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COMMUNWEALTH OF PENN.

PENNSYLVANIA PUBLIC UTIL.
P.0. BOX 3265, HARRISBUR

August 30, 1996

Re: Changes In The Bureau Of Consumer Services Procedures For Processing
Payment Arrangement Requests Filed By Residential Consumers

Effective Monday, September 9, 1996, the Bureau of Consumer Services (BCS)
will make substantial changes to how residential payment arrangement requests (PARs)
are processed. Many of these changes require the cooperation of our client utility
companies who provide responses to the PARs handled by the Residential Termination
Unit (RTU) of BCS. It is our firm belief that the changes are in the best interest of the
industry and consumers.

BCS has experienced a dramatic increase in consumer requests for all of the
services provided by the bureau. Witha relatively stable employee level, BCS has
continuously reengineered internal processes to allow the processing of larger numbers of
consumer complaints with existing resources. During the past quarter, BCS identified its
PAR process for review and possible reengineering. This particular section of BCS has
experienced the greatest increase in demand for our services. After areview of the
current processes by a group composed of a cross section of BCS staff and input from the
affected industries, it was determined that there were processes that were redundant and
unnecessary.

Enclosed is information that covers the specific changes that will occur and what
companies are requested to do, in order to allow BCS to make the necessary changes.
Included with the material enclosed are BCS’ internal procedures to implement the
modifications. Please remember these are internal procedures and are not rules or
regulations and, therefore, cannot be cited or used as if they are legal documents. BCS
implements rules, regulations and Commission policy direction through operational
policies and procedures. In addition, also remember that BCS’ interviewers and
investigators have the discretion to deviate from a procedure or policy when they believe
that the circumstances warrant a different result.
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The Bureau believes that the changes covered by the enclosures will allow BCS to
increase productivity. These changes also decrease the amount of information the utilities
must provide to BCS and will result in the bureau providing the utilities and consumers
with a quicker response. This faster response will help utilities contain cost related to
delinquencies.

In developing the changes addressed in the enclosed material, BCS received
invaluable advice from Duquesne Light, Peoples Natural Gas and PP&L. Please contact
Dave Lewis at 717-783-5187 if you have any questions concerning the changes detailed
in the enclosures.

Sincerely,

Mitchell A. Miller, Director
Bureau of Consumer Services

Enclosures

cc:  Pennsylvania Electric Association
Pennsylvania Gas Association
Pennsylvania Water Association
Joseph W. Farrell, Deputy Executive Director
David Lewis (BCS)
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Instructions for Processing Residential Payment Arrangement
Requests and Rational for Changes

1. The company will continue to handle all residential payment arrangement
requests (PARs) consistent with Title 52 § 56.97, Title 52 Chapter 56
Subchapter F and all other relevant provisions of Title 52.

2. When BCS receives a contact from a resi i u

rr the contact is screened consistent with BCS’ internal
procedures (Attachment A). If a complaint is taken it will be classified as
either a “straight,” “repeater,” “off” (service off 60 days or less) or “PAR with
a dispute.” The appropriate-designation will be noted in the documentation of
the opening information {ransmitted to the company. Attachments B, C, D
and E are examples of how the opening information will be documented to
distinguish how BCS classified the complaint. This designation will dictate the
way the company should respond to RTU. By segregating the complaints we
are able to tailor the company response to limit the amount of information the
company provides, allowing BCS to further expedite our complaint handling
process and increase our productivity.

