records of meter tests and other material that the Commission staff will determine
may be relevant to the issues, and to question witnesses appearing on behalf of other parties.
Information and documents requested by Commission staff as part of the review process shall be

provided by the public utility within 30 days of the request. If the complainant is without public

utility service, or in other emergency situations as identified by Commission staff, the
information requested by Commission staff shall be provided by the public utility within 5

BUSINESS days of the request.

(2) Settlement. Prior to the issuance of [its report] an informal decision, Commission staff may
[negotiate with] facilitate discussions between the parties in an [attempt] effort to settle the
[matters in] dispute. [Upon reaching] If a settlement is reached, Commission staff will [prepare,
when advisable, a settlement agreement which shall be signed by the parties and will make the
provisions for the obtaining of signatures reasonable under the circumstances] CONFIRM that
a]l parties understand the terms of the settlement and mark DOCUMENT the informal complaint

as closed.

(3) Resolution. Commission staff resolution of informal complaints is binding upon the parties

unless formal proceedings are initiated under §8§ 56.171--56.174 (relating to formal complaints).

§ 56.164. Termination pending resolution of the dispute.

In any case alleging unauthorized use of public utility service, as defined in § 56.2 (relating to
definitions), OR THE CUSTOMER’S FAILURE TO PAY UNDISPUTED BILLS AS
REQUIRED BY § 56.181 (RELATING TO DUTIES OF PARTIES; DISPUTING PARTY’S
DUTY TO PAY UNDISPUTED PORTION OF BILLS; PUBLIC UTILITY’S DUTY TO PAY
INTEREST WHENEVER OVERPAYMENT IS FOUND), a public utility may terminate service
after giving proper notice in accordance with §§ 56.91--56.98, whether or not a dispute is

pending.
§ 56.165. Conference procedures.
Conferences held under §§ 56.161--56.164 and this section will be informal and may be held by

conference telephone call, [where] when appropriate. If the parties are to be present, the
conferences will take place within reasonable proximity to the situs of the complaint. The-parties
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8§ 56.166. Informal complaints.

The Commission delegates to the Bureau of Consumer Services (BCS) the primary authority to
resolve customer, applicant or occupant INFORMAL complaints arising under this chapter. The
BCS, through its Director and with the concurrence of the Commission, will establish
appropriate internal procedures to implement this chapter.

(1) The Commission will accept complaints only from eustemers COMPLAINANTS who affirm
that they have first contacted the public utility for the purpose of resolving the problem about
which the eustomer COMPLAINANT wishes to file a complaint. If the eustomer
COMPLAINANT has not contacted the public utility, the Commission will direct the eustomer

COMPLAINANT to the public utility.
(2) Only after the eustomer COMPLAINANT and the public utility have failed to resolve the
dispute will BCS initiate an investigation.

FORMAL COMPLAINTS

* * * * *

§ 56.172. [Time for filing] Filing.

[Within 20 days of notification or mailing of the informal complaint report and not thereafter
except for good cause, an appeal from the report of the Consumer Service Representative may be
initiated by means of a written intention to appeal. Upon receipt of this written intention, the
Secretary's Bureau will determine whether the appeal is from a mediation decision of the Bureau
of Consumer Services--to be docketed with the prefix "Z"--or another type of appeal. Thereafter,
formal complaint forms shall be filed by the party taking the appeal.

(1) Appeal from mediation decisions where the issue is solely ability to pay shall proceed in
accord with § 56.174 (relating to formal complaint procedures for appeals from mediation
decisions of the Bureau of Consumer Services).

(2) Other appeals shall proceed in accord with § 56.173 (relating to formal complaint procedures
other than appeals from mediation decisions of the Bureau of Consumer Services). |

(a) A request for review of the decision of the Bureau of Consumer Services (BCS) must be
initiated in writing within 20 days of issuance.

(b) Upon receipt of a request for review of the decision of the BCS. the Secretary OF THE
COMMISSION will mail a formal complaint form to the requesting person.

(c) Within 30 days of the mailing of the formal complaint form, the party requesting review of
THE decision of the BCS shall file the completed complaint form with the Secretary.

(d) Upon the filing of a formal complaint within the 30-day period and not thereafter except for
good cause shown. there will be an automatic stay of the informal complaint decision.
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(e) The failure to request review of the BCS decision by filing a formal complaint within the 30-
day period does not foreclose a party from filing a formal complaint at a later time except as

otherwise may be provided in 66 Pa. C.S. (relating to public utility code).

§ 56.173. [Formal complaint procedures other than appeals] Review from [mediation]
informal complaint decisions of the Bureau of Consumer Services.

(a) Assignment. [ Appeals from] Review of informal complaint [reports] decisions will be heard
[de novo by the Commission, a Commissioner or] DE NOVO by an A [Administrative Law
Judge] law judge or special agent|[:].

[(D](R) Filing and docketing. [ Appeals] Complaints A COMPLAINT will be filed and docketed
as a formal Commission complaint, under §§ [5.22 and 5.61 (relating to contents of formal
complaint; and answers to complaints, petitions and motions)] 1.31--1.38 (relating to
requirements for documentary filings).

[(2)](c) Captions. The parties to [an appeal ] a review will be stated in the caption as they stood
upon the record of the informal complaint proceeding[, with]. If the party requesting review isa
public utility, the [addition of the] phrase [of] "Complaint Appellant" will be added after [the] its
name [of the party taking the appeal].

[(3)Hearings. Hearings conducted by a Commissioner or administrative law judge will be held
within a reasonable period of time after the filing of the answer. The parties may incorporate
portions of the conference report or informal complaint report that they shall agree upon.

(4) Formal complaint report. The Commissioner or administrative law judge assigned to the
formal complaint will file his report with the Commission within a reasonable period of time
after the receipt of the transcribed testimony. Included in the report will be a description of the
matter, findings of fact, conclusions of law and other discussion and opinion as is appropriate.

(5)](D) HEARINGS. HEARINGS CONDUCTED BY AN ADMINISTRATIVE LAW JUDGE
OR SPECIAL AGENT WILL BE HELD WITHIN A REASONABLE PERIOD OF TIME
AFTER THE FILING OF THE ANSWER. THE PARTIES MAY INCORPORATE PORTIONS
OF THE CONFERENCE REPORT OR INFORMAL DECISION THAT THEY SHALL
AGREE UPON.

(E) FORMAL COMPLAINT DECISION. THE ADMINISTRATIVE LAW JUDGE OR
SPECIAL AGENT ASSIGNED TO THE FORMAL COMPLAINT WILL ISSUE A DECISION
WITHIN A REASONABLE PERIOD OF TIME AFTER THE RECEIPT OF THE
TRANSCRIBED TESTIMONY. INCLUDED IN THE DECISION WILL BE A DESCRIPTION
OF THE MATTER, FINDINGS OF FACT, CONCLUSIONS OF LAW AND OTHER
DISCUSSION AND OPINION AS IS APPROPRIATE.
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(&) (F) Commission review. The Commission will review the [report] decision of the assigned
administrative law judge or [Commissioner] special agent, commit it to advisory staff for further

analysis, remand it to an administrative law judge or [Commissioner] special agent for further
development of the record or issue a final order. The burden of proof remains with the party
WHO _filing FILED the formal complaint.

§ 56.174. [Formal complaint procedures for appeals from mediation decisions of the

Bureau of Consumer Services] Ability to pay proceedings.

[Appeals from mediation decisions of the Bureau of Consumer Services, and any other case in
which the issue is solely ability to pay, including ability to pay according to payment
agreements, shall be assigned to a special agent for review. Where there are issues involved other
than ability to pay, any party or the Office of Administrative Law Judge sua sponte, can remove
or seek removal of the appeal to an administrative law judge.

(1) Filing and docketing. Appeals shall be filed as a formal complaint under this title and shall be
docketed with the prefix "Z."

(2) Caption. Parties will be stated in the caption as in the informal complaint proceeding, with
the addition of the designation "Appellant" after the name of the party taking the appeal. ]

(a) Assignments. Requests for review of decisions of the Bureau of Consumer Services (BCS)

and any other case in which the issue is solely ability to pay may be assigned to a special agent.

[(3)](b) Stay of informal complaint decision. Upon [appeal] the filing of a formal complaint in a
case seeking review from the [mediation] decision of the [Bureau of Consumer Services] BCS,
there shall be an automatic stay of payment arrangements ordered in that decision, other than

current bills not at issue. The public utility may request that the [special agent] presiding officer
remove the stay and order payment of amounts set forth in the [mediation] informal complaint
decision. When current bills are not at issue, the [ratepayer will] customer shall be responsible
for payment of current, undisputed bills pending [review] issuance of a final Commission order.

[(9))(c) Hearings. The [special agent shall] presiding officer will conduct hearings within a
reasonable period after filing of the [appeal] review and answer. [The] If the presiding officer is

a specxal agent [shall L the sgecxal agent will have all powers of an admmxstratwe law Judge [or

G)(1) The [special agent shall] presiding officer will attempt to hold hearings by telephone,
[subject to the approval of the] unless one or more parties object. Hearings [shall] will be held
[within 25 days] after [receipt of appellee's] the filing of an answer.
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4)(2) The [special agent shall] presiding officer will hear the [appeals] case de novo, but may
request a stipulation of the parties as to undisputed facts.

(i) (3) Hearings [shall] will be tape recorded and [may] will not be transcribed, unless the
parties request the use of a stenographer or a transcription of the tape [recording] or other

circumstances warranting transcription exist. Unless objected to, parties may make their own
tape recording of the proceedings, but the only official record shall be that [sanctioned] made by

the [special agent] presiding officer.

[(5)] (d) Proposed findings of fact and conclusions of law or briefs. The parties shall have the
opportunity of submitting proposed findings of fact and conclusions of law or briefs to the
[special agent, with supporting reasons therefor. If proposed findings and conclusions have not
been submitted at or before hearing, notice] presiding officer. Notice of intent to submit [them]
findings of fact and conclusions of law or briefs shall be given at the hearing and they shall be
submitted within 10 days of the hearing.

[(6) Formal complaint report)(e) Initial decision. The [special agent shall] presiding officer will
render a written decision [within 25 days] after the hearings or [25 days] after the receipt of
proposed findings of fact and conclusions of law or briefs, if they are filed. The initial decision

[shall] will be in writing and [shall] contain a brief description of the matter, findings of fact and

conclusions of law. The initial decision shall be subject to the filing of exceptions under the
procedures set forth in Chapters 1 and 5 (relating to rules of administrative practice and
procedure; and formal proceedings).

[(7) Post hearing procedures. A party to a proceeding referred to a special agent may file
exceptions to the decision of the special agent within 15 days after the decision is issued, in a
form and manner to be prescribed by the Commission. The special agent shall rule upon the
exceptions within 30 days after filing. A party to the proceeding may appeal to the Commission
from the ruling of the special agent on the exceptions within 15 days after the ruling is issued. If
no exceptions are filed or if no appeal is taken from the ruling on the exceptions within 15 days
after the decision or ruling is issued, the decision or ruling shall become final, without further
Commission action, unless two or more commissioners within 15 days after the decision or
ruling on the exceptions request that the Commission review the decision and make the other

order, within 90 days of the request, as it shall determine. ]

PAYMENT OF BILLS PENDING RESOLUTION OF DISPUTES AND
COMPLAINTS

§ 56.181. Duties of parties: disputing party's duty to pay undisputed portion of bills; public
utility's duty to pay interest whenever overpayment found.
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Pending resolution of a dispute, including a termination dispute, the disputing party shall be
required to pay the undisputed portion of bills, as described in this section[:].
* %k k k K

(2) Pending formal complaint. Prior to the hearing on a formal complaint or prior to the issuance
of a Commission order when no hearing is to be-held in a formal complaint proceeding, the

[ratepayer] customer shall be required to pay that amount which the [Consumer Services

Representative | consumer services representative determines is not reasenably disputed.
%* %k %k k k¥

(4) Effect of offer of payment. An offer by a [ratepayer| customer to pay all or any portion of a
bill may not be deemed a waiver of a right to reimbursement for amounts subsequently deemed,
by the parties or the Commission, to have been overpaid. :

(5) Effect of acceptance of partial payment. The acceptance by a public utility of a partial
payment for a bill pending final outcome of a dispute:may not be deemed an accord and
satisfaction or waiver of the right of the public utility to payment in full as subsequently agreed
to by the parties or decided by the Commission.

Subchapter G. RESTORATION OF SERVICE

§ 56.191. Generalrule PAYMENT AN D TIMING.

[When service to a dweiling has been terminated, the utility shall reconnect service by the end of
the first full working day after receiving one of the following:

. (1) Full payment of an outstanding charge plus a reasonable reconnection fee. Qutstanding
charges and the reconnection fee may be amortized over a reasonable period of time. Factors to
be taken into account shall include, but are not be limited to:

(1) The size of the unpaid balance.

(ii) The ability of the ratepayer to pay.

(1i1) The payment history of the ratepayer.

(1v)The length of time over which the bill accumulated.

(2) Payment of amounts currently due according to a settlement or payment agreement, plus a
reasonable reconnection fee, which may be a part of the settlement or payment agreement. The
utility may apply the procedure in paragraph (1), if the payment history indicates that the
ratepayer has defaulted on at least two payment agreements, or an informal complaint decision,
or a formal complaint order.

(3) Adequate assurances that any unauthorized use or practice will cease, plus full payment of
the reasonable reconnection fee of the utility, which may be subject to a payment agreement and
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compliance or adequate assurance of compliance with an applicable provision for the
establishment of credit or the posting of deposits or guarantees. |

(a) Fee. A public utility may require a reconnection fee based upon the public utility's cost as
approved by the Commission prior to reconnection of service following lawful termination of the
service. The amount of this fee shall be specified in the public utility's tariff on file with the
Commission.

(b) Timing. When service to a dwelling has been terminated, W%OR'
CUSTOMER has-met-all-applicable-conditions—the public utility shall reconnect service as
follows:

(1) CUSTOMERS:

(D_Within 24 hours for erroneous termmanons or upon recemt bv the DUbllC utlhly of a valid
medical certification.

M&EN%KBQURBD—B%FPH—IS—S—EG’H@N— Erroneous temnnatlons include mstances when

the grounds for termination were removed by the customer paying the amount needed to avoid
termination prior to the termination of the service.

€ (II)_ Within 24 hours for terminations and reconnections occurring after November 30 and
before April 1.

3 (III)_Within 3 calendar days for erroneous terminations requiring street or sidewalk digging.
) (IV) Within 3 calendar days from April 1. to November 30 for proper terminations.

) (V)_Within 7 calendar days for proper terminations requiring street or sidewalk digging.

(2) APPLICANTS: PROVIDED THE APPLICANT HAS MET ALL APPLICABLE
CONDITIONS:

(I), WITHIN 24 HOURS FOR ERRONEOUS TERMINATIONS OR UPON RECEIPT BY THE
PUBLIC UTILITY OF A VALID MEDICAL CERTIFICATION. THE PUBLIC UTILITY IS
NOT REQUIRED TO MODIFY OR ELIMINATE THE PAYMENT REQUIRED TO
RESTORE SERVICE IF A MEDICAL CERTIFICATE IS PRESENTED. ERRONEOUS
TERMINATIONS INCLUDE INSTANCES WHEN THE GROUNDS FOR TERMINATION
WERE REMOVED BY THE CUSTOMER PAYING THE AMOUNT NEEDED TO AVOID
TERMINATION PRIOR TO THE TERMINATION OF THE SERVICE.

(II) WITHIN 24 HOURS FOR TERMINATIONS AND RECONNECTIONS OCCURRING
AFTER NOVEMBER 30 AND BEFORE APRIL 1.

(IIT) WITHIN 3 CALENDAR DAYS FOR ERRONEOUS TERMINATIONS REQUIRING
STREET OR SIDEWALK DIGGING.

(IV) WITHIN 3 CALENDAR DAYS FROM APRIL 1 TO NOVEMBER 30 FOR PROPER
TERMINATIONS.

(V) WITHIN 7 CALENDAR DAYS FOR PROPER TERMINATIONS REQUIRING STREET
OR SIDEWALK DIGGING.

(c) Payment to restore service.
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(1) A public utility shall provide for and inform the applicant or customer of a location where the
customer can make payment to restore service. A public utility shall inform the applicant or
customer that conditions_for restoration of service may differ if someone in the household is a
victim of domestic violence with a protection from abuse order. A PUBLIC UTILITY SHALL

ALSO INFORM THE APPLICANT OR CUSTOMER THAT THE TIMING AND

CONDITIONS FOR RESTORATION OF SERVICE MAY DIFFER IF SOMEONE IN THE

HOUSEHOLD IS SERIOUSLY ILL OR AFFECTED BY A MEDICAL CONDITION WHICH

WILL BE AGGRAVATED WITHOUT UTILITY SERVICE. THEPUBLIC-UHLTYIS-NOT
a () » [~ T 1 D A s ™ [

(2) A public utility may require:
(1) Full payment of any outstanding balance incurred together with any reconnection fees by the

customer or applicant prior to reconnection of service if the customer or applicant has an income
exceeding 300% of the Federal poverty level or has defaulted on two or more payment
agreements. For purposes of this section, neither a payment agreement intended to amortize a
make-up bill under § 56.14 (relating to previously unbilled utility service) or the definition of
"billing month" in § 56.2 (relating to definitions), nor a payment agreement that has been paid in
full by the customer, are to be considered A DEFAULT. BUDGET BILLING PLLANS AND
AMORTIZATION OF BUDGET PLAN RECONCILIATION AMOUNTS UNDER § 56.12(7)
(RELATING TO METER READING; ESTIMATED BILLINGS; CUSTOMER READINGS)
MAY NOT BE CONSIDERED A DEFAULT FOR THE PURPOSES OF THIS SECTION.

(11) If a customer or applicant with household income exceeding 300% of the Federal poverty
level experiences a life event, the customer shall be permitted a period of not more than 3 months
to pay the outstanding balance required for reconnection. For purposes of this paragraph, a life
event 1s:

{A) A job loss that extends beyond 9 months.

(B) A serious illness that extends beyond 9 months.
(C) Death of the primary wage earner.

