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PENNSYLVANIA PUBLIC UTILITY COMMISSION 
 

Formal Complaint  
 

Filing this form begins a legal proceeding and you will be a party to the case. 
If you do not wish to be a party to the case, consider filing an informal complaint. 

 
To complete this form, please type or print legibly in ink. 
 
1. Customer (Complainant) Information 
 

Provide your name, mailing address, county, telephone number(s), e-mail address and utility 
account number.  It is your responsibility to update the Commission with any changes to your 
address and to where you want documents mailed to you. 

 
Name Ross E. Schell ____________________________________________________  

 
Street/P.O. Box ____203 Knollwood Drive___________ Apt # ____________________  
 
City Harrisburg ____________ State PA _______  Zip 17109 _____________________  
 
County ___Dauphin______________________ 

 
Telephone Number(s) Where We Can Contact You During the Day:   
 
(__717___) _651-0824_ (home)            (_____) __________________ (mobile)      
       
                                                   
E-mail Address 
(optional):_rosbucs@verizon.net__________________________________________ 
 
Utility Account Number (from yourbill)_____00202761720000____________________ 
 
If your complaint involves utility service provided to a different address or in a different 
name than your mailing address, please list this information below.  

 
Name  ________________________________________________________________  

 
Street/P.O. Box ________________________________________________________  
 
City  _______________________ State  ____________ Zip  ____________________  

 
2. Name of Utility or Company (Respondent) 
 
 Provide the full name of the utility or company about which you are complaining.  The name of 

your utility or company is on your bill. 
   
 
 ___________Suez Water Of PA ________________________________ 
 

C-2016-2566323
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3. Type of Utility Service  
 

Check the box listing the type of utility service that is the subject of your complaint 
(check only one):    

□ ELECTRIC □ WASTEWATER/SEWER 

□ GAS □   TELEPHONE/TELECOMMUNICATIONS (local, long distance)  

X WATER □ MOTOR CARRIER (e.g. taxi, moving company, limousine) 

□ STEAM HEAT   
 

 
4. Reason for Complaint 
 

What kind of problem are you having with the utility or company?  Check all boxes below 
that apply and state the reason for your complaint.    Explain specifically what you believe the 
utility or company has done wrong.  Provide relevant details including dates, times and places 
and any other information that may be important.  If the complaint is about billing, tell us the 
amount you believe is not correct.  Use additional paper if you need more space.  Your 
complaint may be dismissed without a hearing if you do not provide specific 
information. 

 □ The utility is threatening to shut off my service or has already shut off my service.   

 
 
 

 □ I would like a payment agreement. 

 
 
 

□ Incorrect charges are on my bill.  Provide dates that are important and an explanation 

about any amounts or charges that you believe are not correct.  Attach a copy of the 
bill(s) in question if you have it/them. 

 
 
 

X I am having a reliability, safety or quality problem with my utility service.  Explain the 

problem, including dates, times or places and any other relevant details that may be 
important.   See corresponding sheets  

 
 
 

 X Other (explain). Bad service dirt in water. See corresponding pictures  
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Note:  If your complaint is only about removing or modifying a municipal lien filed by 
the City of Philadelphia, the Public Utility Commission (PUC) cannot address it.  Only 
local courts in Philadelphia County can address this type of complaint.  The PUC can 
address a complaint about service or incorrect billing even if that amount is subject to a 
lien. 
 
In addition, the PUC generally does not handle complaints about cell phone or Internet 
service, but may be able to resolve a dispute regarding voice communications over the 
Internet (including the inability to make voice 911/E911 emergency calls) or concerns 
about high-speed access to Internet service. 
 

5. Requested Relief 
 

How do you want your complaint to be resolved?  Explain what you want the PUC to order 
the utility or company to do.  Use additional paper if you need more space.   
 
 
17 years of bill pay back due to violations if the law resulting in paying bills for good 
service only to receive bad service 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Note: The PUC can decide that a customer was not billed correctly and can order billing 
refunds.  The PUC can also fine a utility or company for not following rules and can 
order a utility or company to correct a problem with your service.  Under state law, the 
PUC cannot decide whether a utility or company should pay customers for loss or 
damages.  Damage claims may be sought in an appropriate civil court.    
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6. Protection From Abuse (PFA) 
 

Has a court granted a “Protection From Abuse” order that is currently in effect for your 
personal safety or welfare?  The PUC needs this information to properly process your 
complaint so that your identity is not made public.   
 