3, The utility information necessary to respond to each type of case (see 2. above)
is as follows:

o “Straight” PARs - Two separate reports are required. Attachment Fis
the abbreviated report that is to be sent to BCS. This report is to be
submitted to the Investigator assigned to the PAR case. It is preferred that
the “Abbreviated Report to RTU” be faxed. To the extent possible,
companies are encouraged to send multiple cases on one page. If you find it
necessary to use more than one page please make sure that the pages are
attached to prevent the separation of the documents. Attachment F allows
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for six individual reports on each sheet. Do not send an abbreviated report
that has information intended for more than one Investigator. If you do not
have enough cases to fill a page send the report with blank areas. BCS has
already changed its case assignment policy to have Investigators assigned
by company to facilitate the ability of companies to provide multiple case
responses on one sheet. The only information that is mandatory for each
case is the BCS #, ratepayer name, balance, due date and budget (or
approved equivalent such as Peoples’ OPA). All other information is
optional unless the information provided by BCS originally is incorrect.
For example, the information provided by BCS has an incorrect account
number. The company should provide the correct account number. The
“other info.” area is to be used to provide BCS with the number of adults
and children living at the location and gross income if the information is
missing on the case faxed to the company. Attachment G is a revised
company report to RTU. This report has been reduced to one page. In the
case of “straight” PARs this report is to be mailed (it is important to BCS’
work flow that these reports be mailed and pot faxed) to BCS attention of
Sara Hinton. “Straight” PARs constitute over 70% of the work load in the
RTU. The process described above is intended to maximize BCS’ ability to
process residential PARs. These changes also will decrease the amount of
paper a utility is requested to provide BCS. With the decrease in paper and
an anticipated increase in capacity, utilities receive a corresponding benefit.

s “Repeater” PAR - Send the revised one page “Company Report to
RTU” (Attachment G) directly to the Investigator assigned to the case. You
are not to use the abbreviated company report (Attachment F) when
responding to a “repeater” case. The company report may be mailed or
faxed to the Investigator. By reducing the amount of information the
company is to provide, the new one page report reduces the amount of staff
time to complete each report, decreases the number of faxed documents and
decreases other associated cost to companies and Commission. This change
also reduces the amount of information that must be reviewed by the
Investigator and the related paper work (i.e., photocopying and filing).

» “Off” PARs (service off 60 days or less) - BCS has found that off
accounts are most efficiently handled when the company gives the assigned
Investigator an expedited verbal report (within five working days), followed
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by a written report. The written report that is subsequently provided is the
same as for “repeater” PARs described abave (Attachment G is the form to
be used). The benefits of this change to the industry and BCS are the same
as in “repeater” PARs.

o “PARs with dispute” - The receipt of a termination notice has the effect
of causing a number of consumers to complain about some aspect of their
dealings with the company. BCS takes great care to screen these cases in an
attempt not to engage in unnecessary activity when the complaint is nothing
fmore than a reaction to the company threat to terminate. For that reason,
BCS created a position in RTU that handles many of the complaints filed in
reaction to a termination notice. An example of some of those complaints
are all my bills are too high, the company did not credit my account for all
of my payments, and denial of responsibility for the money owed. By
segregating these complaints, they do not slow down the processing of the
“straight,” “repeater,” and “off’ PARs. When responding to this type of
complaint, the company roust at a minimum provide the Investigator
assigned to the case with the new one page “Company Report to RTU”
(Attachment G). In addition, the company must provide all other pertinent
information necessary to make a decision as to the merits of the complaint.
At the bottom of the new one page report there is direction to “Attach
dispute information if applicable.” An example of a situation where
additional information usually is not necessary, is a claim that the customer
paid an amount of money two months ago but the company did not credit
their account. Listing the last six payments will cover this particular
complaint, However, if the claim is about a missing payment from a year
ago it may be necessary to attach additional information. Another very
common complaint associated with receipt of a termination notice is the
olaim “my bill is too high.” BCS Interviewers question the consumer for
specific information and attempt to educate the consumer about normal
usage. Frequently the consumer will back away from the claim. In those
cases, we process the PAR consistent with (Attachment A). When the
consumer continues to make only vague claims without specifics (i.e. a
specific bill or define group of bills that appear to be out of line with
history) the complaint is processed and assigned to an Investigator in RTU.
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4. Closing and issuing PAR decisions by RTU - Effective with the
implementation of the changes covered herein, BCS will be changing its
method of issuing decisions for “straight” PARs. We will no longer send a
complete text of the informal decision. Decisions on “straight” PARs are
nothing more than how the arrears is to be repaid. This information is part of
BCS’ computer case record (see Attachment H Page 16 and Attachment H
Page 17). Instead of giving the company a copy of the document sent to the
consumer, we will give the company a copy of the BCS case screen that has the
terms of the decision. We will continue to mail decisions to the companies in
bulk at least once 2 week. Along with each mailing we will include the rights
of the company to appeal.
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Atiachment A
Page §