(iii) Full payment of any reconnection fees together with repayment over 12 months of any

outstanding balance incurred by the customer or applicant, if the customer or applicant has an

income exceeding 150% of the Federal poverty level but not greater than 300% of the Federal
poverty level. The initial payment REQUIRED toward the outstanding balance reguired as a

condition of restoration cannot exceed 1/12 of the outstanding balance.

(1v) Full payment of any reconnection fees together with payment over 24 months of any
outstanding balance incurred by the customer or applicant if the customer or applicant has an

income not exceeding 150% of the Federal poverty level. The initial payment REQUIRED

toward the outstanding balance required as a condition of restoration cannot exceed 1/24 of the
outstanding balance. A customer or applicant of a city natural gas distribution operation whose
household income does not exceed 135% of the Federal poverty level shall be reinstated under
this subsection only if the customer or applicant enrolls in the customer assistance program of

the city natural gas distribution operation. This requirement may not apply if the financial
benefits to the customer or applicant are greater if served outside of that assistance program.

58




(d) Payment of outstanding balance at premises AS A CONDITION TO RESTORE SERVICE. A

public utility may require the payment of any outstanding balance or portion of an outstanding
balance if the applicant OR CUSTOMER resided at the property for which service is requested

during the time the outstanding balance accrued and for the time the applicant OR CUSTOMER

resided there, not exceeding 4 years PRIOR TO THE DATE OF REQUESTING THAT
SERVICE BE RESTORED -execept-for-instances-of fraud-and theff. THE 4 YEAR LIMIT
DOES NOT APPLY IN INSTANCES OF FRAUD AND THEFT.

(e} Approval. A public utility may establish that an applicant OR CUSTOMER previously
resided at a property for which residential service is requested through the use of mortgage. deed

or lease information, a commercially available consumer credit reporting service or other

methods approved as valid by the Commission. Public utilities shall include in their tariffs filed
with the Commission the procedures-and-standards METHODS, OTHER THAN THOSE

SPECIFICALLY MENTIONED IN THIS PARAGRAPH, used to determine liability for
outstanding balances.

§ 56.192. Personnel available to restore service.

A public utility shall have adequate personnel available between 9 a.m. and 5 p.m. on each
working day or for a commensurate period of 8 consecutive hours to restore service when
required under this [subchapter] chapter, specifically in §§ 56.82 and 56.191 (relating to timing
of termination; and the-generalrile PAYMENT AND TIMING).

Subchapter H. PUBLIC INFORMATION PROCEDURES; RECORD
MAINTENANCE

§ 56.201. Public information.

(A) In addition to the notice requirements [set forth}] in this chapter, the Commission will, within
6 months of the effective date of a change to a regulation in this chapter, prepare a summary of
the rights and responsibilities of the public utility and its [ratepayers] customers affected by the
change. Summaries [shall] will be mailed by the public utility to each [ratepayer] customer of
the public utility affected by the change. These summaries, as well as a summary of the rights
and responsibilities of the public utility and its [ratepayers | customers in accordance with this
chapter, shall be in writing, shall be reproduced by the public utility, shall be displayed
prominently, SHALL BE AVAILABLE ON THE PUBLIC UTILITY’S WEBSITE IF THE
UTILITY HAS ONE and shall be avallable at all publl utlhty office locations open to the

general public.




THE

PUBLIC UTILITY SHALL INFORM NEW CUSTOMERS OF THE AVAILABILITY OF
THIS INFORMATION AND DIRECT WHERE TO LOCATE IT ON THE PUBLIC
UTILITY’S WEBSITE. THE PUBLIC UTILITY SHALL DELIVER OR MAIL A COPY .
UPON THE REQUEST OF A CUSTOMER OR APPLICANT.

(B) A public utility which serves a substantial number of Spanish-speaking [ratepayers]
customers shall provide billing information in English and in Spanish. The written information

[shall} must indicate conspicuously that it is being provided in accordance with [the regulations
of the Commission] this title and [shall] contain information concerning, but not limited to, the
following;

& K ok ok %

(3) Explanation of operation of fuel-adjustment-clauses-and purchased gas adjustment clauses.

* k k ok ¥

(8) Explanation of meter reading procedures which would enable a [ratepayer] customer or
occupant to read his own meter.

(9) Procedure whereby [ratepayers] customers or occupants may avoid discontinuance of service
during extended periods of absence.
* % % %k k

an Teiephone numbers and addresses of the public utility and of the nearest regional office of
the Commission where further inquiries may be made.

(12) Definitions of terms or abbreviations used by the public utility on its bills.

(13) Information indicating that additional consumer protections are MAY BE available for
victims of domestic violence, PEOPLE WITH SERIOUS ILLNESSES, AND LOW INCOME
HOUSEHOLDS,

§ 56.202. Record maintenance.

A public utility shall preserve for a minimum of 4 years written or recorded disputes and
complaints, [shall] keep the records ACCESSIBLE within this Commonwealth at an office
located in the territory served by it, and [shall] make the records available for examination by the
Commission or its staff. Information to be maintained [shall include] includes the following:

(1) The payment performance of each of its [ratepayers] customers.

(2) The number of [settlement ] informal-dispute settlement-agreements-and payment agreements

made by the public utility company and a synopsis of the terms, conditions and standards upon
which agreements were made.
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(4) Communications to or from individual [ratepayers] customers regarding interruptions,
discontinuances, terminations and reconnections of service, including the name and address of

the [ratepayer | customer, the date and character of the dispute or complaint and the adjustment
or disposal made of the matter.

Subchapter I. INFORMAL COMPLAINTS

§ 56.211. [Informal complaints] (Reserved).

[The Bureau of Consumer Services (BCS) will have primary jurisdiction over ratepayer,
applicant or occupant complaints arising under this chapter. The BCS, through its Director and
with the concurrence of the Commission, will establish appropriate internal procedures to
implement the provisions of this chapter.

(1) Absent good cause, the BCS will handle only Chapter 56 informal complaints in which the
customer first attempted to resolve the matter with the utility.

(2) Only after the customer and the utility have failed to resolve the dispute will BCS initiate an
investigation. |

Subchapter J. GENERAL PROVISIONS

§ 56.221. Availability of normal Commission procedures.

Nothing in this chapter [is deemed to prevent] prevents a person or a public utility from pursuing
other Commission procedures in a case not described in this chapter.

§ 56.222. Applications for modification or exception.

(a) If unreasonable hardship to a person or to a public utility results from compliance with a
section in this chapter, OR A TECHNOLOGICAL ADVANCE PERMITS AN ENHANCED
LEVEL OF CUSTOMER SERVICE, application may be made to the Commission for
modification of the section or for temporary exemption from its requirements. The adoption of
this chapter by the Commission will in no way preclude it from altering or amending it under the
applicable statutory procedures, nor will the adoption of this chapter preclude the Commission
from granting temporary exemptions in exceptional cases.
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(b) A person or public utility that files an application under this section shall provide notice to
persons who may be affected by the modification or temporary exemption. Notice may be made
by a bill insert or in another reasonable manner.

Subchapter K. [MONTHLY] PUBLIC UTILITY REPORTING
REQUIREMENTS

§ 56.231. Reporting requirements.

(2) Within 15 days after the end of each month, each electric[, gas] distribution utility, natural
gas distribution utility, AND class A water distribution utility and-steam-heat-utility shall file
with the Commission a report containing the following information concerning residential
accounts for that month:

(1) [Total number of accounts, categorized as follows:

(i) By classification--residential, residential multi-unit dwellings.
(ii) By usage--heating, nonheating.

(2) Number of overdue accounts, categorized as follows:

(i) By usage--heating, nonheating.

(i1) By amount overdue--$25 or less, $26--$50, $51--$150, $151--$250, $251--$500, $501--
$1,000 and over $1,000. '

(iii) By time overdue in days--30 days or less, 31--60 days, 61--90 days, 91--120 days, and over
120 days.

(3) Dollar amount overdue, categorized as follows:

(i) Total amount of arrearages.

(ii) By usage--heating, nonheating.

(iii) By time overdue in days--30 days or less, 31--60 days, 61--90 days, 91--120 days, and over
120 days.

(4) Total number of ten-day termination notices sent out by company.

(5) Total number of dwellings which receive notices sent to ratepayers other than occupants.
(6) Number of completed personal contacts categorized as follows:

(i) In person.

(i1) By telephone.

(iii) By third-party notification to a person designated by the customer.

(iv) By third-party notification to a community interest group.

(v) By third-party notification to the Commission or its designee.
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(7) Total number of 48-hour notices pésted.
(8) Number of terminations completed by the company, categorized as follows:

(i) Number of nonpayment of undisputed delinquent accounts, failure to satisfy credit
requirements, noncompliance in the settlement of amortization agreement.

(i1) Others.
(9) Number of terminations completed, categorized as follows:
(i) By usage--heating, nonheating.

(i1) By amount overdue--$25 or less, $26--$50, $51--$150, $151--$250, $251--$500, $501--
$1,000 and over $1,000.

(iii) By length of time overdue--30 days or less, 31--60 days, 61--90 days, 91--120 days, and
over 120 days.

(iv) By first three digits of each account's zip code.

(10) Reconnections, categorized as follows:

(i) By usage--heating, nonheating.

(ii) By whether amortization settlement agreement was achieved:

(A) With involvement of the Commission.

(B) Between the customer and utility.

(1ii) By total number of the reconnections due to medical certification.

(iv) By total number of reconnections due to full payment of arrearage. ]

The total number of residential heating customers.
(2) The total number of residential nonheating customers.

(3) The total number of active residential accounts in arrears not on a payment agreement.

(4) The total dollar amount in arrears for active residential accounts in arrears and not on a
payment agreement.

"(5) The total number of active residential accounts in arrears and on a payment agreement.

(6) The total dollar amount in arrears for active residential accounts in arrears and on a payment
agreement.

" (7). The total number of inactive residential accounts in arrears.

(8) The total dollar amount of inactive residential accounts in arrears.

(9) The total number of 10-day termination notices sent out by company.

(10) The total number of dwellings receiving termination notices sent to occupants other than the
customer.

(11) The total number of 3-day termination notices completed by persenal contact in person.

(12) The total number of 3-day termination notices completed by telephone.
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(13) The total number of 48-hour termination notices posted.
(14) The total number of terminations for nonpayment.

(15) The total number of terminations for reasons other than nonpayment.

(16) The total number of terminations for nonpayment and FOR reasons other than nonpayment
categorized by the first three digits of each account's postal code.

(17) The total number of reconnectlons for full customer gayl_nen PARTIAL PAYMENT OR




G han 300% of the-Eederal
)-Net-available:

21 (20) The total number of applicants that are requested TO PAY or ARE billed a security
deposit.

{22) (21)_The total dollar amount in security deposits that are requested OF or billed to
applicants.

£23) (22)_The total number of customers that are requested TO PAY or ARE billed a security
deposit.

243 (23)_The total dollar amount in security deposits that are requested OF or billed to
customers. )

(b) Within 90 days after the end of each year, each electric distribution utility, natural gas
distribution utility, AND class A water distribution utility and-steam-heatutility shall file with
the Commission a report containing the following information concerning residential accounts
for the previous vear:

(1) The total number of security deposits on hand.

(2) The total dollar amount in security deposits on hand.

(3) The total dollar amount of annual collection operating expenses.

(4) The total dollar amount of annual residential billings.

(5) The total dollar amount of annual gross residential write-offs.

(6) The total dollar amount of annual net residential write-offs.

(7) The average monthly bill for the previous year for a heating customer.

(8) The average monthly bill for the previous year for a nonheating customer.
(9) The average monthly usage for a heating customer.

(10) The average monthly usage for a nonheating customer.

(c) Public utilities shall refer to the data dictionary in Appendix C (relating to definitions (§
56.231)) for additional guidance as to the terms used in this section.

Subchapter L. PRELIMINARY PROVISIONS FOR WASTEWATER,
STEAM HEAT AND SMALL NATURAL GAS DISTRIBUTION UTILITIES
AND VICTIMS OF DOMESTIC VIOLENCE WITH A PROTECTION
FROM ABUSE ORDER
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§ 56.251. Statement of purpose and policy.

Subchapters L--V apply to victims under a Protection From Abuse Order as provided by 23
Pa.C.S. Chapter 61 (relating to Protection from Abuse) and 66 Pa. C.S. §1417 (relating to non-
applicability). These subchapters also apply to wastewater, steam heating and natural gas
distribution utilities with annual gas operating revenues of less than $6.000,000 per year, except

when the utility seeks to provide natural gas supply services to retail gas customers outside its
service territory as provided by 66 Pa. C.S. § 1403 (relating to definitions). These subchapters
establish and enforce uniform, fair and equitable residential utility service standards governin

eligibility criteria, credit and deposit practices, and account billing, termination and customer
complaint procedures. This chapter assures adequate provision of residential utility service, to
restrict unreasonable termination of or refusal to provide that service and to provide functional
alternatives to termination or refusal to provide that service. Every privilege conferred or duty
required by this chapter imposes an obligation of good faith, honesty and fair dealing in its
performance and enforcement. This chapter will be liberally construed to fulfill its purpose and
policy and to insure justice for all concerned.

§ 56.252. Definitions.

H-adaHHOH he-aeHh "-m:‘a‘ o-definition THEfollowingwordsand
terms, when used in Subchapters L--V, have the following meanings, unless the context clearly

indicates otherwise:

61

AMR (AUTOMATIC METER READING)--

(1) METERING USING TECHNOLOGIES THAT AUTOMATICALLY READ AND
COLLECT DATA FROM METERING DEVICES AND TRANSFER THAT DATA TO A
CENTRAL DATABASE FOR BILLING AND OTHER PURPOSES.

(II) THE TERM DOES NOT INCLUDE REMOTE METER READING DEVICES AS
DEFINED BY THIS SECTION.

m ALL METER READINGS BY AN AMR SHALL BE DEEMED ACTUAL READINGS
FOR THE PURPOSES OF THIS CHAPTER.

Applicant--
(i) A person AT LEAST 18 YEARS OF AGE who applies for residential utility service.

(ii) The term does not include a person who, within 60 days after termination or discontinuance
of service, seeks to transfer service within the service territory of the same utility or to reinstate

service at the same address.

Basic services--Services necessary for the physical delivery of residential utility service. THE
TERM ALSO INCLUDES DEFAULT SERVICE AS DEFINED BY THIS SUBSECTION.
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BILLING MONTH--A PERIOD OF NOT LESS THAN 26 AND NOT MORE THAN 35 DAYS
EXCEPT IN THE FOLLOWING CIRCUMSTANCES:

(I) AN INITIAL BILL FOR A NEW CUSTOMER MAY BE LESS THAN 26 DAYS OR
GREATER THAN 35 DAYS. HOWEVER, IF AN INITIAL BILL EXCEEDS 60 DAYS, THE
CUSTOMER SHALL BE GIVEN THE OPPORTUNITY TO AMORTIZE THE AMOUNT
OVER A PERIOD EQUAL TO THE PERIOD COVERED BY THE INITIAL BILL WITHOUT

PENALTY.

(I A FINAL BILL DUE TO DISCONTINUANCE MAY BE LESS THAN 26 DAYS OR
GREATER THAN 35 DAYS BUT MAY NEVER EXCEED 42 DAYS. IN CASES
INVOLVING TERMINATION, A FINAL BILL MAY BE LESS THAN 26 DAYS.

(1Ir) BILLS FOR LESS THAN 26 DAYS OR MORE THAN 35 DAYS SHALL BE
PERMITTED IF THEY RESULT FROM A REBILLING INITIATED BY THE COMPANY
OR CUSTOMER DISPUTE TO CORRECT A BILLING PROBLEM.

(IV) BILLS FOR LESS THAN 26 DAYS OR MORE THAN 35 DAYS SHALL BE
PERMITTED IF THEY RESULT FROM A METER READING ROUTE CHANGE
INITIATED BY THE UTILITY. THE UTILITY SHALL INFORMALLY CONTACT THE
DIRECTOR OF THE BUREAU OF CONSUMER SERVICES AT LEAST 30 DAYS PRIOR
TO THE REROUTING AND PROVIDE INFORMATION AS TO WHEN THE BILLING
WILL OCCUR, THE NUMBER OF CUSTOMERS AFFECTED AND A GENERAL
DESCRIPTION OF THE GEOGRAPHIC AREA INVOLVED. IF A BILL RESULTING
FROM A METER RE-ROUTING EXCEEDS 60 DAYS, THE CUSTOMER SHALL BE
GIVEN THE OPPORTUNITY TO AMORTIZE THE AMOUNT OVER A PERIOD EQUAL
TO THE PERIOD COVERED BY THE BILL WITHOUT PENALTY.

BILLING PERIOD--IN THE CASE OF UTILITIES SUPPLYING GAS, ELECTRIC AND
STEAM HEATING SERVICE, THE BILLING PERIOD MUST CONFORM TO THE
DEFINITION OF A BILLING MONTH; IN THE CASE OF WATER AND WASTEWATER
SERVICE, A BILLING PERIOD MAY BE MONTHLY, BIMONTHLY OR QUARTERLY AS
PROVIDED IN THE TARIFF OF THE UTILITY. CUSTOMERS SHALL BE PERMITTED
TO RECEIVE BILLS MONTHLY AND SHALL BE NOTIFIED OF THEIR RIGHTS

THERETO.

Customer--A person AT LEAST 18 YEARS OF AGE in whose name a residential service
account is listed and who is primarily responsible for payment of bills rendered for the service.

CUSTOMER ASSISTANCE PROGRAM--A PLAN OR PROGRAM SPONSORED BY A
UTILITY FOR THE PURPOSE OF PROVIDING UNIVERSAL SERVICE AND ENERGY
CONSERVATION, AS DEFINED IN 66 PA.C.S. § 2202 OR 2803 (RELATING TO
DEFINITIONS), IN WHICH CUSTOMERS MAKE MONTHLY PAYMENTS BASED ON
HOUSEHOLD INCOME AND HOUSEHOLD SIZE AND UNDER WHICH CUSTOMERS
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SHALL COMPLY WITH CERTAIN RESPONSIBILITIES AND RESTRICTIONS TO
REMAIN ELIGIBLE FOR THE PROGRAM.

Cycle billing--A system of billing emploved by a utility which results in the normal rendition of
bills for utility service to a group or portion of customers on different or specified days of one

billing period.