Note:  You must answer this question if your complaint is against a natural gas 
distribution utility, an electric distribution utility or a water distribution utility AND your 
complaint is about a problem involving billing, a request to receive service, a security 
deposit request, termination of service or a request for a payment agreement.  

 
Has a court granted a “Protection From Abuse” order for your personal safety or welfare? 

   YES  □ 

   NO  X 
  

If your answer to the above question is “yes,” attach a copy of the current Protection From 
Abuse order to this Formal Complaint form.   

  
7. Prior Utility Contact  

 
a. Is this an appeal from a decision of the PUC’s Bureau of Consumer Services (BCS)?  
 

   YES  □ 

   NO   X   

 
Note: If you answered yes, move to Section 8. No further contact with the utility or 
company is required.  If you answered no, answer the question in Section 7 b. and 
answer the question in Section 7 c. if relevant. 
 
b. If this is not an appeal from a BCS decision, have you spoken to a utility or company 

representative about this complaint?  
    

   YES  X 

   NO  □   

 
 
Note: You must contact the utility first if (1) you are a residential customer, (2) your 
complaint is against a natural gas distribution utility, an electric distribution utility or a 
water utility AND (3) your complaint is about a billing problem, a service problem, a 
termination of service problem, or a request for a payment agreement.   
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c. If you tried to speak to a utility company representative about your complaint but 
were not able to do so, please explain why. 
 
Yes they say I am Lying about my water. Or the pipe in my house is broken.  
 

 
 
 
 
 

 
Note:  Even if you are not required to contact the utility or company, you should always 
try to speak to a utility or company representative about your problem before you file a 
Formal Complaint with the PUC.   

 
8. Legal Representation 
 

If you are filing a Formal Complaint as an individual on your own behalf, you are not 
required to have a lawyer.  You may represent yourself at the hearing.  
 

  

If you are already represented by a lawyer in this matter, provide your lawyer’s name, 
address, telephone number, and e-mail address, if known.  Please make sure your lawyer is 
aware of your complaint.  If represented by a lawyer, both you and your lawyer must be 
present at your hearing. 
 
 
Lawyer’s Name  ________________________________________________________  

 
Street/P.O. Box _________________________________________________________ 
 
City ________________________  State ____________  Zip _____________________  

 
Area Code/Phone Number  ________________________________________________ 
 
E-mail Address (if known) _________________________________________________ 

 
 
 

Note: Corporations, associations, partnerships, limited liability companies and political 
subdivisions are required to have a lawyer represent them at a hearing and to file any 
motions, answers, briefs or other legal pleadings.  
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9. Verification and Signature 
 

You must sign your complaint.  Individuals filing a Formal Complaint must print or type their 
name on the line provided in the verification paragraph below and must sign and date this 
form in ink.  If you do not sign the Formal Complaint, the PUC will not accept it.  
 
Verification:  
 

I _Ross E. Schell_________________________, hereby state that the facts above 
set forth are true and correct (or are true and correct to the best of my knowledge, 
information and belief) and that I expect to be able to prove the same at a hearing held 
in this matter. I understand that the statements herein are made subject to the penalties 
of 18 Pa. C.S. § 4904 (relating to unsworn falsification to authorities). 
 
 
___________________________________________   ____09/13/2016__________________ 
(Signature of Complainant)          (Date) 

 

___________________________________________ 
Title of authorized employee or officer (only applicable to corporations, associations, 
partnerships, limited liability companies or political subdivisions) 
 
Note: If the Complainant is a corporation, association, partnership, limited liability 
company or political subdivision, the verification must be signed by an authorized 
officer or authorized employee.  If the Formal Complaint is not signed by one of these 
individuals, the PUC will not accept it.   

 
10. Two Ways to File Your Formal Complaint 
 

Electronically.  You must create an account on the PUC’s eFiling system, which may be 
accessed at http://www.puc.pa.gov/efiling/default.aspx. 
 
Note:  If you are appealing your Bureau of Consumer Services (BCS) decision, you must 
file your formal complaint by mail. 
 
Mail.  Mail the completed form with your original signature and any attachments, by 
certified mail, first cIass mail, or overnight delivery to this address: 
 

Secretary 
Pennsylvania Public Utility Commission 

400 North Street 
Harrisburg, Pennsylvania  17120 

  

Note: Formal Complaints sent by fax or e-mail will not be accepted.  
 

If you have any questions about filling out this form, please contact the Secretary’s 
Bureau at 717-772-7777.  