BCS Interview Procedure for
Informal Payment Arrangement Complaints for
Electric, Gas, Water, Sewer and Steam Heat

The purpose of this procedure is to establish a written guideline for the interviewing
of consumers who contact BCS requesting assistance in making payment
arrangements with their electric, gas, water, sewer and steam heat utility company.

Step 1 - Greeting
All calls are greeted by saying your first name followed by an offer to help. For
example: Dave speaking, how can [ help you?

If the consumer requests a last name, it is required that all BCS employees give their
last pame unless they have good reason to believe that they could be in personal
danger. In that case. the employee is to inform their supervisor of the situation as
soon as practical and their reason for having concern about their safety. By

following this rule, the supervisor will be aware of the situation if questioned by
someone else in the Bureau or outside the Bureau, and they can consider if further

action is necessary.

Step 2 - Preliminary Interview
o Determine if the caller has reached the correct office for their problem. If the
caller's problem is unrelated to the PUC, attempt to make an appropriate
referral.

o Determine if the caller has called the company about the current problem. If
not, attempt to get the customer to call the company. Do not make it easy to
avoid this obligation unless it is the day before or day of termination. If the
caller refuses to call the company, document that fact in the intake
information on the CS04.

o Determine if the caller has a current active informal or formal case or has had
a recent informal decision or formal decision by checking the CS34(CSS) for
informal complaints or the CUPC (PUC Case Management System) for
formals.

» If they have an active informal or formal complaint and have a new
termination notice, do the following:
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Page 6

¢ Active Informal: If the notice is for a current bill(s) reiterate what the
consumer was told at the time of their initial contact concerning payment of
current bills. Tell the customer you will add the information to the case
record but that the company can terminate their service if they do not pay the
amount owed for billings since the informal complaint was filed.

» Active Formal: If the notice is for a current bill(s) remind the consumer that
all the correspondence they received from the Commission informed them of
their continuing obligation to pay current bills while their case is pending.
BCS cannot help with the problem because the matter is in the formal process
which is outside our authority. If the consumer continues to press for an
option tell them the only recourse is to file an amended formal complaint.

o In either of the above two instances if the consumer claims that the notice is
for amounts that are under dispute, refer the consumer to the investigator
assigned to the case or to the question investigator if there is an active formal.

Before transferring the call, document the CS08 screen for the most recent
case as to the information you obtained from the consumer so the investigator
has the information to help resolve the problem.

If the caller has had a previous informal decision or formal decision, do the
following:

» Prior Informal Decision; If an informal decision was issued or the case was
closed less than 120 days, as a rule, we will not open another case. Do not
tell the caller the reason we would not open a case was because they are
calling within 120 days. The reason is because we have already issued a
decision. They had the option of appealing the decision. Their failure to
appeal or abide by the decision is the reason for not taking another case.
Attachment A provides guidance to Interviewers and Investigators in deciding
whether or not to open a new informal complaint. If an investigator or
supervisor directs that a new case be opened, document the CS08 screen with
the name of the person who authorized the opening of a new case.

¢ Prior Formal Decision: If there has been a formal order issued within six (6)
months of the current call and it is for the same utility and problem, tell the
customer that BCS does not have the authority to change a Commission
order. If the consumer pushes for some alternative, first point out that when
the Commission issued its order they were informed of their right to appeal to
Commonwealth Court. However, the time for appeal has passed and the only
other option is to petition for reconsideration. If they want, we will send
information by mail on how to petition for reconsideration, Make sure they

6
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know that a petition for reconsideration does not stop the company from
terminating for nonpayment.