DEFAULT SERVICE—ELECTRIC GENERATION SUPPLY SERVICE PROVIDED
PURSUANT TO A DEFAULT SERVICE PROGRAM TO A RETAIL ELECTRIC
CUSTOMER NOT RECEIVING SERVICE FROM AN ELECTRIC GENERATION
SUPPLIER (EGS).

Delinquent account--Charges for utility service which have not been paid in full by the due date
stated on the bill or otherwise agreed upon; provided that an. account mamot be deemed
delinquent if: prior to the due date, a payment agreement

agreement-with the utility has been entered into by the customer, a timely filed notice of dispute
is pending before the utility, or, under time limits provided in this chapter, an informal or formal -

complaint is timely filed with and is pending before the Commission.

Diseontinnation DISCONTINUANCE of service--The cessation of service with the consent of the
customer and otherwise in accordance with § 56.312 (relating to diseontinuation
DISCONTINUANCE of service).

Dispute--A grievance of an applicant, customer or occupant about a utility's application of a
provision covered by this chapter, including, BUT NOT LIMITED TO, subjects such as credit

determinations, deposit requirements, the accuracy of meter readings or bill amounts or the

proper party to be charged. If, at the conclusion of an initial contact or, when applicable, a

follow-up response, the applicant, customer or occupant indicates satisfaction with the resulting
resolution or explanation OF THE SUBJECT .OF THE GRIEVANCE, the contact will not be

considered a dispute.

DWELLING—A HOUSE, APARTMENT, MOBILE HOME OR SINGLE METER
MULTIUNIT STRUCTURE BEING SUPPLIED WITH RESIDENTIAL SERVICE.

ELECTRONIC BILLING-- THE ELECTRONIC DELIVERY AND PRESENTATION OF
BILLS AND RELATED INFORMATION SENT BY A UTILITY TO ITS CUSTOMERS
USING A SYSTEM ADMINISTERED BY THE UTILITY OR A SYSTEM THE UTILITY IS
RESPONSIBLE FOR MAINTAINING.
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ELECTRONIC NOTIFICATION OF PAYMENT--A NOTIFICATION GENERATED BY AN
ELECTRONIC PAYMENT SYSTEM UPON RECEIPT OF A PAYMENT FROM A
CUSTOMER USING AN ELECTRONIC BILLING AND PAYMENT SYSTEM
ADMINISTERED BY THE UTILITY OR A SYSTEM THE UTILITY IS RESPONSIBLE FOR
MAINTAINING. THE NOTIFICATION WILL INFORM THE CUSTOMER OF
SUCCESSFUL RECEIPT AND AMOUNT OF PAYMENT AND THE DATE AND TIME
THE PAYMENT WAS RECEIVED.

ELECTRONIC REMITTANCE OF PAYMENT - THE ELECTRONIC RECEIPT OF PAYMENT
FROM CUSTOMERS TO A UTILITY USING A SYSTEM ADMINISTERED BY A UTILITY
OR A SYSTEM THE UTILITY IS RESPONSIBLE FOR MAINTAINING.

EMERGENCY—AN UNFORESEEN COMBINATION OF CIRCUMSTANCES REQUIRING
TEMPORARY DISCONTINUANCE OF SERVICE IN ORDER TO EFFECT REPAIRS OR
MAINTENANCE OR TO ELIMINATE AN IMMINENT THREAT TO LIFE, HEALTH,

SAFETY OR PROPERTY.

FEDERAL POVERTY LEVEL - THE POVERTY GUIDELINES UPDATED PERIODICALLY
IN THE FEDERAL REGISTER BY THE U.S. DEPARTMENT OF HEALTH AND HUMAN
SERVICES UNDER THE AUTHORITY OF 42 U.S.C. 9902(2).

FORMAL COMPLAINT--A COMPLAINT FILED BEFORE THE COMMISSION
REQUESTING A LEGAL PROCEEDING BEFORE A COMMISSION ADMINISTRATIVE
LAW JUDGE OR A MEDIATION UNDER THE MANAGEMENT OF A COMMISSION
ADMINISTRATIVE LAW JUDGE.

HOUSEHOLD INCOME-- .
& THE COMBINED GROSS INCOME OF ALL ADULTS IN A RESIDENTIAL

INFORMAL COMPLAINT--A COMPLAINT WITH THE COMMISSION SUBMITTED BY A
CUSTOMER THAT DOES NOT INVOLVE A LEGAL PROCEEDING BEFORE A
COMMISSION ADMINISTRATIVE LAW JUDGE OR A MEDIATION UNDER THE
MANAGEMENT OF A COMMISSION ADMINISTRATIVE LAW JUDGE.

Initial inquiry--A concern or question of an applicant, customer or occupant about a utility's
application of a provision covered by this chapter, including, BUT NOT LIMITED TO, subjects

such as credit determinations, deposit requirements, the accuracy of meter readings or bill
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amounts or the proper party to be charged. If a utility, with the consent of the applicant, customer
or occupant, offers to review pertinent records and call back the applicant, customer or occupant
within 3 business days with a response, the contact will be considered an initial inquiry pending
a determination of satisfaction by the applicant, customer or occupant with the company's
response. If the company cannot reach the customer to convey the information obtained through
areview of company records, a letter shall be sent which summarizes the information and
informs the customer to contact the company within 5 business days if the customer disagrees
with the company position, or has additional questions or concerns about the matter.

NATURAL GAS DISTRIBUTION SERVICE--THE DELIVERY OF NATURAL GAS TO
RETAIL GAS CUSTOMERS UTILIZING THE JURISDICTIONAL FACILITIES OF A
NATURAL GAS DISTRIBUTION UTILITY.

NATURAL GAS DISTRIBUTION UTILITY-- A CITY NATURAL GAS DISTRIBUTION
OPERATION OR ENTITY THAT PROVIDES NATURAL GAS DISTRIBUTION SERVICES
AND MAY PROVIDE NATURAL GAS SUPPLY SERVICES AND OTHER SERVICES.

NATURAL GAS SUPPLY SERVICES--

() THE SALE OR ARRANGEMENT OF THE SALE OF NATURAL GAS TO RETAIL GAS
CUSTOMERS AND SERVICES THAT MAY BE UNBUNDLED BY THE COMMISSION
UNDER SECTION 66 PA.C.S.§2203(3) (RELATING TO STANDARDS FOR
RESTRUCTURING OF NATURAL GAS UTILITY INDUSTRY).

(I) THE TERM DOES NOT INCLUDE NATURAL GAS DISTRIBUTION SERVICE.

Nonbasic services--Optional recurring services which are distinctly separate and clearly not
required for the physical delivery of utility service OR DEFAULT SERVICE.

NURSE PRACTITIONER--A REGISTERED NURSE LICENSED IN THIS
COMMONWEALTH WHO IS CERTIFIED BY THE STATE BOARD OF NURSING IN A
PARTICULAR CLINICAL SPECIALTY AREA AND WHO, WHILE FUNCTIONING IN
THE EXPANDED ROLE AS A PROFESSIONAL NURSE, PERFORMS ACTS OF MEDICAL
DIAGNOSIS OR PRESCRIPTION OF MEDICAL THERAPEUTIC OR CORRECTIVE
MEASURES IN COLLABORATION WITH AND UNDER THE DIRECTION OF A
PHYSICIAN LICENSED TO PRACTICE MEDICINE IN THIS COMMONWEALTH.

Occupant--A NATURAL person who resides in the premises to which utility service is provided.
Payment agreement--A mutually satisfactory written agreement whereby a customer or applicant

who admits liability for billed service is permitted to amortize or pay the unpaid balance of the
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account in one or more payments over a reasonable period of time.

PERSON—AN INDIVIDUAL, PARTNERSHIP, CORPORATION, ASSOCIATION,
INCLUDING ANY LESSEE, ASSIGNEE, TRUSTEE, RECEIVER, EXECUTOR,
ADMINISTRATOR AND OTHER SUCCESSORS IN INTEREST.

Physician--An individual licensed to engage in the practice of medicine and surgery in all of its
branches, or in the practice of osteopathy or osteopathic surgery BY A JURISDICTION
WITHIN THE UNITED STATES OF AMERICA.

PREMISES OR AFFECTED PREMISES—UNLESS OTHERWISE INDICATED, THE
RESIDENCE OF THE OCCUPANT.

Remote reading device—
(D_A device which by electrical impulse or otherwise transmits readings from a meter, execluding

devices-that-permit-direct-interrogation-of-the-meter; usually located within a residence, to a more

accessible location outside of a residence.

(I FEHS-ALSO-EXCGEUDES THE TERM DOES NOT INCLUDE AMR (AUTOMATIC
METER READING) DEVICES AS DEFINED IN THIS SECTION AND DEVICES THAT
PERMIT DIRECT INTERROGATION OF THE METER.

Residential service--

(i) Utility service supplied to a dwelling, including service provided to a commercial
establishment if concurrent service is provided to a residential dwelling attached thereto.

(i1) The term does not include utility service provided to a hotel or motel.

TERMINATION OF SERVICE—CESSATION OF SERVICE, WHETHER TEMPORARY OR
PERMANENT, WITHOUT THE CONSENT OF THE RATEPAYER.

UNAUTHORIZED USE OF UTILITY SERVICE—UNREASONABLE INTERFERENCE OR
DIVERSION OF SERVICE, INCLUDING METER TAMPERING (ANY ACT WHICH
AFFECTS THE PROPER REGISTRATION OF SERVICE THROUGH A METER), BY-
PASSING (UNMETERED SERVICE THAT FLOWS THROUGH A DEVICE CONNECTED
BETWEEN A SERVICE LINE AND CUSTOMER-OWNED FACILITIES), AND
UNAUTHORIZED SERVICE RESTORAL.
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User without contract--Taking-or-aceeptance-of A PERSON AS DEFINED IN 66 PA. C.S.§102
THAT TAKES OR ACCEPTS utility service without the knowledge or approval of the utility,

other than THE unauthorized use of UTILITY service as defined in this section.

Utility-- ’
(1) A public utility or a municipality, subject to Commission jurisdiction, which provides

wastewater services or steam heating services.

(i1) The term also includes natural gas distribution utilities with annual gas operating revenues of
Iess than $6.000.000 per vear, except when the public utility seeks to provide natural gas suppl

services to retail gas customers outside its service territory as provided under 66 Pa.C.S. § 1403
(relating to definitions).

Subchapter M. BILLING AND PAYMENT STANDARDS

GENERAL

§ 56.261. Billing frequency.

(a) A utility shall render a bill once every billing penod to every residential customer in

accordance with approved rate schedules.

(b) A utility may utilize electronic billing in lieu of mailed paper bills. Electronic billing
programs must include the following;
1) The electronic billing option is voluntary and i i HAH

recetve-a-paper-bitbif desired ONLY WITH THE PRIOR CONSENT OF THE CUSTOMER.
The customer retains the right to revert to conventional paper billings upon request. The

customer shall provide the utility with a 1 menth BILLING CYCLE notice of a request to revert

to paper billing.

2) A customer shall receive a-wi i ic-bll 4 the
SAME INFORMATION THAT IS INCLUDED WITH A paper bill issued by the utility.

(3) The electronic bill must include the same disclosures and reguired educational messages that

are required for paper bills. The electronic transmission of termination notices may not be
permitted UNLESS THE CUSTOMER HAS AFFIRMATIVELY CONSENTED TO THIS
METHOD OF DELIVERY. THE ELECTRONIC DELIVERY OF A TERMINATION
NOTICE DOES NOT RELIEVE THE PUBLIC UTILITY OF THE.OBLIGATION TO
PROVIDE TERMINATION NOTICES AS REQUIRED BY §§ 56.331 — 56.338,
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{4) The electronic bill must include all required bill inserts in an easily accessed and easily
readable format.

(5) The electronic bill must include the option for the customer to contribute to the utility's
hardship fund IF THE UTILITY IS ABLE TO ACCEPT HARDSHIP FUND
CONTRIBUTIONS BY THIS METHOD.

(6) A customer may not be required to pay an additional fee to receive an electronic bill.

(7) The utility shall maintain a system to ensure-delivery-of DELIVER electronic bills if the bill

is emailed to a customer.

8) The utility shall mainta ] ; b EMPLOY

ALL REASONABLE MEASURES TO PROTECT CUSTOMER INFORMATION FROM
UNAUTHORIZED DISCLOSURE AND TO PREVENT ACCESS TO CUSTOMER
ACCOUNT RECORDS BY PERSONS WHO ARE NOT PROPERLY AUTHORIZED TO
HAVE SUCH ACCESS,

§ 56.262. Meter reading; estimated billing; customer readings.

Except as provided in this section, a utility shall render bills based on actual meter readings by

utility company personnel.

(1) Inapplicability to seasonally billed customers. This section does not apply to customers billed

on a seasonal basis under terms included in the tariff of the utility.

(2) Estimates for bills rendered on a monthly basis. If a utility bills on a monthly basis, it may

estimate usage of service every other billing month, so long as the utility provides a customer
with the opportunity to read the meter and report the quantity of usage in lieu of the estimated

bill. The resulting bills shall be based on the information provided, except for an account where
it is apparent that the information is erroneous.

(1) Upon the request of the customer, the utility shall, at least annually, provide preaddressed
postcards on which the customer may report the reading. The utility shall provide additional

preaddressed postcards on request. The utility may choose to make available electronic and

telephonic methods for customers to report meter reading information.
(i1) The utility may establish due dates by which the pesteards CUSTOMER SUPPLIED

READING shall be received for a bill to be based upon the meter reading of the customer or

occupant. [f the reading of a customer OR OCCUPANT is not received by that due date, the
utility may estimate the quantity of usage. The utility may establish due dates for submitting a

meter reading when the customer or occupant utilizes an electronic method for reporting meter
readings.

(3) Estimates permitted under exigent circumstances. A utility may estimate the bill of a
customer if extreme weather conditions, emergencies, equipment failure, work stoppages or

other circumstances prevent actual meter reading.
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(4) Estimates when utility personnel are unable to gain access. A utility may estimate the bill of

a customer if utility personnel are unable to gain access to obtain an actual meter reading, as long

as the following apply:

(1) The utility has undertaken reasonable alternative measures to obtain a meter reading,

including, but not limited to, the provision of preaddressed postcards upon which the customer
may nete REPORT the reading or the telephone reporting of the reading,

(ii) The utility. at least every 6 months. or every four billing periods_for utilities permitted to bill

for periods in excess of 1 month, obtains an actual meter reading or customer supplied reading to
verify the accuracy of the estimated readings.

(iii) The utility, at least once every 12 months, obtains an actual meter reading to verify the
accuracy of the readings, either estimated or customer read.

(5) Remote reading devices for water, gas and electric utilities. A utility may render a bill on the
basis of readings from a remote reading device under the following conditions:
(i) When a gas, electric or water utility uses readings from a remote reading device to render

bills, the utility shall obtain an actual meter reading at least once every 5 years to verify the

accuracy of the remote reading device. If the customer of record at the dwelling changes during

the 5-vear period between actual meter readings, the utility shall make a bona fide attempt to

schedule an appointment with the departing customer and, if necessary, the new occupant, to
secure an actual meter reading.

(i1) When the actual meter reading establishes that the customer was underbilled due to an error
in the registration of the remote reading device, the utility may render a bill for the uncollected
amount. If the rebilling exceeds the otherwise normal estimated bill for the billing period during
which the bill is issued by at least 50% or at least $50, whichever is greater, the utility shall

comply with § 56.264 (relating to previously unbilled utility service).

(i11) When the actual meter reading establishes that the customer was overbilled due to an error in
the readings of the remote reading device, the utility shall credit or refund to the customer the
amount overbilled plus interest calculated under § 56.411(3) (relating to duties of parties;
disputing party's duty to pay undisputed portion of bills; utility's duty to pay interest whenever
overpayment found). '

(iv) Nothing in this s‘ection may be construed to limit the authority of electric, gas or water
utilities to gain access to a residence for the purpose of checking or reading a meter.

(6) Limitation of liability. If a water eompany UTILITY has estimated bills and if the customer
or occupant during that period has consumed an amount of water in excess of normal seasonal

usage because of a verified leak that could not reasonably have been detected or other unknown
loss of water, the customer is not liable for more than 150% of the average amount of water
consumed for the corresponding period during the previous year. This section does not apply

when the water utility was unable to gain access and has complied with paragraph (4).

(7)_Budget billing. A gas, electric and steam heating utility shall provide its residential
customers, on a vear-round rolling enrollment basis, with an optional billing procedure which
averages estimated utility service costs over a 10-month, 11-month or 12-month pertod to
eliminate, to the extent possible, seasonal fluctuations in-utility bills. The utility shall review
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accounts at least three times during the optional billing period. AT THE CONCLUSION OF
THE BUDGET BILLING YEAR, AnyA resulting reconciliation amount exceeding $25 $100
BUT LESS THAN $300 shal] be, AT THE REQUEST OF THE CUSTOMER, amortized over a
3—12 6-month period. RECONCILIATION AMOUNTS EXCEEDING $300 SHALL BE
AMORTIZED OVER AT LEAST A 12-MONTH PERIOD AT THE REQUEST OF THE
CUSTOMER. SHORTER AMORTIZATION PERIODS ARE PERMISSIBLE AT THE
REQUEST OF THE CUSTOMER. Payme : : be-b
upen-equal-menthly -billing:

(8) Notice. The utility shall inform existing customers of their rights under this section and under

66 Pa. C.S.§1509 (relating to billing procedures).

§ 56.263. Billings for merchandise, appliances and nonrecurring and recurring services.

Charges for other than basic service--that is, merchandise, appliances and special services,
including merchandise and appliance installation, sales, rental and repair costs; meter testing
fees; line extension costs; special construction charges, and other nonrecurring charges, except as
provided in this chapter--must appear after charges for basic services and appear distinctly
separate. This includes charges for optional recurring services which are distinctly separate and

clearly not required for the physical delivery of service. Examples include line repair programs
and appliance warranty programs. SEE § 56.323(3) (RELATING TO UNAUTHORIZED

TERMINATION OF SERVICE).

8 56.264. Previously unbilled utility service.

When a utility renders a make-up bill for previously unbilled utility service which accrued within

the past 4 yvears resulting from utility billing error, meter failure, leakage that could not
reasonably have been detected or loss of service, or four or more consecutive estimated bills and

the make-up bill exceeds the otherwise normal estimated bill for the billing period during which
the make-up bill is issued by at least 50% or at least $50, whichever is greater:

(1) The utitity shall review EXPLAIN the bill with TO the customer and make a reasonable
attempt to enter-into-a-paymentagreement AMORTIZE THE BILL,

2) The period of the AMORTIZATION may, at the option of the customer,

extend at least as long as:

(1) The period during which the excess amount accrued.