 

Keep a copy of your Formal Complaint for your records. 

http://www.puc.pa.gov/efiling/default.aspx
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CHAPTER 15 

SERVICE AND FACILITIES 

  

Subchapter 

A.  General Provisions 

B.  Discontinuance of Service to Leased Premises 

  

Enactment.  Chapter 15 was added July 1, 1978, P.L.598, No.116, 

effective in 60 days.  

  

  

SUBCHAPTER A 

GENERAL PROVISIONS 

  

Sec. 

1501.  Character of service and facilities. 

1501.1. Certain utilities prohibited from using foreign coal. 

1502.  Discrimination in service. 

1503.  Discontinuance of service. 

1504.  Standards of service and facilities. 

1505.  Proper service and facilities established on complaint; authority to order 

conservation and load management programs.  

1506.  Copies of service contracts, etc., to be filed with commission. 

1507.  Testing of appliances for measurement of service. 

1508.  Reports of accidents. 

1509.  Billing procedures. 

1510.  Ownership and maintenance of natural and artificial gas service lines. 

1511.  Electricity supplied to certain organizations. 

  

Subchapter Heading.  The heading of Subchapter A was added November 26, 

1978, P.L.1245, No.297, effective in 60 days.  

§ 1501.  Character of service and facilities. 

Every public utility shall furnish and maintain adequate, efficient, 

safe, and reasonable service and facilities, and shall make all such 

repairs, changes, alterations, substitutions, extensions, and improvements 

in or to such service and facilities as shall be necessary or proper for 

the accommodation, convenience, and safety of its patrons, employees, and 

the public. Such service also shall be reasonably continuous and without 

unreasonable interruptions or delay. Such service and facilities shall be 

in conformity with the regulations and orders of the commission. Subject 

to the provisions of this part and the regulations or orders of the 

commission, every public utility may have reasonable rules and regulations 

governing the conditions under which it shall be required to render 

service. Any public utility service being furnished or rendered by a 

municipal corporation beyond its corporate limits shall be subject to 

regulation and control by the commission as to service and extensions, 

with the same force and in like manner as if such service were rendered by 

a public utility. The commission shall have sole and exclusive 
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jurisdiction to promulgate rules and regulations for the allocation of 

natural or artificial gas supply by a public utility.  

  

Cross References.  Section 1501 is referred to in sections 102, 1353, 

2205, 2207, 2807 of this title. 

 

 

§ 1504.  Standards of service and facilities.  

The commission may, after reasonable notice and hearing, upon its own 

motion or upon complaint: 

(1)  Prescribe as to service and facilities, including the crossing of 

facilities, just and reasonable standards, classifications, regulations 

and practices to be furnished, imposed, observed and followed by any or 

all public utilities. 

(2)  Prescribe adequate and reasonable standards for the measurement 

of quantity, quality, pressure, initial voltage or other condition 

pertaining to the supply of the service of any and all public utilities. 

(3)  Prescribe reasonable regulations for the examination and testing 

of such service, and for the measurement thereof. 

(4)  Prescribe or approve reasonable rules, regulations, 

specifications and standards to secure the accuracy of all meters and 

appliances for measurement. 

(5)  Provide for the examination and testing of any and all appliances 

used for the measurement of any service of any public utility. 

 

§ 1505.  Proper service and facilities established on complaint; authority to order 

conservation and load management programs.  

(a)  General rule.--Whenever the commission, after reasonable notice 

and hearing, upon its own motion or upon complaint, finds that the service 

or facilities of any public utility are unreasonable, unsafe, inadequate, 

insufficient, or unreasonably discriminatory, or otherwise in violation of 

this part, the commission shall determine and prescribe, by regulation or 

order, the reasonable, safe, adequate, sufficient, service or facilities 

to be observed, furnished, enforced, or employed, including all such 

repairs, changes, alterations, extensions, substitutions, or improvements 

in facilities as shall be reasonably necessary and proper for the safety, 

accommodation, and convenience of the public. 

(b)  Authority to order conservation and load management.--In 

determining or prescribing safe, adequate and sufficient services and 

facilities of a public utility, the commission may order the utility to 

establish a conservation or load management program that the commission 

determines to be prudent and cost-effective. 

(July 10, 1986, P.L.1238, No.114, eff. imd.) 

  

Cross References.  Section 1505 is referred to in section 102 of this 

title. 