If the Commission order is over six (6) mouths old and is about the same
issue for the same utility, determine if the circumstances appear o have
changed. Tf they have not, follow the instructions above for within six (6)
months. If in your best judgement there appears to be a change in
circumstance, open an informal case. The investigator will make the final
decision as to whether a new informal decision will be issued.

» Determine if the caller is the ratepayer of record. If not, make sure that they
affirmatively state that they have the authority to act on behalf of the ratepayer of
record. If the person making the request is not the customer of record but states
they have the legal authority to act on behalf of the ratepayer (i.e. power of
attorney, legal guardian etc.), document the information on the CS08 and
recommend to the person that they should consider having themselves recorded
as either a third party designee or joint customer of record for the account. Also,
explain that as a result of opening a case at their request we record that they
were the person who made the request to have an informal complaint opened.
This information may be used in the future to determine responsibility for the
account. When a complaint is filed by a third party the investigator will issue a
decision that informs the third party that information such as acting on behalf of
the customer may be used in the future if liability for the account becomes a
dispute. If the person calling cannot cither give a legal reason for acting on
behalf of the ratepayer or objects to the recording of their identity as the caller
then tell them that you will not open a case at their request and that they must
have the ratepayer of record file the complaint.

Step 3 - Completion of the Intake Information

Complete the CS02 screen, making sure to double check all spelling and that all
pertinent information is completed. Refer to the Interviewer performance standards
for information on acceptable performance.

After successful completion of the CS02 for a payment arrangement case, the
system will automatically go to the CS04 screen. Complete all requested
information on this screen except DO NOT REQUEST THE CUSTOMER TO

GIVE AN OFFER OR POSITION. If the customer attempts to give an offer or
position, explain that the decision is up to the investigator and that they must

7
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consider many factors including prior payment history, amount owed, income and
prior payment arrangements if any. In addition, it is the obligation of the

customer to pav current bills pending a decision. It must be stressed that
failure ay current bills will likely result in the company initiati

termination for failure to pay current bills while the informal complaint is
pending. Tell the customer that the stay on collection is for the arrears/amount

past due and does not extend to bills that are issued after the date of the
informal complaint. Consumers must pay all subsequent current bills. After

completion of the CS04 screen and after transmitting the data, the system will
automatically go to the CS4A screen.

Complete the CS4A screen. It is mandatory that the following information be
completed.

e Housing
e Food
» Utilities (excluding cable and allowing $25.00 for phone)

Do not ask for any other expenses after asking for housing, food and utilities. Ask
the caller if there is any other information that they want us to be aware of when
making a decision on how they are to repay the money they owe the company.

Prior to discontinuing the conversation, once again stress the obligation to pay
all future current bills or the company will be permitted to terminate.

Step 4 - Process the Case
Complete CS15, the coding screen. The coding screen will automatically come up
after transmitting the CS4A screen.

Transmit the coding screen. After the transmission is acknowledged, enter CS21 in
the upper left-hand area and transmit. Look for the acknowledgment at the bottom
of the screen to assure that the transaction was accepted. If the transaction was
accepted, the opening information will then be printed. If the system did not
respond that the case is being printed, check the screen. Do not leave the screen
until there is confirmation that the case was printed. The printed information will
then be faxed to the company.
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Attachment A
Page 9

Additional Guidelines for
BCS Interview Procedure for
Informal Payment Arrangement Complaints for
Electric, Gas, Water, Sewer and Steam Heat

Do not open a case even after 120 days if you are aware that any of the following
circumstances apply to the consumer. ;

s The consumer admits to not having paid anything on the prior BCS
decision.

o The prior BCS decision required an up-front payment that the consumer
did not pay. BCS usually only requires an up-front amount because the
consumer had a previous BCS decision or is considered to be a level 4
(someone who should have paid their bills).

e The consumer has made no or little attempt to pay during the winter
months (this is a clear sign that they are using the winter period to avoid
payment, therefore, showing bad faith).