(i) Necessary so that the quantity of service billed in any one billing period is not greater than

the normal estimated quantity for that period plus 50%.
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§ 56.265. Billing information.

A bill rendered by a utility for metered residential utility service must state clearly the following
information:

(1) The beginning and ending dates of the billing period.

(2) If applicable, the beginning and ending meter readings for the billing period. If a bill is

estimated, it must contain a clear and conspicuous marking of the word "Estimated."”

(3) The due date on or before which payment shall be made or the account will be delinquent.

(4) The amount due for service rendered during the current billing period, specifying the charge
for basic service, the energy or fuel adjustment charge, State tax adjustment surcharge if other
than zero, State Sales Tax if applicable and other similar charges. The bills should also indicate

that a State Gross Receipts Tax is being charged and a reasonable estimate of the charge. A Class
A utility shall include a statement of the dollar amount of total State taxes included in the current

billing period charge. For the purpose of this paragraph, a Class A utility shall also include a

Class A telephone utility as defined under § 63.31 (relating to classification of public utilities).

{5) Amounts due for reconnection charges.
(6) Amounts due for security deposits.

(7) The total amount of payments and other credits made to the account during the current billing

period.
(8) The amount of late payment charges, designated as such, which have accrued to the account
of the customer for failure to pay bills by the due date of the bill and which are authorized under

§ 56.272 (relating to accrual of late payment charges).

(9) The total amount due.

(10) A clear and conspicuous marking of estimates.

(11) A statement directing the customer to "register any question or complaint about the bill prior
to the due date," with the address and telephone number where the customer may initiate the
inguiry or complaint with the utility.

(12) A statement that a rate schedule, an explanation of how to verify the accuracy of a bill and
an explanation, IN PLAIN LANGUAGE, of the various charges, if applicable, is available for
inspectign in the local business office of the utility AND ON THE UTILITY’S WEBSITE.

(13) A designation of the applicable rate schedule as denoted in the officially filed tariff of the
utility.
(14) Utilities shall incorporate the requirements of §8 54.4 and 62.74 (relating to bill format for

residential and small business customers).
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§ 56.266. Transfer of accounts.

(a) A customer who is about to vacate premises supplied with utility service or who wishes to

have service discontinued shall give at least 7 days notice to the utility and a noncustomer

occupant, specifying the date on which it is desired that service be discontinued. In the absence

of a notice, the customer shall be responsible for services rendered. If the utility is not, AFTER A
REASONABLE ATTEMPT TO OBTAIN METER ACCESS, able to access the meter for
discontinuance, service shall be discontinued with an estimated meter reading upon which the
final bill will be based. The resuiting final bill is subject to adjustment once the utility has

obtained an actual meter reading and-can-determine the actual consumption-used by-the
CUSIOMOF.
(b) In the event of discontinuance or termination of service at a residence or dwelling in

accordance with this chapter, a utility may transfer an unpaid balance to a new residential service

account of the same customer.

(c) If a termination notice has been issued in accordance with § 56.331 (relating to general notice

provisions and contents of termination notice) and subsequent to the mailing or delivery of a
THAT notice, 8 THE customer requests a transfer of service to a new location, the termination

process as set forth in §§ 56.331--56.339 may continue at the new location.

(1) When notifications set forth under § 56.331 and § 56.335 (relating to deferred termination
when no prior contact) have been rendered and service has not been terminated due to a denial of
access to the premises, the utility may deny service at a new location when a service transfer is

requested.

(2) Nothing in this section shall be construed to limit the right of a customer to dispute a bill
within the meaning of §8§ 56.372--56.374 (relating to dispute procedures: time for filing an
informal complaint; and effect of failure to timely file an informal complaint).

§ 56.267. Advance payments.

Payments may be required in advance of furnishing any of the following services:

(1) Seasonal service.

(2) The construction of facilities and furnishing of special equipment.

(3) Gas and electric rendered through prepayment meters provided:

(i). The customer is nonlow income; for purposes of this section, nonlow income is defined as an

individual who has an annual household gross income greater than 150% of the Federal poverty
income guidelines, and has a delinquency for which the individual is requesting a payment
agreement but offering terms that the utility, after consideration of the factors in § 56.337(b)
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(relating to procedures upon customer or occupant contact prior to termination), finds

unacceptable.

(ii) (B The service is being rendered to an individually-metered residential dwelling, and the
customer and occupants are the only individuals affected by the installation of a prepayment

meter.

(iii) @9 The customer and utility enter into a mfeﬁm{-dism}te-set{-lemem—agfeemefm payment

agreement which includes, but is not limited to, the following terms:

(A) The customer voluntarily agrees to the installation of a prepayment meter.

(B) The customer agrees to purchase prepayment eards CREDITS to maintain service until the
total balance 1s retired and the utility agrees to make new eards CREDITS available to the
customer within 5 days of receipt of prepayment,

(C) The utility agrees to furnish the customer an WITH emergency backup eard CREDITS for
additional usage of at least 5 days.

(D) The customer agrées that failure to renew the eard CREDITS by making prepayment for

additional service constitutes a request for discontinuance under § 56.312(1) (relating to
diseontinnation DISCONTINUANCE of service), except during a medical emergency, and that

discontinuance will occur when the additional usage on the emergency backup eard CREDITS
runs out.

(iv) (4H The utility develops a written plan for a prepayment meter program, consistent with the
criteria established in this section, and submits the plan to the Commission at least 30 days in

advance of the effective date of the program.
(v) 8 During the first 2 years of use of prepayment meters, the utility thoroughly and

objectively evaluates the use of prepayment meters in accordance with the following:

(A) Content. The evaluation should include both process and impact components. Process
evaluation should focus on whether the use of prepayment meters conforms to the program

design and should assess the degree to which the program operates efficiently. The impact
evaluation should focus on the degree to which the program achieves the continuation of utility

service to participants at reasonable cost levels. The evaluation should include an analysis of the
costs and benefits of traditional collections or alternative collections versus the costs and benefits
of handling nonlow income positive ability to pay customers through prepayment metering. This
analysis should include comparisons of customer payment behavior, energy consumption,
administrative costs and actual collection costs.

(B) Time frame. The process evaluation should be undertaken during the middle of the first year;
the impact evaluation at least by the end of the second vear.

(4) Temporary service for short-term use, including installation and removal, with credit for

reasonable salvage.
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PAYMENTS

§ 56.271. Payment.

The due date for payment of a bill may be no less than 20 days from the date of transmittal; that
is, the date of mailing, OR ELECTRONIC TRANSMISSION or PHYSICAL delivery of the bill
by the utility to the customer.

(1) Extension of due date to next business day. If the last day for payment falls on a Saturday,

Sunday, bank holiday or other day when the offices of the utility which rcgularly receive

payments are not open to the general public, the due date shall be extended to the next business
day.

(2) Date of payment by mail. For a remittance by mail, one or more of the following applies:
(i) Payment shall be deemed to have been made on the date of the postmark.
(ii) The utility may not impose a late payment charge unless payment is received more than 5

days after the due date.

(3) Branch offices or authorized payment agents. The effective date of payment to a branch
office or authorized payment agent, unless payment is made by mail under paragraph (2), is the

date of actual receipt of payment at that location.

( 4) Electronic transmission. The effective date of a payment electromcallv transmitted to a utility
is the date of actual receipt ef-the-electronicnotification of paymen

(5) Fees. Fees or charges assessed and collected by the public utility for utilizing a payment
option shall be included in the utility's tariff on file at the Commission.

(6) Multiple notifications. When a utility advises a customer of a balance owed by multiple
notices or contacts which contain different due dates. the date on or before which payment is due

shall be the fast LATEST DUE date contained in any of the notices.

§ 56.272. Accrual of late payment charges.
(a) Every utility subject to this chapter is prohibited from levying or assessing a late charge or

penalty on any overdue utility bill, as defined in § 56.271 (relating to payment), in an amount

which exceeds 1.5% interest per month on the overdue balance of the bill. These charges are to
be calculated on the overdue portions of the bill only. The interest rate, when annualized, may
not exceed 18% simple interest per annum, -

(b) An additional charge or fixed fee designed to recover the cost of a subsequent rebilling may
not be charged by a regulated utility.

(c) Late payment charges may not be imposed on disputed estimated bills, unless the estimated

bill was required because utility personnel were willfully denied access to the affected premises
to obtain an actual meter reading.
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(d) A publie utility may waive late payment charges on any customer accounts.

§ 56.273. Application of partial payments between utility and other service.

Payments received by a utility without written instructions that they be applied to merchandise

appliances, special services, meter testing fees or other nonbasic charges and which are
insufficient to pay the balance due for the items plus amounts billed for basic utility service shall

first be applied to the basic charges for residential utility service.

§ 56.274. Application of partial payments among several bills for utility service.

In the absence of written instructions, a disputed bill, or a informal-dispute-settlement-agreement

er-payment agreement, payments received by a utility which are insufficient to pay a balance due

both for prior service and for service billed during the current billing period shall first be applied
to the balance due for prior service.

§ 56.275. Electronic bill payment.
A utility may offer electronic payment options. Electronic payment programs must include the

following requirements:

(1) Electronic bill payment shall be voluntary and-may-notberequired-in-conjunction-with
electronic billing. A UTILITY MAY NOT REQUIRE A CUSTOMER TO ENROLL IN
ELECTRONIC BILL PAYMENT AS A CONDITION FOR ENROLLING IN ELECTRONIC

BILLING.

(2) For electronic bill pamhent through a charge to a customer's credit card or automatic
withdrawal from a customer's eheeking FINANCIAL account, the program must set forth the

date (or number of days after issuance of the bill) when the automatic payment shall be made.

(3) The terms of the payment procedures shall be fully disclosed to the customer in writing,

EITHER BY MAIL OR ELECTRONICALLY, before the customer enters the program. Program
changes shall be conveyed to the customer in writing, EITHER MY MAIL OR
ELECTRONICALLY, and the customer shall be given an opportunity to withdraw from the
program if the customer does not wish to continue under the new terms.

{(4) The utility shall provide a receipt, OR A CONFIRMATION, TRANSACTION OR

REFERENCE NUMBER, either electronically or on paper, to the customer upon payment
through the electronic method. THIS REQUIREMENT DOES NOT APPLY IF THE -
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PAYMENT METHOD IS THROUGH A PRE-AUTHORIZED AUTOMATED DEBIT FROM
A CUSTOMER'’S FINANCIAL ACCOUNT.

(5) The utility shall maintain-sufficien erm-security-to-proteet-all-customer-informa
EMPLOY ALL REASONABLE MEASURES TO PR
CUSTOMER INFORMATION FROM UNAUTHORIZED DISCL.OSURE AND TO
PREVENT ACCESS TO CUSTOMER ACCOUNT RECORDS BY PERSONS WHO ARE
NOT PROPERLY AUTHORIZED TO HAVE SUCH ACCESS.

OTECT

Subchapter N. CREDIT AND DEPOSITS STANDARDS POLICY

PROCEDURES FOR NEW APPLICANTS

§ 56.281. Pol.icv statement.

An essential ingredient of the credit and deposit policies of each utility shall be the equitable and
nondiscriminatory application of those precepts to potential and actual customers throughout the
service area without regard to the economic character of the area or any part thereof. Deposit

policies must be based upon the credit risk of the individual applicant or customer rather than the

credit history of the affected premises or the collective credit reputation or experience in the area
in which the applicant or customer lives and without regard to race, sex, age over 18. National

origin or marital status.

§ 56.282. Credit standards.

(2) A utility shall provide residential service without requiring a deposit when the applicant

satisfies one of the following requirements:

(1) Prior utility payment history. The applicant has been a recipient of utility service of a similar

type within a period of 24 consecutive months preceding the date of the application and was
primarily responsible for payment for the service, so long as:

(1) The average periodic bill for the service was equal to at least 50% of that estimated for new
service.

(ii) The service of the applicant was not terminated for nonpayment during the last 12

consecutive months of that prior service.
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(iii) The applicant does not have an unpaid balance from that prior service.

(2) Ownership of real property. The applicant owns or has entered into an agreement to purchase

real property located in the area served by the utility or is renting the applicant's place of

residence under a lease of 1 year or longer in duration, unless the applicant has an otherwise
unsatisfactory credit history as a utility customer within 2 years prior to the application for
service.

(3) Credit information. The applicant provides information demonstrating that he THE

APPLICANT is not an unsatisfactory credit risk.

(1) The absence of prior credit history does not, of itself, indicate an unsatisfactory risk.

(i1) The utility may request and consider information including:

{(A) The name of the emplover of the applicant.

(B) The place and length of employment.

(C) Residences during the previous 5 years.

(D) Letters of reference.
(E) Credit cards.

(F) Significant source of income other than from employment.

§ 56.283. Cash deposits; third-party guarantors.

If an applicant does not establish credit under § 56.282 (relating to credit standards), the utility

shall provide residential service when one of the following requirements is satisfied:
(1) Cash deposit. The applicant posts a cash deposit.

2) Third-par arantor. The applicant furnishes a written guarantee from a responsible
customer which, for the purposes of this section, means a customer who has or can establish
credit, under § 56.282 (relating to credit standards), to secure payment in an amount equal to that
required for cash deposits.

(1)_A guarantee must be in writing and state the terms of the guarantee.

11) The guarantor shall be discharged when the applicant has met the terms and conditions which
apply under §§ 56.302 and 56.303 (relating to deposit hold period and refund; and application of
deposit to bills).

8 56.284. Deposits for temporary service.

Deposits for applicants for temporary service may be required in accordance with § 53.82(1)

(relating to deposits).
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§ 56.285. Payment of outstanding balance.
A utility may require, as a condition of the furnishing of residential service to an applicant, the

payment of any outstanding residential account with the utility which accrued within the past 4
years FROM THE DATE OF THE SERVICE REQUEST for which the applicant is legally
responsible and for which the applicant was billed properly. THE 4 YEAR LIMIT DOES NOT
APPLY IF THE BALANCE INCLUDES AMOUNTS THAT THE UTILITY WAS NOT
AWARE OF BECAUSE OF FRAUD OR THEFT ON THE PART OF THE APPLICANT.
HeweveranAN outstanding residential account with the utility may be amortized over a
reasonable period of time. Factors to be taken into account include the size of the unpaid balance,
the ability of the applicant to pay, the payment history of the applicant and the length of time
over which the bill accumulated. A utility may not require, as a condition of the furnishing of
residential service, payment for residential service previously furnished under an account in the

name of a person other than the applicant unless a court, district justice or administrative agency
has determined that the applicant is legally obligated to pay for the service previously furnished.
Examples of situations include a separated spouse or a cotenant. This section does not affect the

creditor rights and remedies of a utility otherwise permitted by law.

§ 56.286. Written procedures.

A utility shall establish written procedures for determining the credit status of an applicant. A

utility employee processing applications or determining the credit status of applicants shall be
supplied with or have ready access to a copy of the written procedures of the utility. A copy of
these procedures shall be maintained on file in each of the business offices of the utility and
made available, upon request, for inspection by members of the public and the Commission and
be included on the utility's website.

(1) Reasons for denial of credit. If credit is denied, the utility shall inform the eustomer-or

applicant in writing of the reasons for the denial WITHIN 3 BUSINESS DAYS OF THE
DENIAL. THIS INFORMATION MAY BE PROVIDED ELECTRONICALLY TO THE
APPLICANT WITH THE APPLICANT’S CONSENT. If the utility is requiring payment of an
unpaid balance in accordance with § 56.285 (relating to payment of outstanding balance), the
utility shall specify in writing the amount of the unpaid balance, the dates during which the
balance accrued, and the location and customer name at which the balance accrued. The
statement must inform the applicant of the right to furnish a third-party THIRD-PARTY
guarantor in accordance with § 56.283 (relating to cash deposits: third-party guarantors) and the
right to contact the Commission. The statement must include information informing victims of
domestic violence with a Protection from Abuse Order that more lenient credit and liability
standards may be available.

33



2) Informing applicants of procedures. Utility personnel shall fully explain the credit and
deposit procedures of the utility to each customer or applicant for service.

(3) Third-party requests for service. Requests from third parties to establish pubhie utility service
on behalf of an applicant will not be honored until the publie utility has verified the legitimacy of

the request. Verification may be accomplished by any means appropriate to confirm that the
applicant consents to service being established or that the third-party is authorized to act on the

applicant's behalf.

§ 56.287. General rule.

Once an applicant's application for service is accepted by the utility, the utility shall MAKE A
BONA FIDE ATTEMPT TO provide service within 3 BUSINESS days, provided that the
applicant has met all REGULATORY requirements. A longer time frame is permissible with the
consent of the applicant. If the investigation and determination of credit status is expected to take
or in fact takes longer than 3 business days commencing the date after the application is made,
the utility shall provide service pending completion of the investigation. IF THE UTILITY
CANNOT PROVIDE SERVICE BY THE TIMEFRAMES SPECIFIED BY THIS
PARAGRAPH, THEY SHALL INFORM THE CUSTOMER OF THIS FACT AND PROVIDE
A REASONABLE ESTIMATE OF WHEN SERVICE WILL BE PROVIDED. THESE
REQUIREMENTS DO NOT APPLY TO NEW SERVICE INSTALLATIONS AND SERVICE
EXTENSIONS THAT REQUIRE CONSTRUCTION OF FACILITIES TO PROVIDE THE
UTILITY SERVICE.

§ 56.288. Payment period ‘for deposits by applicants.

An applicant may elect to pay any required deposits in three installments: 50% payable upon the

determination by the utility that the deposit is required, 25% pavable 30 days after the
determination and 25% payable 60 days after the determination.

PROCEDURES FOR EXISTING CUSTOMERS

§ 56.291. General rule.

A utility may require an existing customer to post a deposit to reestablish credit under the
following circumstances:

(1) Delinquent accounts. Whenever a customer has been delinquent in the payment of any two
consecutive bills or three or more bills within the preceding 12 months.
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(1) Prior to requesting a deposit under this section, the utility shall give the customer written

notification of its intent to request a cash deposit if current and future bills continue to be paid

after the due date.

