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	COMMONWEALTH OF PENNSYLVANIA

PENNSYLVANIA PUBLIC UTILITY COMMISSION

P.O. BOX 3265, HARRISBURG, PA 17105-3265
	IN REPLY PLEASE REFER TO OUR FILE
M-2016-2534323


October 23, 2017
Tishekia E. Williams, Esq.
Counsel for Duquesne Light Company
411 Seventh Avenue, Mail Drop 15-7

Pittsburgh, PA  15219

Re:
DLC 2017-2019 USECP M-2016-2534323

Corrective Action Plan for Senior CAP Customers
Ms. Williams,

This Secretarial Letter approves the corrective action plan filed by Duquesne Light Company (Duquesne), on August 17, 2017, subject to the conditions set forth herein.

BACKGROUND

In a 2011 Settlement Agreement (filed in Pa PUC v. Duquesne, Docket No. R‑2010-2179522), Duquesne agreed to limit its customer assistance program (CAP) to customers at or below 150% of the Federal Poverty Income Guidelines (FPIG) and to stop enrolling customers into its Senior CAP.
  However, existing Senior CAP customers were allowed to remain in the Senior CAP as long as they remained income eligible.  The Public Utility Commission (Commission) approved that aspect of the settlement, and Senior CAP remained a provision in Duquesne’s USECP.

Beginning in 2014, when Duquesne switched to a new billing system, Senior CAP participants were gradually removed from the program, regardless of their grandfathered status without authority or notice to the Commission or stakeholders.  In its May 12, 2017, Universal Service and Energy Conservation Plan (USECP) compliance filing at Docket No. M-2016-2534323, Duquesne reported that it was working to identify affected customers, credit their accounts for retroactive benefits, and reenroll eligible customers into Senior CAP.   

In an Opinion and Order entered on July 20, 2017, at the above docket, the Commission directed Duquesne to file a corrective action plan for those customers who were improperly removed from Senior CAP.  The action plan was to include a detailed impact assessment, the number of customers/households impacted, the dollar value of the impacts, and a detailed plan for communication with, and reimbursement for, the affected Senior CAP households to satisfactorily resolve this issue.  The Commission invited parties to file comments on Duquesne’s corrective action plan within 30 days of its filing and instructed BCS to submit a recommendation to the Commission within 30 days thereafter.    

On August 21, 2017, Duquesne filed its corrective action plan.  On September 20, 2017, the Coalition for Affordable Utility Services and Energy Efficiency in Pennsylvania (CAUSE-PA) and the Commission’s Bureau of Investigation and Enforcement (I&E) filed comments.  

SUMMARY OF DUQUESNE’S CORRECTIVE ACTION PLAN

Duquesne explains that, historically, Senior CAP customers had been tracked and recertified for the program through a manual process.  Duquesne claims it is not entirely sure why, starting in 2014, Senior CAP customers began being removed from the program at recertification.  Duquesne has suggested that personnel changes and the implementation of its new billing system (FOCUS) might have caused the change in the way Senior CAP accounts were handled.  

Duquesne reports that 295 customers were enrolled in Senior CAP when the company implemented its FOCUS system in 2014.  Of this number, 231 remain Duquesne Light customers, and 61 are currently enrolled in CAP.  The remaining 170 were removed from Senior CAP at recertification.  

Duquesne proposes to take the following steps to address the unsanctioned removal of the 170 eligible customers from Senior CAP and ensure this will not happen again in the future:

1. All 170 customers will receive a one-time, lump sum credit based upon the amount of the CAP credits they would have received if they had been retained in Senior CAP.  The amount of the lump sum credits will range from $17 to $1,329.  Total credit amount for all 170 customers is $67,385.

2. Duquesne will send a letter to impacted customers explaining that they were removed from Senior CAP in error and will receive a one-time credit on their account (as described in #1 above).  The letter also instructs the customers to send proof of income and verify household composition to re-enroll in Senior CAP.  These 170 customers will not be re-enrolled in Senior CAP unless they provide this information.

3. Duquesne has implemented quarterly trainings for staff that administer its CAP (i.e., Community Based Organizations [CBOs] and customer service representatives) to ensure they are fully aware of program requirements and obligations.

4. Duquesne is developing a system dashboard to monitor program performance and identify accounts with exceptions like Senior CAP customers.

COMMENTS FROM PARTIES TO THIS PROCEEDING

CAUSE-PA is satisfied with Duquesne’s corrective action plan and recommends the Commission approve it.  

I&E recommends that Duquesne add interest to the lump sum credits applied to affected customer accounts, in accordance with 66 Pa. C.S. 1312(a).
  I&E reports that Duquesne is in agreement to add interest to the credits at the legal rate.
RESOLUTION
The Commission approves Duquesne’s corrective action plan, with the following modifications:  

1. Statutory interest should be added to the lump-sum credits provided to affected customers for the time spent out of Senior CAP.  

2. Duquesne shall assist the 170 elderly low-income customers to re-enroll in Senior CAP.  Simply instructing these customers to send documentation of household income and composition to a local community based organization (CBO) is not enough and is potentially confusing and/or difficult.  Duquesne is directed to call customers who do not respond affirmatively to the letter to make sure that the customers understand why they received the one-time credit, answer any questions they have, and offer to assist them in re-applying for Senior CAP.  If a customer has an ombudsman or other representative listed in Duquesne’s records, the ombudsman or representative should be contacted as well.

3. Duquesne shall seek approval of its customer notification letter from the Commission’s Bureau of Consumer Services (BCS) prior to mailing it to the 170 customers.  Duquesne shall contact Joseph Magee in BCS within five (5) business days from the date of this letter.
Questions may be directed to Joseph Magee, jmagee@pa.gov.  
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Sincerely,








Rosemary Chiavetta


Secretary

cc:  
Joseph Magee, BCS, jmagee@pa.gov

Louise Fink Smith, finksmith@pa.gov 

Parties of Record in M-2016-2534323
�  Duquesne’s Senior CAP would provide a 15% discount off the budget bill for customers age 62 and over with incomes between 151% and 200% of FPIG.


�  66 Pa. C.S. 1312(a):  


If, in any proceeding involving rates, the commission shall determine that any rate received by a public utility was unjust or unreasonable, or was in violation of any regulation or order of the commission, or was in excess of the applicable rate contained in an existing and effective tariff of such public utility, the commission shall have the power and authority to make an order requiring the public utility to refund the amount of any excess paid by any patron, in consequence of such unlawful collection, within four years prior to the date of the filing of the complaint, together with interest at the legal rate from the date of each such excessive payment.
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