¢ The consumer has had a prior formal complaint that was closed due to a
settlement between them and the company (also a clear sign of bad faith
on the consumer’s part, again appearing to use the process to avoid

payment).
o The consumer has had two BCS decisions within the last 12 months.

Please remember that there is no substitute for good judgment. If you have a
situation that you believe should be looked at again, then you are always permitted
to open a case, providing proper documentation, and allow the Investigator to make
the final decision after reviewing the information provided by the company.
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Page 10
BCS#: 0331685 PA. PUBLIC UTILITY COMMISSION OPENED ON: 08/27/96
BUREAU OF CONSUMER SERVICES PAGE 1
INVESTIGATOR: LEWIS ACCOUNT NO.: 555666777888

CO. NAME: PP&L
SERVICE CLASS(R/C): R CASE ORIGIN: TELEPHONE
PROBLEM CODE: 6 SERVICE STATUS: 4
TERMINATION DATE OR SUSPENSION: 10/04/96 PRIOR CASE Y 0222222 -
CUSTOMER NAME AND ADDRESS: INTERVIEWER: DJL
FIRST NAME: MARY J LAST NAME: LEWIS
ADDRESS: 15 PINE ROAD
¢ITY, STATE, ZIP: HARRISBURG PA 17111
CALLER OTHER THAN RATEPAYER/BUSINESS NAME:

MAILING ADDR:

TELEPHONE: (HOME)  (717-545-5555) (WORK)

MISCELLANEOUS INFORMATION:
ARREARAGE ON NOTICE: 1000

COMPANY POSITION: PAY THE BILL

CUSTOMER POSITION CASE DELETED BECAUSE THE CIRCUMSTANCES WERE FABRICATED SO
AN EXAMPLE COULD BE CREATED TO SEND TO COMPANIES AS PART
F OFFICE PROCESS CHANGES.

INCOME :

OTHER RELATED INFORMATION/DISPUTE:
kdk ko ko ok Ak kA Kk kk Kk kokkkRdkkk¥ ¥ *STRATGHT PAR**!*****&**********tt******ti*-\—**

FAMILY SIZE: ADULTS: 02 CHILDREN: 06 AGE 1,3,5,7,9
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BUREAU OF CONSUMER SERVICES PAGE 1
INVESTIGATOR: LEWIS ACCOUNT NO.: 555666777888

CO. NAME: PP&L
SERVICE CLASS(R/C): R CASE ORIGIN: TELEPHONE
PROBLEM CODE: 6 SERVICE STATUS: 4
TERMINATION DATE OR SUSPENSION: 10/04/96 PRIOR CASE Y 0222222
CUSTOMER NAME AND ADDRESS: INTERVIEWER: DJL
FIRST NAME: MARY J LAST NAME: LEWIB
ADDRESS: 15 PINE ROAD
CITY, STATE, ZIP: HARRISBURG PA 17111
CALLER OTHER THAN RATEPAYER/BUSINESS NAME:

MAILING ADDR:

TELEPHONE: (HOME)  (717-545-5555) (WORK)

MISCELLANEOUS INFORMATION:
ARREARAGE ON NOTICE: 1000

COMPANY POSITION: PAY THE BILL

CUSTOMER POSITION CASE DELETED BECAUSE THE CIRCUMSTANCES WERE FABRICATED SO
AN EXAMPLE COULD BE CREATED TO SEND TO COMPANIES AS PART O
F OFFICE PROCESS CHANGES.