(A) Notification must clearly indicate that a deposit is not required at this time but that if bills
continue to be paid after the due date a deposit will be required.

(B) Notification may be mailed or delivered to the customer together with a bill for utility

service.

(C) Notification must set forth the address and phone number of the utility office where
complaints or questions may be registered.

(D) A subsequent request for deposit must clearly indicate that a customer should register any

question or complaint about that matter prior to the date the deposit is due to avoid having

service terminated pending resolution of a dispute. The request must also include the address and

telephone number of the utility office where questions or complaints may be registered.

(ii) Except in the case of adjustments to equatmenthly BUDGET billing plans, a utility may
issue a notification or subsequent request for a deposit based, in whole or in part, on a delinquent
account arising out of a make-up bill as defined in § 56.264 (relating to previously unbilled

utility services), under the following conditions:

(A) The utility has complied with § 56.264. Compliance with a payment agreement er-informal
dispute-settlement-agreement-by the customer discharges the delinquency, and a notification or
request for deposit may not thereafter be 1ssued based on the make-up bill.

(B) If a make-up bill exceeds the otherwise normal estimated bill by at least 50% and if the
customer makes payment in full after the bill is delinguent but before a notification of intent to

request a deposit is given to the customer, a notification or request for deposit may not thereafter

be issued based on the make-up bill.
(2) Condition to the reconnection of service. A utility may require a deposit as a condition to
reconnection of service following a termination.

(3) Failure to comply with infermal-dispute-settlementgereementor payment agreement. A

utility may require a deposit, whether or not service has been terminated, when a customer fails
to comply with a material term or condition of a informal-dispute-settlement-aereement-of

payment agreement.

§ 56.292. Payment period for deposits BY CUSTOMERS.

The due date for payment of a deposit other than a deposit required as a condition for the
reconnection of service under § 56.291(2) (relating to general rule) may not be less than 21 days

from the date of mailing or service on the customer of notification of the amount due. A
customer may elect to pay a required deposit in three installments: 50% payable upon the
determination by the utility that the deposit is required, 25% payable 30 days after the
determination and 25% payable 60 days after the determination. A publie utility shall advise an
applicant of the option to pay the requested security deposit in installments at the time the
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deposit is requested.

CASH DEPOSITS

§ 56.301. Amount of cash deposit.

(a) Applicants. A utility may not require a cash deposit from an applicant in excess of the
average estimated bill of the applicant for a period equal to one billing period plus 1 additional

month's service, not to exceed 4 months in the case of water and wastewater utilities and 2

months in the case of gas, electric and steam heat utilities, with a minimum deposit of $5.
(b) Existing customer. For an existing customer, the cash deposit may not exceed the estimated

charges for service based on the prior consumption of that customer for the class of service
involved for a period equal to one average billing period plus 1 average month, not to exceed 4

months in the case of wastewater utilities and 2 months in the case of gas and steam heat utilities,

with a minimum of $5.

(c) Adjustment of deposits. The amount of a cash deposit may be adjusted at the request of the

customer or the utility whenever the character or degree of the usage of the customer has
materially changed or when it is clearly established that the character or degree of service will
materially change in the immediate future.

§ 56.302. Deposit hold period and refund.

A cash deposit shall be refunded under the following conditions;

(1) Termination or discontinuance of service. Upon termination or discontinuance of service, the

utility shall promptly apply the deposit of the customer, including accrued interest, to any
outstanding balance for utility service and refund or apply the remainder to the customer's

account. A transfer of service from one location to another within a service area may not be
deemed discontinuance within the meaning of this chapter.
(2) Credit established. When a customer establishes credit under § 56.282 (relating to credit

standards). the utility shall refund or apply to the customer's account, any cash deposit plus

accrued interest.

(3)_Third-party guarantor. When a customer substitutes a third-party guarantor in accordance
with § 56.283(2) (relating to cash deposits; third-party guarantors), the utility shall refund any

cash deposit, plus accrued interest, up to the limits of the guarantee.

(4) Prompt payment of bills. Afier a customer has paid bills for service for 12-consecutive
months without having service terminated and without having paid a bill subsequent to the due
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date or other permissible period as stated in this chapter on more than two occasions or for a
maximum period of 24 months, the utility shall refund any cash deposit, plus accrued interest.

(5) Optional refund. At the option of the utility, a cash deposit, including accrued interest, may
be refunded in whole or in part, at any time earlier than the time stated in this section.

. § 56.303. Application of deposit to bills.

The customer may elect to have a deposit applied to reduce bills for utility service or to receive a
cash refund.

§ 56.304. Periodic review.

If a customer is not entitled to refund under § 56.302 (relating to deposit hold period and refund),
the utility shall review the account of the customer each succeeding billing period and make

appropriate disposition of the deposit in accordance with §§ 56.302 and 56.303 (relating to

application of deposit to bills).

§ 56.305. Refund statement.

If a cash deposit is applied or refunded, the utility shall mail or deliver to the customer a written

statement showing the amount of the original deposit plus accrued interest, the application of the

deposit to a bill which had previously accrued, the amount of unpaid bills liquidated by the

deposit and the remaining balance.

8§ 56.306. Interest rate.

The utility shall accrue interest on the deposit until it is returned or credited the legal rate of
interest under section 202 of the act of January 30, 1974 (P. L. 13, No. 6) (41 P. S. § 202),

known as the Loan Interest and Protection Law, and return the interest with the deposit.

§ 56.307. Application of interest.

Interest shall be paid annually to the customer, or, at the option of either the utility or the

customer, shall be applied to service bills.
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Subchapter O. INTERRUPTION AND DISCONTINUANCE OF SERVICE

§ 56.311. Interruption of sefvice.

A utility may temporarily interrupt service where WHEN necessary to effect repairs or
maintenance; to eliminate an imminent threat to life, health, safety or substantial property

damage: or for reasons of local, State or National emergency.

(1) Interruption with prior notice. When the utility knows in advance of the circumstances
requiring the service interruption, prior notice of the cause and expected duration of the

interruption shall be given to customers and occupants who may be affected.

(2) Interruption without prior notice. When service is interrupted due to unforeseen

circumstances, notice of the cause and expected duration of the interruption shall be given as

soon as possible to customers and occupants who may be affected.
(3) Notification procedures. When customers and occupants are to be notified under this section,

the utility shall take reasonable steps, such as personal contact, phone contact and use of the

mass media, to notify affected customers and occupants of the cause and expected duration of the
- Interruption.
(4) Permissible duration. Service may be interrupted for only the periods of time necessary to

protect the health and safety of the public, to protect property or to remedy the situation which
necessitated the interruption; and service shall be resumed as soon as possible thereafter.

§ 56.312. Discontinuation DISCONTINUANCE of service.

A utility may discontinue service without prior written notice under the following circumstances:

(1) Customer’s residence. When a customer requests a discontinuance at his THE
CUSTOMER’S resxdence when the customer and members of the CUSTOMER S household are

(2) Other premises or dwellings. Other premises or dwellings shall be as follows:

(i) When a customer requests discontinuance at a dwelling other than his THE CUSTOMER’S
residence or at a single meter multifamily residence, whether or not his THE CUSTOMER’S

residence but, in either case, only under either of the following conditions:
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(A) The customer states in writing that the premises are unoccupied. The statement must be on a

form conspicuously bearing notice that information provided by the customer will be relied upon

by the Commission in administering a system of uniform service standards for publie utilities

and that any false statements are punishable criminally. When the customer fails to provide a
notice, or when the customer has falsely stated the premises are unoccupied, the customer shall
be responsible for payment of utility bills until the utility discontinues service.

(B)_The occupants affected by the proposed cessation inform the utility orally or in writing of

their consent to the diseontinuation DISCONTINUANCE.
(i1) When the conditions in subparagraph (i) have not been met, the utility, at least 10 days prior

to the proposed discontinuance, shall conspicuously post notice of termination at the affected
premises.

(A) When the premises is a multifamily residence, notice shall also be posted in common areas.

(B) Notices must, at a minimum, state: the date on or after which discontinuance will occur; the

name and address of the utility; and the requirements necessary for the occupant to obtain utility
service in the occupant's name. Further termination provisions of this chapter except § 56.337

(relating to procedures upon customer or occupant contact prior to termination) do not apply in
these circumstances.

(C) This section does not apply when the customer is a landlord ratepayer. See 66 Pa.C.S. §§

1521--1533 (relating to discontinuance of service to leased premises).

Subchapter P. TERMINATION OF SERVICE

GROUNDS FOR TERMINATION

§ 56.321. Authorized termination of service.

Utility service to a dwelling may be terminated for one or more of the following reasons:
(1) Nonpayment of an undisputed delinquent account.

(2) Failure to post a deposit, provide a guarantee or establish credit.

(3) Unreasonable refusal to permit access to meters, service connections and other property of
the utility for the purpose of maintenance, repair or meter reading.

(4) Unauthorized use of the utility service delivered on or about the affected dwelling.

(5) Failure to comply with the material terms of a informal-dispute-settlement-asreementor
payment agreement.

(6) Fraud or material misrepresentation of identity for the purpose of obtaining utility service.
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(7) Tampering with meters or other utility equipment.

(8) Violating tariff provisions on file with the Commission so as to endanger the safety of a
person or the integrity of the energy delivery system of the utility.

56.322. inati iee ibited TIMING OF TERMINATION .

Except in emergencies--which include unauthorized use of utility service--service may not be

terminated, for nonpayment of charges or for any other reason, during the following periods:
(1) On Friday, Saturday or Sunday.
(2) On a bank holiday or on the day preceding a bank holiday.

{3) On a holiday observed by the utility or on the day preceding the holiday. A holiday observed
by a utility means any day on which the business office of the utility is closed to observe a legal

holiday, to attend utility meetings or functions or for any other reason.
(4) On a holiday observed by the Commission or on the day preceding the holiday.

§ 56.323. Unauthorized termination of service.

Unless expressly and specifically authorized by the Commission, service may not be terminated
nor will a termination notice be sent for any of the following reasons:

(1) Nonpayment for concurrent service of the same class received at a separate dwelling. This
does not include concurrent service periods of 90 days or less accrued during the transfer of

service from one location to another.

(2) Nonpayment for a different class of service received at the same or a different Jocation.
Service may be terminated, however, when, under the tanff of the utility, a change in
classification is necessitated upon the completion of construction work previously billed at a

different rate applicable during construction.

(3) Nonpayment, in whole or in part of nonbasic charges for leased or purchased merchandise,
appliances or special services including, but not limited to, merchandise and appliance

installation fees, rental and repair costs; meter testing fees; special construction charges; and
other nonrecurring OR RECURRING charges that are not essential to delivery or metering of
service, except as provided in this chapter.

(4) Nonpayment of bills for delinquent accounts of the prior customer at the same address.

(5) Nonpayment of a deposit which is based, in whole or in part, on a delinquent account arising
out of a make-up bill as defined in § 56.264 (relating to previously unbilled utility service) and
the customer has complied with § 56.291(1)(ii)(A) or (B) (relating to general rule).

(6) Noncompliance with a payment agreement prior to the due date of the bill which forms the

basis of the agreement.
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(7) Nonpayment of charges for utility service furnished FOR WHICH: THE UTILITY CEASED
BILLING more than 4 vears prior to the date the bill is rendered.

(8) Nonpayment for residential service already furnished in the names of persons other than the
customer unless a court, district justice or administrative agency has determined that the
customer is legally obligated to pay for the service previously fumished. This paragraph does not
affect the creditor rights and remedies of a utility otherwise permitted by law.

(9) Nonpayment of charges calculated on the basis of estirmnated billings, unless the estimated bill
was required because utility personnel were unable to gain access to the affected premises to
obtain an actual meter reading on two occasions and have made a reasonable effort to schedule a

meter reading at a time convenient to the customer or occupant, or a subsequent actual reading
has been obtained as a verification of the estimate prior to the initiation of termination
procedures.

(10) Nonpayment of delinquent accounts which accrued over two billing periods or more, which

remain unpaid in whole or in part for 6 months or less, and which amount to a total delinquency
of less than $25.

(11) Nonpayment of delinquent accounts when the amount of the deposit presently held by the

utility is within $25 of account balance.

NOTICE PROCEDURES PRIOR TO TERMINATION

§ 56.331. General notice provisions and contents of termination notice.

(a) Prior to a termination of service, the utility shall mail or deliver written notice to the customer

at least 10 days prior to the date of the proposed termination. In the event of A user without

contract as defined in § 56.252 (relating to definitions), the utility shall comply with §§ 56.333--
56.337, but need not etherwise provide notice 10 days prior to termination.

(b)_A notice of termination must include, in conspicuous print, clearly and fully the following

information when applicable:
(1) The reason for the proposed termination.

(2) An itemized statement of aceounts AMOUNTS currently due, including any required deposit.

(3) A statement that a speeifie reconnection fee will be required to have service restored after it

has been terminated if 2 reconnection fee is a part of the tariff of the utility on file with the
Commission. THE STATEMENT MUST INCLUDE THE MAXIMUM POSSIBLE DOLLAR
AMOUNT OF THE RECONNECTION FEE THAT MAY APPLY.

(4) The date on or after which service will be terminated unless ONE OF THE FOLLOWING
OCCURS;

(1) Payment in full is received.

(i1) The grounds for termination are otherwise eliminated.
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(iii) A payment agreement erinformaldispute-settlement-agreement is entered ESTABLISHED,

(iv) Enrollment is made in a universal-service CUSTOMER ASSISTANCE program OR ITS
EQUIVALENT, IF THE CUSTOMER IS ELIGIBLE FOR THE PROGRAM.

{(v) A dispute is filed with the utility or the Commission.

(VI) PAYMENT IN FULL OF AMOUNTS PAST DUE ON THE MOST RECENT PAYMENT
AGREEMENT IS RECEIVED.

(5) A statement that the customer shall SHOULD immediately contact the utility to attempt to

resolve the matter—inetuding. THE STATEMENT SHALL INCLUDE the address and telephone
number where questions may be filted ASKED, HOW payment agreements MAY BE
NEGOTIATED AND entered into with the utility, and questions-and-applications ean-be-found
for WHERE APPLICATIONS CAN BE FOUND AND SUBMITTED FOR ENROLLMENT
INTO the utility's universal service programs, if these programs are offered by the utility.

(6) The following statement: "If YOU HAVE QUESTIONS OR NEED MORE
INFORMATION, CONTACT US AS SOON AS POSSIBLE AT (UTILITY PHONE

NUMBER);. AFTER YOU TALK TO US, yeu-remain
dissatisfied; [F YOU ARE-NOT SATISFIED, you may file aninformal A complaint with the

Publlc Utllltv Commlssmn 5F9—AA‘OH9—'PE&MJMIQN~QESBR—\LIGE—PENDJNG

PUBLIC UTILITY COMMISSION MAY DELAY THE SHUT OFF ]F YOU F ILE THE
COMPLAINT BEFORE THE SHUT OFF DATE. ¥eu-may-file-an-informal-complaint-by

telephoning-the-Publie Utility- Commissienat TO CONTACT THEM, CALL (800) 692-7380Q or
by-wyiting WRITE to the Pennsylvania Public Utility Commission, P. O. Box 3265, Harrisburg,

Pennsylvania 17105-3265."

(7) A serious illness notice in compliance with the form as set forth in Appendix A (relating to
medical emergency notice) except that, for the purpose of § 56.336 (relating to pesttermination
POST TERMINATION notice), the notice must substantially comply with the form as-set-forth

in Appendix B F (relating to medical emergency notice).

(8) Whesn IF the utility has universal service programs, information indicating that special
assistance programs are MAY BE available and how to contact the utility for information and
enrollment, and that enrollment in the program is MAY BE a method of avoiding the termination
of service.

(9) Information indicating that special protections are available for victims under a Protection
From Abuse Order and how to contact the utility to obtain more information on these
protections.

(10) Information indicating that special protections are available for tenants if the landlord is

responsible for paying the utility bill and how to contact the utility to obtain more information on

" these protections.

(11) Information indicating that if service is shut off, the customer may be required to pay more
than the amount listed on the notice to have service turned back on.
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(12) Information indicating that if service is shut off, the customer shall contact the utlhty after
ayment has been made to arrange reconnection of the service.

(13) Information in Spanish, directing Spanish-speaking customers to the numbers to call for

information and translation assistance. Similar information shall be included in other languages

when census data indicates a-significant-pepulation THAT 5% OR MORE OF THE
RESIDENTS OF THE UTILITY’S SERVICE TERRITORY ARE using that language resides-in

| ity . —
(14) Contact information for customers with disabilities that need assistance,

§ 56.332. Notice when dispute pending.

A utility may not mail or deliver a notice of termination if a notice of INITIAL INQUIRY,
dispute, INFORMAL OR FORMAL COMPLAINT has been filed and is unresolved and if the

subject matter of the dispute forms the grounds for the proposed termination. A notice mailed or

delivered in contravention of this section is void.

§ 56.333. Personal contact.
(a) Except when authorized under §§ 56.311, 56.312 or 56.338 (relating to interruption of

service; discontinuation DISCONTINUANCE of service; and exception for terminations based

on occurrences harmful to person or property), a utility may not interrupt, discontinue or
terminate service without personally contacting the customer or a responsible adult occupant at
least 3 days prior to the interruption, discontinuance or termination, in addition to providing
other notice as specified by the properly filed tariff of the utility or as required by this chapter or

other Commission directive.

(b) For purposes of this section, "personal contact” means:

(1) Contacting the customer or responsible adult occupant in person or by telephone. Phone
contact shall be deemed complete upon attempted calls on 2 separate days to the residence
between 7 8 a.m. and 9 p.m. if the calls were made at various times each day, with the various
times of the day being daytime before 5 p.m. and evening after 5 p.m. and at least 2 hours apart.
CALLS MADE TO CONTACT TELEPHONE NUMBERS PROVIDED BY THE CUSTOMER
SHALL BE DEEMED TO BE CALLS TO THE RESIDENCE.

(2) If contact is attempted in person by a home visit, only one attempt is required—but-the. THE

utility shall conspicuously post a written termination notice at the residence if it is unsuccessful
in attempting to personally contact a responsible adult occupant DURING THE HOME VISIT.