§  

1507.  Testing of appliances for measurement of service.  
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Every public utility, furnishing service upon meter or other similar 

measurement, shall provide, and keep in and upon the premises of such 

public utility, suitable and proper apparatus, to be approved from time to 

time and stamped or marked by the commission, for testing and proving the 

accuracy of meters furnished by such public utility for use; and by which 

apparatus every meter may be tested, upon the written request of the 

consumer to whom the same shall be furnished, and in the presence of the 

consumer, if he shall so desire. If the meter so tested shall be found to 

be accurate, within such commercially reasonable limits as the commission 

may fix for such meters, a reasonable fee, to be fixed by the commission, 

sufficient to cover the cost of such test, shall be paid by the consumer 

requiring such test; but, if not so found, then the cost thereof shall be 

borne by the public utility furnishing the meter. 

 

CHAPTER 33 

VIOLATIONS AND PENALTIES 

  

Sec. 

3301.  Civil penalties for violations. 

3302.  Criminal penalties for violations. 

3303.  Nonliability for enforcement of lawful tariffs and rates. 

3304.  Unlawful issuance and assumption of securities. 

3305.  Misapplication of proceeds of securities. 

3306.  Execution of unlawful contracts. 

3307.  Refusal to obey subpoena and testify. 

3308.  Concealment of witnesses and records. 

3309.  Liability for damages occasioned by unlawful acts. 

3310.  Unauthorized operation by carriers and brokers. 

3311.  Bribery. 

3312.  Evasion of motor carrier and broker regulations. 

3313.  Excessive price on resale. 

3314.  Limitation of actions and cumulation of remedies. 

3315.  Disposition of fines and penalties. 

3316.  Protection of public utility employees. 

  

Enactment.  Chapter 33 was added July 1, 1978, P.L.598, No.116, 

effective in 60 days.  

Cross References.  Chapter 33 is referred to in section 3015 of this 

title.  

§ 3301.  Civil penalties for violations. 

(a)  General rule.--If any public utility, or any other person or 

corporation subject to this part, shall violate any of the provisions of 

this part, or shall do any matter or thing herein prohibited; or shall 

fail, omit, neglect, or refuse to perform any duty enjoined upon it by 

this part; or shall fail, omit, neglect or refuse to obey, observe, and 

comply with any regulation or final direction, requirement, determination 

or order made by the commission, or any order of the commission 

prescribing temporary rates in any rate proceeding, or to comply with any 

final judgment, order or decree made by any court, such public utility, 

person or corporation for such violation, omission, failure, neglect, or 

refusal, shall forfeit and pay to the Commonwealth a sum not exceeding 
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$1,000, to be recovered by an action of assumpsit instituted in the name 

of the Commonwealth. In construing and enforcing the provisions of this 

section, the violation, omission, failure, neglect, or refusal of any 

officer, agent, or employee acting for, or employed by, any such public 

utility, person or corporation shall, in every case be deemed to be the 

violation, omission, failure, neglect, or refusal of such public utility, 

person or corporation.  

(b)  Continuing offenses.--Each and every day's continuance in the 

violation of any regulation or final direction, requirement, 

determination, or order of the commission, or of any order of the 

commission prescribing temporary rates in any rate proceeding, or of any 

final judgment, order or decree made by any court, shall be a separate and 

distinct offense. If any interlocutory order of supersedeas, or a 

preliminary injunction be granted, no penalties shall be incurred or 

collected for or on account of any act, matter, or thing done in violation 

of such final direction, requirement, determination, order, or decree, so 

superseded or enjoined for the period of time such order of supersedeas or 

injunction is in force.  

(c)  Gas pipeline safety violations.--Any person or corporation, 

defined as a public utility in this part, who violates any provisions of 

this part governing the safety of pipeline or conduit facilities in the 

transportation of natural gas, flammable gas, or gas which is toxic or 

corrosive, or of any regulation or order issued thereunder, shall be 

subject to a civil penalty of not to exceed $200,000 for each violation 

for each day that the violation persists, except that the maximum civil 

penalty shall not exceed $2,000,000 for any related series of violations, 

or subject to a penalty provided under Federal pipeline safety laws, 

whichever is greater.  

(d)  Deduction from sums owing by Commonwealth.--The amount of the 

penalty, when finally determined, may be deducted from any sums owing by 

the Commonwealth to the person or corporation charged or may be recovered 

in a civil action.  

(Apr. 16, 1992, P.L.149, No.27, eff. 60 days; Feb. 14, 2012, P.L.72, 

No.11, eff. 60 days)  

  

2012 Amendment.  Act 11 amended subsec. (c).  

Cross References.  Section 3301 is referred to in section 3309 of this 

title. 