(3) Contacting another person whom the customer has designated to receive a copy of a notice of

termination, other than a member or employee of the Commission.
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(4) If the customer has not made the designation noted in paragraph (3), contacting a community
interest group or other entity, including a local police department, which previously shall have

agreed to receive a copy of the notice of termination and to attempt to contact the customer.

3) If the utility is not successful in establishing personal contact as noted in paragraphs (1) and

(2) and the customer has not made the designation noted in paragraph (3) and if there is no

community interest group or other entity which previously has agreed to receive a copy of the
notice of termination, contacting the Commission in writing.

c) The content of the 3-day personal contact notice must-coms

pgeneral-notice-provisions-and-contents-of terminationneotice}-IN CLUDE THE EARLIEST

DATE AT WHICH TERMINATION MAY OCCUR AND THE FOLLOWING
INFORMATION::

(1) THE DATE AND GROUNDS OF THE TERMINATION.

~ (2) WHAT IS NEEDED TO AVOID THE TERMINATION OF SERVICE.

(3) HOW TO CONTACT THE UTILITY AND THE COMMISSION.

(4) THE AVAILABILITY OF THE EMERGENCY MEDICAL PROCEDURES.

(D) THE UTILITY SHALL ASK THE CUSTOMER OR OCCUPANT IF THEY HAVE ANY
QUESTIONS ABOUT THE 10-DAY WRITTEN NOTICE THE UTILITY PREVIOUSLY

SENT.

§ 56.334. Procedures immediately prior to termination.

Immediately preceding the termination of service, a utility employee, who may be the utility
employee designated to perform the termination, shall attempt to make personal contact with a

responsible adult occupant at the residence of the customer.

(1) Termination prohibited in certain cases. If evidence is presented which indicates that

payment has been made, a serious illness or medical condition exists, or a dispute or complaint is

properly pending or if the employee is authorized to receive payment and payment in full is

tendered in any reasonable manner, then termination may not occur. However, if the disputing

party does not pay all undisputed portions of the bill, termination may occur.

2) Methods of payment. Payment in any reasonable manner includes payment by personal check

unless the customer within the past year has tendered a check which has been returned for

‘nsufficient funds or for which payment has been stopped.

§ 56.335. Deferred termination when no prior contact.

If a prior contact has not been made with a responsible adult OCCUPANT either at the residence

of the customer, as required by § 56.334 (relating to procedures immediately prior to
termination) or at the affected dwelling, the emplovee may not terminate service but shall
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conspicuously post a termination notice at the residence of the customer and the affected )
dwelling, advising that service will be disconnected not less than 48 hours from the time and date

of posting.

§ 56.336. Post termination notice.

When service is actually terminated, notice that substantially reflects the requirements of §
56.331 (relating to general notice provisions and contents of termination notice) as well as a

medical emergency notice substantially in the form which appears in Appendix B E (relating to

medical emergency notice) shall be DELIVERED TO A RESPONSIBLE ADULT OCCUPANT

AT THE RESIDENCE OF THE CUSTOMER OR conspicuously posted er-delivered-to-a
poRsiblep : 5 ustomer-and at the affected premises.

§ 56.337. Procedures upon customer or occupant contact prior to termination.

(a) If, after the issuance of the initial termination notice and prior to the actual termination of

service, a customer or occupant contacts the utility concerning a proposed termination, an
authorized utility employee shall fully explain the following:

(1) The reasons for the proposed termination.

(2) The available methods for avoiding a termination, including the following:

1) Tendering payment in full or otherwise eliminating the grounds for termination.

i1) Entering a i } ayment agreement.

(i11) Paying what is past-due on the most recent previous company negotiated or Commission

payment agreement.

(iv) Enrolling in the utility's customer assistance program or universal-service-program ITS
EQUIVALENT, if the utility has sueh THESE programs AND THE CUSTOMER IS ELIGIBLE
FOR THE PROGRAM.

(3) The medical emergency procedures.

(b) The utility, through its employees, shall exercise good faith and fair judgment in attempting

to enter a reasonable informal-disputesettlement-agreement-or payment agreement or otherwise
equitably resolve the matter. Factors to be taken into account when attempting to enter into a
reasonable informal dispute settlement agreement or payment agreement include the size of the
unpaid balance, the ability of the customer to pay, the payment history of the customer and the
length of time over which the bill accumulated. PAYMENT AGREEMENTS FOR HEATING
CUSTOMERS SHALL BE BASED UPON BUDGET BILLING AS DETERMINED BY §
56.262(7) (RELATING TO METER READING; ESTIMATED BILLING; CUSTOMER
READINGS). If an-informal-dispute-settlement-agreement-or A payment agreement is not

established, the company shall further explain the following:
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(1) The right of the customer to file a dispute with the utility and, thereafter, an informal
complaint with the Commission.

(2) The procedures for resolving disputes and informal complaints, including the address and
telephone number of the Commission: Public Utility Commission, Box 3265, Harrisburg,

Pennsylvania 17105-3265, (800) 692-7380.
(3) The duty of the customer to pay any portion.of a bill which the customer does not henestly

disgute:

§ 56.338. Exception for terminations based on occurrences harmful to person or property.

Notwithstanding any other provision of this chapter, when a service termination is based on an
occurrence which endangers the safety of any person or may prove harmful to the energy
delivery system of the utility, the utility may terminate service without written notice so long as
the utility honestly-and reasonably believes grounds to exist. At the time of termination, the

utility shall make a bona fide attempt to deliver a notice of termination to a responsible persen
ADULT OCCUPANT at the affected premises and, in the case of a single meter, multiunit
dwelling, shall conspicuously post the notice at the dwelling, including common areas when
permissible.

§ 56.339. Use of termination notice solely as collection device prohibited.
A utility may not threaten to terminate service when it has no present intent to terminate service

or when actual termination is prohibited under this chapter. Notice of the intent to terminate shall
be used only as a warning that service will in fact be terminated in accordance with the

procedures under this chapter, unless the customer or occupant remedies the situation which gave
rise to the enforcement efforts of the utility.

8§ 56.340. Winter termination procedures.

Notwithstanding anether ANY provision of this chapter, during the period of December 1

through March 31, utilities subject to this ehapter SUBCHAPTER shall conform to the
provisions of this section. The covered utilities may not be-permittedto terminate heat-related

service between December 1 and March 31 except as provided in this section or in § 56.338
(relating to exception for terminations based on occurrences harmful to person or property).

(1) Termination notices. The utility shall comply with §§ 56.331--56.335 including personal
contact, as defined in § 56.333 (relating to personal contact), at the premises if occupied.

(2) Request for permission to terminate service. If at the conclusion of the notification process
defined in §8§ 56.331--56.335, a reasonable agreement cannot be reached between the utility and
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the customer, the utility shall register with the Commission, in writing, a request for permission
to terminate service, accompanied by a utility report as defined in § 56.382 (relating to contents

of the utility company report). AT THE SAME TIME, THE UTILITY SHALL SERVE THE
CUSTOMER A COPY OF THE WRITTEN REQUEST REGISTERED WITH THE

COMMISSION.

(3) Informal complaints. If the customer has filed an informal complaint or if the Commission
has acted upon the utility's written request, the matter shall proceed under §§ 56.391--56.394

(relating to informal complaint procedures). Nothing in this section may be construed to limit the
right of a utility or customer to appeal a decision by the Bureau of Consumer Services (BCS)

under 66 Pa. C.S. § 701 (relating to complaints) and §8§ 56.401--56.403 and 56.441.

(4) Survey of premises previously terminated. For premises where heat related service has been
terminated prior to December 1 of each year, covered utilities shall, within 90 days prior to
December 1, survey and attempt to make pesttermination POST TERMINATION personal
contact with the occupant or a responsible adult at the premises and in good faith attempt to
reach an agreement regarding payment of any arrearages and restoration of service.

(5) Reporting of survey results. Utilities subject to this ebapter SUBCHAPTER shall file a brief
report outlining their pre-December 1 survey and personal contact results with the BCS on or
before December 15 of each year. The-filing-must-catesonze-the-accounts-by-the-first three-dirits
ef the-customer's-postal-eede—Each utility shall update the survey and report the results to the

BCS on January-15-and February 45 1 of each year to reflect any change in the status of the
accounts subsequent to the December 15 filing. FOR THE PURPOSES OF THE FEBRUARY 1

UPDATE OF SURVEY RESULTS, Fhe-THE utility shall attempt to contact by telephone, if
available, a responsible ADULT PERSON OR occupant at each residence in a good faith attempt

to reach an agreement regarding payment of any arrearages and restoration of service.
(6) Landlord ratepayer accounts. During the period of December 1 through March 31, a utility

subject to this ehapter SUBCHAPTER may not terminate service to a premise PREMISES when

the account is in the name of a landlord ratepayer as defined at 66 Pa. C.S. § 1521 (related to

definitions) except for the grounds in § 56.338 (RELATING TO EXCEPTION FOR
TERMINATIONS BASED ON OCCURRENCES HARMFUL TO PERSON OR PROPERTY).

(7) Reporting of deaths at locations where utility service was previously terminated. Throughout
the year, utilities subject to this ehapter SUBCHAPTER shall report to the Commission when, in
the normal course of business, they become aware of a household fire, incident of hypothermia
or carbon monoxide poisoning OR ANOTHER EVENT that resulted in a death and that the
utility service was off at the time of the incident. Within 1 working day of becoming aware of an
incident, the utility shall submit a telephone or electronic report to the Director of the BCS

" including, if available, the name, address and account number of the last customer of record, the
date of the incident, a brief statement of the circumstances involved, and, if applicable
AVAILABLE FROM AN OFFICIAL SOURCE OR THE MEDIA, the initial findings as to the
cause of the incident and the source of that information. The BCS or Commission may request
additional information on the incidént and the customer's account. Information submitted to the
Commission in accordance with this paragraph shall be treated in accordance with 66 Pa. C.S. §

1508 (relating to the reports of accidents) and may not be open for public inspection except by
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order of the Commission, and may not be admitted into evidence for any purpose in any suit or

action for damages growing out of any matter or thing mentioned in the report.

EMERGENCY PROVISIONS

§ 56.351. General provision.

A utility may not terminate service, or refuse to restore service, to a premises when a licensed

physician or nurse practitioner has certified that the customer or an applicant seeking resteration
RECONNECTION of PREVIOUSLY TERMINATED service under § 56.421 (relating to

general-rile PAYMENT AND TIMING) or a member of the customer's or applicant's household

is seriously ill or afflicted with a medical condition that will be aggravated by cessation of
service. The customer OR APPLICANT shall obtain a letter from a licensed physician or nurse

practitioner verifying the condition and shall promptly forward it to the utility. The determination
of whether a medical condition qualifies for the purposes of this section resides entirely with the

physician or nurse practitioner and not with the utility. A utility may not impose any
qualification standards for medical certificates other than those listed in this section,

§ 56.352. Postponement of termination pending receipt of certificate.
If, prior to termination of service, the utility employee is informed that an occupant is seriously

ill or is affected with a medical condition which will be aggravated by a cessation of service and
that a medical certification will be procured, termination may not occur for at least 3 days. If no
certification is produced within that 3-day period, the utility may resume the termination process
at the point when it was suspended. )

§ 56.353. Medical certifications.

Certifications initially may be written or oral, subject to the right of the utility to verify the

certification by calling the physician or nurse practitioner or to require written confirmation
VERIFICATION within 7 days. Certifications, whether written or oral, must include the

following:
(1).The name and address of the customer or applicant in whose name the account is registered.

(2) The name and address of the afflicted person and their relationship to the customer or
applicant.
(3) The nature and anticipated length of the affliction.
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(4) The specific reason for which the service is required.

(5) The name, office address and telephone number of the certifying physician or nurse
practitioner.

§ 56.354. Length of postponement; renewals.

Service may not be terminated for the time period specified in a medical certification. The
maximum length of the certification shall be 30 days.

(1) Time period not specified. If no length of time is specified or if the time period is not readily
ascertainable, service may not be terminated for at least 30 days.

(2) Renewals. Certifications may be renewed in the same manner and for the same time period as

provided in §§ 56.352 and 56.353 (relating to postponement of termination pending receipt of
certificate; and medical certifications) and this section if the customer has met the obligation
under § 56.356 grelating to duty of customer to pay bills). In instances when a customer has not

met the obligation in § 56.356 to equitably make payments on all bills, the number of renewals

for the customer's household is limited to two 30-day certifications that-concern-medieal
eeftfﬁeates f led for the same set of arrearages and—the—same—teﬁmma&eﬂ—aeaeﬂ W-hen—the

hese mstances, the utlhty 18 not regulred to honor a thlrd RENEWAL OF A medlca] certlﬁcate

and is not required to follow § 56.358(3) (relating to right of utility to petition the Commission).
The utility shall apply the dispute procedures in 8§ 56.381 and 56.382 (relating to utilit

company dispute procedures). WHEN THE CUSTOMER ELIMINATES THESE
ARREARAGES, THE CUSTOMER IS ELIGIBLE TO FILE NEW MEDICAL

CERTIFICATES.

8§ 56.355. Restoration of service.

When service is required to be restored under this section and §§ 56.351, 56.354, and 56.356--
56.358 AND 56.421, the utility shall make a diligent effort to have service restored on the day of

receipt of the medical certification. In any case, service shall be reconnected within 24 hours.

Each utility shall have employees available or on call to restore service in emergencies.

§ 56.356. Duty of customer to pay bills.

Whenever service is restored or termination postponed under the medical emergency procedures,

the customer shall retain a duty to make payment on all current undisputed bills or equal-monthly

BUDGET billing amount as determined when § 56.262(7) (relating to meter reading; estimated

billing; customer readings).
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§ 56.357. Termination upon expiration of medical certification.

When the initial and renewal certifications have expired, the original ground for termination shall
be revived and the utility may terminate service without additional written notice, if notice
previously has been mailed or delivered WITHIN THE PAST 60 DAYS under § 56.331 (relating
to general notice provisions and contents of termination notice). The utility shall comply with §§

56.333--56.336.

§ 56.358. Right of utility to petition the Commission.

(a) A utility may petition the Commission for waiver from the medical certification procedures
for the following purposes:

(1) Contest the validity of a certification. To request an investigation and hearing by the
Commission or its designee when the utility wishes to contest the validity of the certification.

(2) Terminate service prior to expiration of certification. To request permission to terminate
service for the failure of the customer to make payments on current undisputed bills.

(3) Contest the renewal of a certification. To request permission to terminate service, under this

section and 88§ 56.321--56.323 and 56.331--56.339 when customer has not met the duty under §

56.356 (relating to duty of customer to pay bills), provided that the utility has informed the
customer of that duty under § 56.356 } ills).

(b) A utility shall continue to provide service while a final Commission adjudication on the

petition is pending. A petition under this section shall be accompanied by a utility report
described in § 56.382 (relating to contents of the utility company report) and shall be filed with

the Secretary of the Commission with a copy served to the customer.
(c) Upon the filing of a petition for waiver of medical certification, Commission staff will review

the facts and issue an informal written decision.

(d) A party to the proceeding may, within 20 days of mailing of the informal decision, and not

thereafter except for good cause shown, appeal by filing with the Secretary of the Commission a

letter stating the basis for appeal. An appeal from the informal decision will be assigned to the

Office of Administrative Law Judge for hearing and decision.
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THIRD-PARTY NOTIFICATION

§ 56.361. Third-party notification.

Each utility shall permit its customers to designate a consenting individual or agency which is to
be sent, by the utility, a duplicate copy of reminder notices, past due notices, delinquent account
notices or termination notices of whatever kind issued by that utility. When contact with a third
party is made, the utility shall advise the third party of the pending action and the efforts which
shall be taken to avoid termination. A utility shall institute and maintain a program:

(1) To allow customers to designate third parties to receive copies of a customer's or group of
customers' notices of termination of service.
(2) Atdeast-annuallyte-TO advise customers AT LEAST ANNUALLY of the availability of a

third-party notification program and to encourage its use thereof. The utility saust SHALL
emphasize that the third party is not responsible for the payment of the customer's bills.

(3) To solicit community groups to accept third-party notices to assist in preventing unnecessary
terminations and protecting the public health and safety.

(4) To make available a standard enrollment form substantially in compliance with the form as

set forth in Appendix E (relating to third-party notification).

Subchapter Q. DISPUTES; TERMINATION DISPUTES: INFORMAL AND
FORMAL COMPLAINTS

GENERAL PROVISIONS

§ 56.371. Follow-up response to inquiry.

When a customer is waiting for a follow-up response to an INITIAL inquiry under § 56.252
(relating to the definitions), termination or threatening termination of service, for the subject

matter RELATING TO THE INQUIRY _in question, shall be prohibited until the follow-up
response, and when applicable, subsequent dispute resolution is completed by the utility.
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§ 56.372. Dispute procedures.

A notice of dispute, including termination disputes, must proceed . according

to this section:

(1) Attempted resolution. If, at any time prior to the actual termination of service, a customer
advises the utility that he-THE CUSTOMER disputes any matter covered by this chapter,
including, but not limited to, credit determinations,.deposit requirements, the accuracy of utilit
metering or billing or the proper party to be charged, the utility shall attempt to resolve the

dispute in accordance with § 56.381 (relating to general rule).

(2) Termination stayed. Except as otherwise provided in this chapter, when a termination dispute
or complaint has been properly filed in accordance with this subchapter, termination shall be

prohibited until resolution of the dispute or complaint; however, the disputing party shall pay
undisputed portions of the bill.

§ 56.373. Time for filing an informal complaint.
To be timely filed, an informal complaint--which may not include disputes under §§ 56.285 and

56.421 (relating to payment of outstanding balance; and generalule PAYMENT AND
TIMING)-- i ints shall be filed prior to the day on which the utility arrives to

terminate service. If the utility arrives to terminate service and posts a deferred termination

notice in licu of termination or otherwise fails to terminate service, the time for filing an informal
complaint shall be extended until the end of the business day prior to the utility again arriving to
terminate service.

§ 56.374. Effect of failure to timely file an informal complaint.

Failure to timely file an informal complaint, except for good cause, shall constitute a waiver of

applicable rights to retain s_ervice without complying with the termination notice or conference

report of the utility.

UTILITY COMPANY DISPUTE PROCEDURES

8§ 56.381. General rule.

Upon initiation of a dispute covered by this section, the utility shall:

(1) Not issue a termination notice based on the disputed subject matter.
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(2) Investigate the matter using. methods reasonable under the circumstances, which may include
telephone or personal conferences, or both, with the customer or occupant.

(3) Make a diligent attempt to negotiate a reasonable payment agreement if the customer or

occupant claims a temporary inability to pay an undisputed bill. Factors which shall be
considered in the negotiation of a payment agreement include, but are not limited to:

(i) The size of the unpaid balance.

(i1) The ability of the customer to pay.

(ii1) The payment history of the customer.

(iv) The length of time over which the bill accumulated.

(4) Provide the customer or occupant with the information necessary for an informed judgment,
including, but not limited to. relevant portions of tariffs, statements of account and results of
meter tests.

utility shall inform the complaining party that the report is available upon request.

(1) If the complainant is not satisfied with the dispute resolution, the utility company report must

be in writing and conform to § 56.382 (relating to contents of the utility company report).

Further, in these instances, the written report shall be sent to the complaining party if requested
or if the utility deems it necessary.

i) If the complaining party is satisfied with the orally conveyed dispute resolution, the written

utility company report may be limited to the information in § 56.382(1), (2) and, when

- applicable, § 56.382(7)(ii) or (8)(ii).

() (ITT)_The information and documents required by this subsection may be electronically
provided to the complaining party as long as the complaining party has the ability to accept
electronic documents and consents to receiving sueh THEM ELECTRONICALLY.

§ 56.382. Contents of the utility compahv report.

A utility company report must include the following:

(1) A statement of the claim or dispute of the customer and a copy thereof if the claim or notice
of dispute was made in writing.

(2) The position of the utility regarding that claim.

(3) A statement that service will not be terminated pending completion of the dispute process,

including both informal and formal complaints, so long as there is compliance with all
requirements of the Commission.
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(4) A statement that if the complaining party does not agree with the utility company report, an
informal comp]amt MUST shall be filed with the Commission within10-days-ef-thesnailine date
ofthe-report to imsure ENSURE the preservation of all of their THE COMPLAINING PARTY’S

rights.

(5) The office where payment may be made or information obtained listing the appropriate

telephone number and address of the utility.

(6) A full and complete explanation of procedures for filing an informal complaint with the
Commission (see § 56.391 (relating to informal complaint filing procedures)). If a written report
is not requested by the complaining party or IS NOT deemed necessary by the utility, the utility

shall provide the information in § 56.391(1), (2) and (5). In addition, the utility sheuld SHALL

always provide the telephone number and address of the office of the Commission where an

informal complaint may be filed.
(7) If the matter in dispute involves a billing dispute, the report must include the following:

(1) An itemized statement of the account of the complaining customer specifying the amount of
credit, if any, and the proper amount due.

(11) The date on or after which the account will become delinquent unless a informal-dispute
settlement agreement-or payment agreement is entered into or an informal complaint is filed with
the Commission. This date may not be earlier than the due date of the bill or 15 days after the

issuance of a utility company report, whichever is later.

(8) If the matter involves a dispute other than a billing dispute, the report must also state the
following:

(i) The action required to be taken to avoid the termination of service.
(i1) The date on or after which the-utility-will commence-termination-action SERVICE WILL BE

TERMINATED in accordance with the applicable requirements unless the report is complied
with-infermal dispute-settlement-agreement or A payment agreement entered INTO or an
informal complaint filed, This date may not be earlier than the original date for compliance with
the matter which_gave rise to the dispute or 10 days from the date of issuance of the utility
COMPANY report, whichever is later. If the utllltv COMPANY renort Is in writing, the

information in this paragraph shall be
than-the-font-used-in-other-sections-of-the-utiity-report PROMINENTLY DISPLAYED.

INFORMAL COMPLAINT PROCEDURES

§ 56.391. Informal complaint filing procedures.

An informal complaint may be filed orally or in writing and must include the following
information:

{1) The name and address of the complainant and, if different, the address at which service is

provided.
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(2) The telephone number of the complainant.

(3) The account number of the complainant, if applicable.
(4) The name of the utility.

(5) A brief statement of the dispute.
(6) Whether the dispute formerly has been the subject of a utility company investigation and

report. .

(7) Whether the dispute formerly has been the subject of a Commission informal or formal
complaint.

(8) The date, if anvy, of proposed termination.

(9) The relief sought.

§ 56.392. Commission informal complaint procedure.

Upon the filing of an informal complaint, which shall be captioned as "(Complainant) v.
(utility)," Commission staff will immediately notify the utility; review the dispute; and, within a
reasonable period of time, issue to the utility and the complaining party an informal report with
findings and a decision. Parties may represent themselves or be represented by counsel or other
person of their choice, and may bring witnesses to_appear on their behalf. The reports will be in
writing and a summary will be sent to the parties if a party requests it or if the Commission staff
finds that a summary is necessary.

(1) Review techniques. Review will be by an appropriate means, including, but not limited to,

utility company reports, telephone calls, conferences, written statements, research, inquiry and
investigation. Procedures will be designed to insure a fair and reasonable opportunity to present

pertinent evidence and to challenge evidence submitted by the other party to the dispute, to
examine a list of witnesses who will testify and documents, records, files, account data, records

of meter tests and other material that the Commission staff will determine may be relevant to the

issues, and to question witnesses appearing on behalf of other parties. Information and

documents requested by Commission staff as part of the review process shall be provided by the

utility within 30 days of the request. If the complainant is without utility service, or in other

emergency situations as identified by Commission staff, the information requested by
Commission staff shall be provided by the utility within 5§ BUSINESS days of the request.

(2) Settlement. Prior to the issuance of an informal decision, Commission staff may facilitate
discussions between the parties in an effort to settle the dispute. If a settlement is reached,
Commission staff will confirm that all parties understand the terms of the settlement and mask

DOCUMENT the informal complaint as closed.

(3) Resolution. Commission staff resolution of informal complaints is binding upon the parties

unless formal proceedings are initiated under §§ 56.401--56.404 (relating to formal complaints).
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§ 56.393. Termination pending resolution of the dispute.

In any case alleging unauthorized use of utility service, as defined in § $6-2 56.252 (relating to
definitions), OR THE CUSTOMER’S FAILURE TO PAY UNDISPUTED BILLS AS
REQUIRED BY § 56.411 (RELATING TO DUTIES OF PARTIES; DISPUTING PARTY’S
DUTY TO PAY UNDISPUTED PORTION OF BILLS; UTILITY’S DUTY TO PAY
INTEREST WHENEVER OVERPAYMENT FOUND); a utility may terminate service after
giving proper notice in accordance with §§ 56.331--56.338, whether or not a dispute is pending.

§ 56.394. Conference procedures.

Conferences held under §§ 56.391--56.393 (relating to informal complaint FILING procedures;

Commission informal complaint procedure; and termination pending resolution of the dispute)
and this section will be informal and may be held by conference telephone call, when

appropriate. If the parties are to be present, the conferences will take place within reasonable

proximity to the situs of the complaint. The-parties-will-be-advised-that-falseinformation
intended-to-mislead a-public-servantin-performing their effieial-functionmay-be-punishable
eriminathy:

FORMAL COMPLAINTS

§ 56.401. General rule.

Except as otherwise provided in this chapter, formal complaint proceedings will proceed

according to the rules and regulations of the Commission governing complaint proceedings.

§ 56.402. Filing.

(a) A request for review of the decision of the Bureau of Consumer Services (BCS) must be

initiated in writing within 20 days of issuance.
(b) Upon receipt of a request for review of the decision of the BCS, the Secretary OF THE

COMMISSION will mail a formal complaint form to the requesting person.

{c) Within 30 days of the mailing of the formal complaint form, the party requesting review of

THE decision of the BCS shall file the completed complaint form with the Secretary.
" (d) Upon the filing of a formal complaint within the 30-day period and not thereafter except for

good cause shown, there will be an automatic stay of the informal complaint decision.
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(e) The failure to request review of the BCS decision by filing a formal complaint within the 30-

day period does not foreclose a party from filing a formal complaint at a later time except as
otherwise may be provided in 66 Pa. C.S. Part] (relating to Public Utility Code).

§ 56.403. Review from informal complaint decisions of the Bureau of Consumer Services.

(a) Assignment. Review of informal complaint decisions will be heard DE NOVO_ by an
administrative law judge or special agent.

(b) Filing and docketing. Complaints A COMPLAINT will be filed and docketed as a formal
Commission complaint, under §§ 1.31--1.38 (relating to REQUIREMENTS FOR _documentary

filings).

(c) Captions. The parties to A review will be stated in the caption as they stood upon the record

of the informal complaint proceeding. If the party requesting review is a utility, the phrase
"Complaint Appellant" will be added afier its name.

(D) HEARINGS. HEARINGS CONDUCTED BY AN ADMINISTRATIVE LAW JUDGE OR
A SPECIAL AGENT WILL BE HELD WITHIN A REASONABLE PERIOD OF TIME
AFTER THE FILING OF THE ANSWER. THE PARTIES MAY INCORPORATE PORTIONS
OF THE CONFERENCE REPORT OR INFORMAL COMPLAINT DECISION THAT THEY

SHALL AGREE UPON.

(E) FORMAL COMPLAINT DECISION. THE ADMINISTRATIVE LAW JUDGE OR
SPECIAL AGENT ASSIGNED TO THE FORMAL COMPLAINT WILL ISSUE A DECISION
WITH THE COMMISSION WITHIN A REASONABLE PERIOD OF TIME AFTER THE
RECEIPT OF THE TRANSCRIBED TESTIMONY. INCLUDED IN THE DECISION WILL
BE A DESCRIPTION OF THE MATTER, FINDINGS OF FACT, CONCLUSIONS OF LAW
AND OTHER DISCUSSION AND OPINION AS IS APPROPRIATE.

€8) (F) Commission review. The Commission will review the decision of the assigned
administrative law judge or special agent, commit it to advisory staff for further analysis, remand
it to an administrative law judge or special agent for further development of the record or issue a

final order. The burden of proof remains with the party WHO filing FILED the formal

complaing.

§ 56.404. Ability to pay proceedings.

(a) Assignments. Requests for review of decisions of the Bureau of Consumer Services (BCS)

and any other case in which the issue is solely ability to pay may be assiened to a special agent.

(b) Stay of informal complaint decision. Upon the filing of a formal complaint in a case seeking
review from the decision of the BCS, there shall be an automatic stay of payment arrangements
ordered in that decision, other than current bills not at issue. The utility may request that the

presiding officer remove the stay and order payment of amounts set forth in the informal
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complaint decision. When current bills are not at issue, the customer shall be responsible for
payment of current, undisputed bills pending issuance of a final Commission order,

(c) Hearings. The presiding officer will conduct hearings within a reasonable period after filing
of the appeal REVIEW and answer. If the presiding officer is a special agent, the special agent

w1ll have all powers of an admmlstratlve law judge. Subjeet-to-any-valid-evidentiary-objections

(1) The presiding officer will attempt to hold hearings by telephone, unless one or more parties
objeci. Hearings will be held afier the filing of an answer.

(2) The presiding officer will hear the case de novo, but may request a stipulation of the parties

as to undisputed facts.
(3) Hearings will be tape recorded and will not be transcribed, unless the parties request the use

of a stenographer or a transcription of the tape or other circumstances warranting transcription

exist. Unless objected to, parties may make their own tape recording of the proceedings, but the
only official record shall be that made by the presiding officer.

(d) Proposed findings of fact and conclusions of law or briefs. The parties shall have the
opportunity of submitting proposed findings of fact and conclusions of law or briefs to the
presiding officer. Notice of intent to submit findings of fact and conclusions of law or briefs shall
be given at the hearing and they shall be submitted within 10 days of the hearing.

(e) Initial decision. The presiding officer will render a written decision after the hearings or after
the receipt of proposed findings of fact and conclusions of law or briefs, if they are filed. The
initial decision will be in wnting and contain a brief description of the matter, findings of fact
and conclusions of law. The initial decision will be subject to the filing of exceptions under the

procedures in Chapters 1 and S (relating to rules of administrative practice and proeedures

PROCEDURE; and formal proceedings).

PAYMENT OF BILLS PENDING RESOLUTION OF DISPUTES AND
COMPLAINTS

§ 56.411. Duties of parties: disputing party's duty to pay undisputed portion of bills;

utility's duty to pay interest whenever overpayment found.

Pending resolution of a dispute, including a termination dispute, the disputing party shall be
required to pay the undisputed portion of bills, as described in this section.

(1) Pending informal complaint. Pending the outcome of an informal complaint, the disputing
party shall be obligated to pay that portion of a bill which is not honestly disputed. An amount
ultimately determined. by the parties or the Commission, to have been validly due but not paid
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may be paid with interest at the tariff rate filed under § 56.272 (relating to accrual of late

payment charges) except when interest charges have been reduced or eliminated by the parties or

the Commission to facilitate payment by the disputing party.
(2) Pending formal complaint. Prior to the hearing on a formal complaint or prior to the issuance

of a Commission order when no hearing is to be held in a formal complaint proceeding, the

customer shall be required to pay that amount which the consumer services representative

determines is not reasenably disputed.

(3) Overpayments reimbursed with interest. An amount ultimately determined to have been
overpaid by the disputing party shall be reimbursed with interest at the tariff rate filed under §
56.272.

4) Effect of offer of payment. An offer by a customer to pay all or any portion of a bill may not
be deemed a waiver of a right to reimbursement for amounts subsequently deemed, by the parties
or the Commission, to have been overpaid.

(5) Effect of acceptance of partial payment. The acceptance by a utility of a partial payment for a
bill pending final outcome of a dispute may not be deemed an accord and satisfaction or waiver

of the right of the utility to payment in full as subsequently agreed to by the parties or decided by

the Commission.

Subchapter R. RESTORATION OF SERVICE

§ 56.421. General-rule PAYMENT AND TIMING,

When service to a dwelling has been terminated, the utility shall reconnect service by-the-end-of
the-firstfull-workine-day WITHIN 24 HOURS after receiving one of the following:

(1) Full payment of an outstanding charge plus areasenable THE reconnection fee SPECIFIED
IN THE UTILITY’S TARIFF ON FILE WITH THE COMMISSION, Qutstanding charges and
the reconnection fee may be amortized over a reasonable period of time. Factors to be taken into

account include, but are not limited to:

(1) The size of the unpaid balance.

(i1) The ability of the customer to pay.

(1i1) The payment history of the customer.

(iv) The length of time over which the bill accumulated.

(2) Payment of amounts currently due according to an-informal-dispute-settlement-agreement-or
A payment agreement, plus a reasonable reconnection fee, which may be a part of the informal

disputecettlernentapreement-or payment agreement. The utility may apply the procedure in

paragraph (1), if the payment history indicates that the customer has defaulted on at least two
payment agreements, or an informal complaint decision, or a formal complaint order. FOR
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PURPOSES OF THIS SECTION, NEITHER AN AMORTIZATION OF A MAKE-UP BILL
UNDER § 56.264 (RELATING TO PREVIOUSLY UNBILLED UTILITY SERVICE) OR
§56.252 DEFINITION OF A BILLING MONTH (RELATING TO DEFINITIONS), NOR A
PAYMENT AGREEMENT THAT HAS BEEN PAID IN FULL BY THE CUSTOMER, ARE
TO BE CONSIDERED DEFAULTS. BUDGET BILLING PLANS AND AMORTIZATION
OF BUDGET PLAN RECONCILIATION AMOUNTS UNDER § 56.262(7) (RELATING TO
METER READING; ESTIMATED BILLINGS; CUSTOMER READINGS) MAY NOT BE
CONSIDERED DEFAULTS FOR THE PURPOSES OF THIS SECTION.

3) Adequate assurances that any unauthorized use or practice will cease, plus full payment of
the reasonable reconnection fee of the utility, which may be subject to a payment agreement and
compliance or adequate assurance of compliance with an applicable provision for the

establishment of credit or the posting of deposits or guarantees.
(4) Service shall be restored within 24 hours for erroneous terminations or upon receipt by the

utility of a valid medical certification. Erroneous terminations include instances when the
grounds for termination were removed by the customer paying the amount needed to avoid

termination prior to the termination of the service.

(5)_Service shall be restored within 24 hours for terminations and reconnections occurring after
November 30 and before April 1.

(6) A CUSTOMER OR APPLICANT OF A CITY NATURAL GAS DISTRIBUTION
OPERATION WHOSE HOUSEHOLD INCOME DOES NOT EXCEED 135% OF THE
FEDERAL POVERTY LEVEL SHALL BE REINSTATED UNDER THIS SECTION ONLY IF
THE CUSTOMER OR APPLICANT ENROLLS IN THE CUSTOMER ASSISTANCE
PROGRAM OF THE CITY NATURAL GAS DISTRIBUTION OPERATION. THIS
REQUIREMENT MAY NOT APPLY IF THE FINANCIAL BENEFITS TO THE CUSTOMER
OR APPLICANT ARE GREATER IF SERVED OUTSIDE OF THAT ASSISTANCE
PROGRAM.

(7) AUTILITY SHALL PROVIDE FOR AND INFORM THE APPLICANT OR CUSTOMER
- OF A LOCATION WHERE THE CUSTOMER MAY MAKE PAYMENT TO RESTORE
SERVICE. A UTILITY SHALL INFORM THE APPLICANT OR CUSTOMER THAT
CONDITIONS FOR RESTORATION OF SERVICE MAY DIFFER IF SOMEONE IN THE
HOUSEHOLD IS A VICTIM OF DOMESTIC VIOLENCE WITH A PROTECTION FROM
ABUSE ORDER OR IS SERIOUSLY ILL OR AFFECTED BY A MEDICAL CONDITION
WHICH WILL BE AGGRAVATED WITHOUT UTILITY SERVICE.

§ 56.422. Personnel available to restore service.

A utility shall have adequate personnel available between 9 a.m. and 5 p.m. on each working day
or for a commensurate period of 8 consecutive hours to restore service when required under this
chaptér, specifically §§ 56.322 and 56.421 (relating to days termination of service is prohibited;
and-generalrule PAYMENT AND TIMING).
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Subchapter S. PUBLIC INFORMATION PROCEDURES;: RECORD
MAINTENANCE

§ 56.431. Public information.