 

315.  Burden of proof.  

(a)  Reasonableness of rates.--In any proceeding upon the motion of the 

commission, involving any proposed or existing rate of any public utility, 

or in any proceedings upon complaint involving any proposed increase in 

rates, the burden of proof to show that the rate involved is just and 

reasonable shall be upon the public utility. The commission shall give to 

the hearing and decision of any such proceeding preference over all other 

proceedings, and decide the same as speedily as possible. 

(b)  Compliance with commission determinations and orders.--In any case 

involving any alleged violation by a public utility, contract carrier by 

motor vehicle, or broker of any lawful determination or order of the 

commission, the burden of proof shall be upon the public utility, contract 
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carrier by motor vehicle, or broker complained against, to show that the 

determination or order of the commission has been complied with. 

(c)  Adequacy of services and facilities.--In any proceeding upon the 

motion of the commission, involving the service or facilities of any 

public utility, the burden of proof to show that the service and 

facilities involved are adequate, efficient, safe, and reasonable shall be 

upon the public utility. 

(d)  Justification of accounting entries.--The burden of proof to 

justify every accounting entry questioned by the commission shall be upon 

the public utility making, authorizing, or requiring such entry, and the 

commission may suspend any charge or credit pending submission of such 

proof by such public utility. 

(e)  Use of future test year.--In discharging its burden of proof the 

utility may utilize a future test year or a fully projected future test 

year, which shall be the 12-month period beginning with the first month 

that the new rates will be placed in effect after application of the full 

suspension period permitted under section 1308(d) (relating to voluntary 

changes in rates). The commission shall promptly adopt rules and 

regulations regarding the information and data to be submitted when and if 

a future test period or a fully projected future test year is to be 

utilized. Whenever a utility utilizes a future test year or a fully 

projected future test year in any rate proceeding and such future test 

year or a fully projected test year forms a substantive basis for the 

final rate determination of the commission, the utility shall provide, as 

specified by the commission in its final order, appropriate data 

evidencing the accuracy of the estimates contained in the future test year 

or a fully projected future test year, and the commission may after 

reasonable notice and hearing, in its discretion, adjust the utility's 

rates on the basis of such data. Notwithstanding section 1315 (relating to 

limitation on consideration of certain costs for electric utilities), the 

commission may permit facilities which are projected to be in service 

during the fully projected future test year to be included in the rate 

base. 

(Feb. 14, 2012, P.L.72, No.11, eff. 60 days) 

  

2012 Amendment.  Act 11 amended subsec. (e). 

Cross References.  Section 315 is referred to in section 332 of this 

title. 

 

 

 
 

 315. Burden of proof.  

(a) Reasonableness of rates.--In any proceeding upon the motion of the 

commission, involving any proposed or existing rate of any public utility, or 

in any proceedings upon complaint involving any proposed increase in rates, 

the burden of proof to show that the rate involved is just and reasonable 

shall be upon the public utility. The commission shall give to the hearing and 

decision of any such proceeding preference over all other proceedings, and 

decide the same as speedily as possible.  
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(b) Compliance with commission determinations and orders.--In any case 

involving any alleged violation by a public utility, contract carrier by motor 

vehicle, or broker of any lawful determination or order of the commission, the 

burden of proof shall be upon the public utility, contract carrier by motor 

vehicle, or broker complained against, to show that the determination or order 

of the commission has been complied with.  

(c) Adequacy of services and facilities.--In any proceeding upon the motion of 

the commission, involving the service or facilities of any public utility, the 

burden of proof to show that the service and facilities involved are adequate, 

efficient, safe, and reasonable shall be upon the public utility.  

(d) Justification of accounting entries.--The burden of proof to justify every 

accounting entry questioned by the commission shall be upon the public utility 

making, authorizing, or requiring such entry, and the commission may suspend 

any charge or credit pending submission of such proof by such public utility.  

(e) Use of future test year.--In discharging its burden of proof the utility may utilize a future test 
year or a fully projected future test year, which shall be the 12-month period beginning with the first 

month that the new rates will be placed in effect after application of the full suspension period 
permitted under section 1308(d) (relating to voluntary changes in rates). The commission shall 

promptly adopt rules and regulations regarding the information and data to be submitted when and 
if a future test period or a fully projected future test year is to be utilized. Whenever a utility utilizes 
a future test year or a fully projected future test year in any rate proceeding and such future test 
year or a fully projected test year forms a substantive basis for the final rate determination of the 
commission, the utility shall provide, as specified by the commission in its final order, appropriate 
data evidencing the accuracy of the estimates contained in the future test year or a fully projected 

future test year, and the commission may after reasonable notice and hearing, in its discretion, 
adjust the utility's rates on the basis of such 
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