(A)_In addition to the notice requirements in this chapter, the Commission will, within 6 months
of the effective date of a change to a regulation in this chapter, prepare a summary of the rights
and responsibilities of the utility and its customers affected by the change. Summaries will be
mailed by the utility to each customer of the utility affected by the change. These summaries, as
well as a summary of the rights and responsibilities of the utility and its customers in accordance
with this chapter, must SHALL be in writing, SHALL be reproduced by the utility, SHALL be
displayed prominently, SHALL BE AVAILABLE ON THE UTILITY’S WEBSITE, IF THE
COMPANY HAS ONE and_ SHALL be avallable at all ut111tv ofﬁce locatlons open to the
general Dubhc h all-be a : H atidi

PUBLIC UTILITY SHALL INFORM NLW CUSTOMERS OF THE AVAILABILITY OF
THIS INFORMATION AND DIRECT WHERE TO LOCATE IT ON THE UTILITY’S
WEBSITE. THE UTILITY SHALL DELIVER OR MAIL A COPY UPON THE REQUEST OF
A CUSTOMER OR APPLICANT.

(B)_A utility which serves a substantial number of Spanish-speaking customers shall provide

billing information in English and in Spanish. The written information must indicate
conspicuously that it is being provided in accordance with this title and contain information
concerning, but not limited to, the following:

(1) Billing and estimated billing procedures.

(2) Methods for customer verification of billing accuracy.
(3) Explanation of operation of fueladjustment-clauses-and purchased gas adjustment clauses.

(4) Payment requirements and procedures.
(5) Security deposit and guarantee requirements.

(6) Procedures for discontinuance and reconnection of service.

(7) Dispute, informal complaint and formal complaint procedures.

8) Explanation of meter reading procedures which would enable a customer or occupant to read
their own meter.

(9) Procedure whereby customers or occupants may avoid discontinuance of service during

extended periods of absence.
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(10) Third-party notification procedures.
(11) Telephone numbers and addresses of the utility and of the nearest regional office of the

Commission where further inquirtes may be made,

(12) Definitions of terms or abbreviations used by the utility on its bills.

(13) Information indicating that additional consumer protections are MAY BE available for
victims of domestic violence, PEOPLE WITH SERIOUS ILLNESSES, AND LOW INCOME
HOUSEHOLDS.

8§ 56.432. Record maintenance.

A utility shall preserve for a minimum of 4 years written or recorded disputes and complaints,

keep the records ACCESSIBLE within this Commonwealth at an office located in the territory
served by it, and make the records available for examination by the Commission or its staff.
Information to be maintained includes the following:

(1) The payment performance of each of its customers.
2) The number of i i payment agreements made by the

utility company and a synopsis of the terms, conditions and standards upon which agreements
were made.

(3) The number of service terminations and reconnections,

(4) Communications to or from individual customers regarding interruptions, discontinuances,
terminations and reconnections of service, including the name and address of the customer, the
date and character of the dispute or complaint and the adjustment or disposal made of the matter.

Subchapter T. INFORMAL COMPLAINTS

8§ 56.441. Informal complaints.

The Commission delegates to the Bureau of Consumer Services (BCS) the primary authority to

resolve customer, applicant or occupant complaints arising under this chapter. The BCS, through

its Director and with the concurrence of the Commission, will establish appropriate internal
procedures to implement the provisions of this chapter.

(1)_Absent good cause, the BCS will handle only Chapter 56 informal complaints in which the

customer first attempted to resolve the matter with the utility.
(2) Only after the customer and the utility have failed to resolve the dispute will BCS initiate an
investigation.
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Subchapter U. GENERAL PROVISIONS

§ 56.451. Availability of normal Commission procedures.

Nothing in this chapter prevents a person or a utility from pursuing other Commission
procedures in a case not described in this chapter.

§ 56.452. Applications for modification or exception.

(a) If unreasonable hardship to a person or to a utility results from compliance with a section in
this chapter, OR A TECHNOLOGICAL ADVANCE PERMITS AN ENHANCED LEVEL OF

CUSTOMER SERVICE application may be made to the Commission for modification of the

section or for temporary exemption from its requirements. The adoption of this chapter by the
Commission will in no way preclude it from altering or amending it under the applicable
statutory procedures, nor will the adoption of this chapter preclude the Commission from
granting temporary exemptions in exceptional cases. .

(b) A person or utility that files an application under this section shall provide notice to persons
who may be affected by the modification or temporary exemption. Notice may be made by a bill
insert or in another reasonable manner.,

8§ 56.453. Inconsistent tariff provisions.

A tariff provision inconsistent with this chapter is deemed nonoperative and superseded by this
chapter.

Subchapter V. UTILITY REPORTING REQUIREMENTS

§ 56.461. Reporting requirements.

(a) Within 90 days after the end of each calendar vear, each natural gas distribution utility with
annual gas operating revenues of less than $6,000,000 per year, and EACH steam heat utility
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shall file with the Commission a report containing the following information concerning
residential accounts for the previous vear:

(1) The total number of residential customers as of the end of each month for the calendar vear.

(2) The total number of terminations for nonpayment for each month of the calendar vear,

(3) The total number of terminations for reasons other than nonpayment for each month of the
calendar year.
(4) The total number of reconnections for customer payment for each month of the calendar vear.

(5) The total number of reconnections for customer submission of medical certification for each
month of the calendar vear.

6) The total number of reconnections for reasons other than customer payment or medical

certification for each month of the calendar year.
(7) The total dollar amount of annual residential billings.

(8) The total dollar amount of annual gross residential write-offs.

(b) Publie-utilites UTILITIES shall refer to the data dictionary in Appendix D (relating to
definitions (§ 56.461)) for additional guidance as to the terms used in this section.

APPENDIX A

MEDICAL EMERGENCY NOTICE

) A (D 1 A A A NAW®

; LET US KNOW IF SOMEONE LIVING IN YOUR HOME IS
SERIOQUSLY ILL OR HAS A MEDICAL CONDITION THAT WILL BE AGGRAVATED
BY THE CESSATION OF SERVICE. WE WILL NOT SHUT OFF YOUR SERVICE during
such illness provided you:

(a) Have a LICENSED physician or nurse practitioner certify by phone or in writing that such
illness exists and that it may be aggravated if your service is stopped; and

(b) Make some equitable arrangement to pay the company your-past-due-and current bills for
service.

(c) Contact us by calling the following number:
(Utility) Phone Number:
(Utility) Address:

(D) HAVE YOUR LICENSED PHYSICIAN SEND A LETTER TO THE UTILITY WITHIN 7
DAYS VERIFYING THE MEDICAL CONDITION.
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APPENDIX B

MEDICAL EMERGENCY NOTICE

GESSA@ION—OF—SEW-IGE— LET US KNOW IF SOMEONE LIVING IN YOUR HOME 1S
SERIOUSLY ILL OR HAS A MEDICAL CONDITION THAT WILL BE AGGRAVATED BY

THE CESSATION OF SERVICE. WE WILL RESTORE YOUR [GAS OR ELECTRIC]
UTILITY SERVICE WITHIN 24 HOURS during such illness provided you:

(a) Have a LICENSED physician or nurse practitioner certify by phone or in writing that such
illness exists and that it may be aggravated if your service is not restored; and

(b) Make some cqmtab]e arrangement to pay the company your pasc-dae—aﬂé current bllls for
service PA 8

SERVICE.

(c) Contact us by calling the following number:
(Utility) Phone Number:

(Utility) Address:

(D) HAVE YOUR LICENSED PHYSICIAN SEND A LETTER TO THE UTILITY WITHIN 7
DAYS VERIFYING THE MEDICAL CONDITION.

APPENDIX C

Definitions (§ 56.231)

This data dictionary and the following definitions are to be used in relation to the reporting

requirements in § 56.231 (relating to reporting requirements).

Annual collections operating expenses--Use the definition in §8 54.72 or 62.2. "include

administrative expenses associated with termination activity, field visits, negotiating payment
arrangements, budget counseling, investigation and resolving informal and formal complaints

associated with payment arrangements, securing and maintaining deposits, tracking delinguent

accounts, collection agencies' expenses, litigation expenses other than already included, dunning

expenses and winter survey expenses.” Report the cumulative total as of the end of the reporting

period/year. Exclude customer assistance program expenses.
Annual residential billings--Report the cumulative total dollar amount in residential billings

during the reporting period/year. This includes "normal tariff billings" and "miscellaneous
billings." The latter category includes billings for late payment fees.
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Average monthly bill for the previous year for a heating customer--Report the aggregate average
monthly bill by calculating the average of the 12 monthly average bills for heating customers.

Report the average as of the end of the reporting period/year.

Average monthly bill for the previous year for a nonheating customer--Report the aggregate

average monthly bill by calculating the average of the 12 monthly average bills for nonheating

customers. Report the average as of the end of the reporting penod/vyear.

Average monthly usage for a heating customer--Report the aggregate average monthly usage by
calculating the average of the 12 monthly average usages for heating customers. Report the
average as of the end of the reporting period/year.

Average monthly usage for a nonheating customer--Report the aggregate average monthly usage
by calculating the average of the twelve monthly average usages for nonheating customers.
Report the average as of the end of the reporting period/vear.

Total dollar amount of active residential accounts in arrears and not on a payment agreement--
Report the total dollar amount as of the end of the reporting period/month. The due date should
be considered to be day zero (0) in the determination of when account is overdue. Exclude
customer assistance program recipients.

Total dollar amount of active residential accounts in arrears and on a payment agreement--
Report the total dollar amount as of the end of the reporting period/month. The due date should

be considered to be day zero (0) in the determination of when account is overdue. Exclude

customer assistance program recipients.

Total dollar amount of gross residential write-offs--Report the cumulative total dollar amount as
of the end of the reporting period/year. Do not include customer assistance program credits

(revenue shortfall) or customer assistance program arrearage forgiveness in this category.

Total dollar amount of inactive residential accounts in arrears--An account that has been

terminated or discontinued, the final bill due date has passed, and the amount owed has not yet

been written off. Report the total dollar amount as of the end of the reporting period/month. The

due date should be considered to be day zero (0) in the determination of when an account is

overdue. A terminated or final-billed account becomes inactive on the day after the final bill is
due and payable. -

Total dollar amount of net residential write-offs--Net write-offs are calculated by subtracting
recoveries from gross write-offs. Report the cumulative total dollar amount as of the end of the
reporting period/year.

Total dollar amount in security deposits on-hand--Report the dollar amount as of the end of the
reporting period/year. Exclude accrued interest.

Total dollar amount in security deposits that are requested or billed to applicants--Report the
cumulative total dollar amount as of the end of the reporting period/month.

Total dollar amount in security deposits that are requested or billed to customers--Report the
cumulative total dollar amount as of the end of the reporting period/month.

Total number of active residential accounts in arrears and not on a payment agreement--Report
the total as of the end of the reporting period/month. The due date should be considered to be day
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zero (0) in the determination of when account is overdue. Exclude customer assistance program

recipients.

Total number of active residential accounts in arrears and on a payment agreement--Report the
total as of the end of the reporting period/month. The due date should be considered to be da
zero (0) in the determination of when account is gverdue. Exclude customer assistance program
recipients.

Total number of applicants that are requested or billed a security deposit--Report the cumulative
number as of the end of the reporting period/month.

Total number of customers that are requested or billed a security deposit--Report the cumulative

number as of the end of the reporting period/month.

Total number of dwellings receiving termination notices sent to occupants other than the
customer--The grounds for termination are customer nonpayment of usage-based billings or
nonpayment of a security deposit. Use this category when the termination notice was delivered to
someone other than the customer, for example, a termination notice to a tenant because of
nonpayment of a landlord-ratepayer. This does not include copies of termination notices sent in
accordance with the third-party notification procedures in § 56.131. Report the cumulative
number as of the end of the reporting period/month. Include customer assistance program

recipients.

Total number of 48-hour termination notices posted--The grounds for termination are customer
nonpayment of usage-based billings or nonpayment of a security deposit. Report the cumulative
number as of the end of the reporting period/month. Include customer assistance program

recipients. The termination notice was posted at the customer's residence in accordance with §
56.95.

Total number of inactive residential accounts in arrears--An account that has been terminated or

discontinued, the final bill due date has passed, and the amount owed has not yet been written
off. Report the total-as of the end of the reporting period/month. The due date should be

considered to be day zero (0) in the determination of when an account is overdue. A terminated
or final-billed account becomes inactive on the day after the final bill is due and payable.

Total number of reconnections for customer submission of medical certification--Includes only

reconnections because the customer has supplied the company with a valid medical certificate as
the condition of reconnection. Report the cumulative number as of the end of the reporting
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recipients.
Total number of reconnections for full customer payment, PARTIAL PAYMENT OR PAYMENT

AGREEMENT --A reconnection is any residential account that was terminated for any reason

covered under §§ 56.81 or 56.98 and subsequently restored after the customer paid in full the

outstanding balance of the account, MADE A PARTIAL PAYMENT OR ENTERED INTO A

PAYMENT AGREEMENT regardless of whether the customer's current status is that of

applicant or customer per the definitions in § 56.2. Four criteria must be met: the reconnection is
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‘for the same customer/applicant that was terminated; the location of the reconnection is the same
location as the location of the termination; the dollars in debt that are the subject of the customer
payment and/or customer payment agreement are for the same customer/applicant while at the
same location; and the time that has passed since the final bill due date does not exceed 4 years.

Report the cumulative number as of the end of the reportin eripd/month.

Total number of reconnections for reasons other than customer payment or medical
certification--Report the cumulative number as of the end of the reporting period/month.

idehne: i - Include customer a531stance rogram recipients,

Total number of residential heating customers--Report the number as of the end of the reporting .

period/month. Report each individually billed account under a unique residential account number
and residential tariff rate (Count the number of residential bills that vou issue). Include customer

assistance program recipients.
Total number of residential nonheating customers--Report the number as of the end of the

reporting period/month. Report each individually billed account under a unique residential
account number and residential tariff rate (Count the number of residential l?ills that you issue).
Include customer assistance program recipients.

Total number of security deposits on-hand--Report the number as of the end of the ;eporting

period/year.
Total number of 10-day termination notices issued by the utility--The grounds for termination are

customer nonpayment of usage-based billings or nonpayment of a security deposit. Report the
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cumulative number as of the end of the reporting period/month. Include customer assistance
program recipients.
Total number of terminations for nonpayment--The grounds for termination are customer

nonpayment of usage-based billings or nonpayment of a security deposit. Report the cumulative

number as of the end of the reporting period/month. Include customer assistance program
recipients.

Total number of terminations for nonpayment and reasons other than nonpayment categorized
by the first three digits of each account’s postal code--The grounds for termination are customer
nonpayment of usage-based billings or nonpayment of a security deposit, failure to permit

access, unauthorized use of service, fraud, meter tampering, and safety. Report the cumulative
number as of the end of the reporting period/month. Include customer assistance program

recipients. Categorize by the first three digits of the postal code of the customer's service address.

Total number of terminations for reasons other than nonpayment--The reasons for termination
include failure to permit access, unauwthorized use of service, fraud, meter tampering, and safety.

Report the cumulative number as of the end of the reporting period/month. Include customer
assistance program recipients.
Total number of 3-day termination notices completed by personal contact in person--The

grounds for termination are customer nonpayment of usage-based billings or nonpayment of a
security deposit. Report the cumulative number as of the end of the reporting period/month.

Include customer assistance program recipients. The customer was contacted in person in
accordance with § 56.93.

Total number of 3-day termination notices completed by telephone--The grounds for termination

are customer nonpayment of usage-based billings or nonpayment of a security deposit. Report

the cumulative number as of the end of the reporting period/month. Include customer assistance
program recipients. The customer was contacted using the telephone in accordance with § 56.93.

APPENDIX D

Definitions (§ 56.461)

This data dictionary and the following definitions are to be used in relation to the reporting

requirements in § 56.461 (relating to reporting requirements).

Annual residential billings--Report the cumulative total dollar amount in residential billings
during the reporting period/year. This includes "normal tariff billings" and "miscellaneous

billings." The latter category includes billings for late payment fees.

Total dollar amount of gross residential write-offs--Report the cumulative total dollar amount as
of the end of the reporting period/year. Do not include customer assistance program credits
(revenue shortfall) or customer assistance program arrearage forgiveness in this category.
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Total number of reconnections for customer payment--A reconnection is any residential account
that was terminated for any reason covered under §§ 56.321 or 56.338 and subsequently restored
after the customer paid in full the outstanding balance of the account, or made a partial payment
or entered into a payment agreement regardless of whether the customer's current status is that of
applicant or customer per the definitions in § 56.252. Four criteria must be met: the reconnection
is for the same customer/applicant that was terminated; the location of the reconnection is the
same location as the location of the termination; the dollars in debt that are the subject of the
customer payment or customer payment agreement, or both, are for the same customer/applicant
while at the same location; and the time that has passed since the final bill due date does not
exceed 4 years. Report the cumulative number as of the end of the reporting period/month.
Include customer assistance program recipients.

Total number of reconnections for customer submission of medical certification--Includes only

reconnections because the customer has supplied the company with a valid medical certificate as

the condition of reconnection. Report the cumulative number as of the end of the reporting

period/month. Include customer assistance program recipients.

Total number of residential customers--Report the number as of the end of the reporting
period/month. Report each individually billed account under a unique residential account number
and residential tariff rate (Count the number of residential bills that you issue). Include customer
assistance program recipients.

Total number of reconnections for reasons other than customer payment or medical

certification--Report the cumulative number as of the end of the reporting period/month. Include
customer assistance program recipients.

Total number of terminations for nonpayment--The grounds for termination are customer
nonpayment of usage-based billings or nonpayment of a security deposit. Report the cumulative
number as of the end of the reporting period/month. Include customer assistance program
recipients. )

Total number of terminations for reasons other than nonpayment--The reasons for termination

include failure to permit access, unauthorized use of service, fraud, meter tampering, and safety.
Report the cumulative number as of the end of the reporting period/month. Include customer
assigtance program recipients.

APPENDIX E

FTHIRB-PARTY THIRD-PARTY NOTIFICATION

Once in a while, for one reason or another, a customer fails to pay his or her <UTILITY> bill.

Undet the Third Party THIRD-PARTY Notification program, <UTILITY> will notify you and
another person you choose to receive copies of shut-off notices. The Fhird-Rarty THIRD-

PARTY can be a trusted relative, friend, clergy member, or social service agency.
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