INCOME:

OTHER RELATED INFORMATION/DISPUTE:

SkAAAEERAN KRk AR AA kAR K kA Xk Xk XAREPEATER PAR%H* %k x4k ko hdhk ok Ak kkdohhh hdkdddadiok

FAMILY SIZE: ADULTS: 02 CHILDREN: 06 AGE 1,3,5,7,9

11




[image: image15.png]Aug. 30,1996  6:15PM  PUC. (BCS)  Hbg, P, [T120 N&QBWMP. 16/21

tucnment D
Page 12
BCS#: 0331685 PA. PUBLIC UTILITY COMMISSION OPENED ON: 08/27/96
BUREAU OF CONSUMER SERVICES PAGE 1
INVESTIGATOR: LEWIS ACCOUNT NO.: 555666777888
CO, NAME: PP&L
SERVICE CLASS{R/C): R CASE ORIGIN: TELEPHONE

PROBLEM CODE: 6 SERVICE STATUS: 4
TERMINATION DATE OR SUSPENSION: 10/04/96 PRIOR CASE Y 0222222
CUSTOMER NAME AND ADDRESS: INTERVIEWER: DJL
FIRST NAME: MARY J LAST NAME: LEWIS

ADDRESS: 15 PINE ROAD

CITY, STATE, ZIP: HARRISBURG PA 17111

CALLER OTHER THAN RATEPAYER/BUSINESS NAME:

MAILING ADDR:

TELEPHONE: (HOME) (717-545-5555) (WORK)

MISCELLANEOUS INFORMATION:
ARREARAGE ON NOTICE: 1000

COMPANY POSITION: PAY THE BILL

CUSTOMER POSITION CASE DELETED BECAUSE THE CIRCUMSTANCES WERE FABRICATED SO
AN EXAMPLE COULD BE CREATED TO SEND TO COMPANIES AS PART O
F OFFICE PROCESS CHANGES.

INCOME:

OTHER RELATED INFORMATION/DISPUTE:
FRKERARARERREERIRIR R * R A F Ak ke kA HOFF DAR**F*kkkhdddokokokkkekkdokkdkadohst kb kdorshdks

FAMILY SIZE: ADULTS: 02 CHILDREN: 06 AGE 1,3,5,7,9

12




[image: image16.png]hug, 30,1996 6:15PM  PUC (BCS)  Hbs, Pac 17120 No. 9877 Ut

Page 13
BCS#: 0331685 PA. PUBLIC UTILITY COMMISSION OPENED ON: 08/27/96
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Attachment F
ABBREVIATED REPORT TO RTU Page 14
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Generzl Information
Customer’s Name: i BCS Investigator:
Account Number: BCS Case Number:
Service Address: Type of Account: O Residential O Landlord/Tenant

O General/Commercial/Industrial

Heating: O Yes UNo

Service: DOn O Off

Mailing Address:

Total Gross Incom

Total Account Balance:

Termination Date:

Check Source Payment Information

e

Employment: _ Disability: ___ (List last & payments & date) Amount to update
DPW: . Pension: i) 3. most recent pay-
Social Security: ___ Other: !/ 3 ment arrangement:
Unemploy. Comp.: Lif $ 3
. ! 1 3
Date Info. Obtained: /[ [/ 7/ s Budget;
/_/ $ DueDate:._/ [ _

Family Size (# of occupants):

Prior Agreements (Most recent first, attach additional sheets if necessary)
ﬁl‘ype: Level: Type: Level: Type: Level:

Date: Date: Date:

Balance: Balance: Balance:

Terms: Terms: Terms:

Beginning Date: / / Beginning Date: / / Beginning Date:  / /

Income: Income: Income:

Expense: Expense: Expense:
Final Report Information ) :

Date of last contact with customer prior to current BCS complaint:

Did the customer accurately state the company position at last contact: O Yes

ONo

What did the camnanu tell tha mictamar ot tima nflnms aamio .
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C8803101 08/30/96
PA., PUBLIC UTILITY COMMISSION
BUREAU OF CONSUMER SERVICES
CLOSING DATA

BCS CASE NUMBER: 0331685 DATE CASE OPENED: 08/27/96
CUSTOMER NAME: MARY J LEWIS
ADDRESS: 15 PINE RORD

HARRISBURG PA 17111

MAILING ADDRESS:

COMPANY NAME: PP&L ACCOUNT #: 555666777888

INCOME LEVEL : 1

TOTAL BALANCE: 1258.00 DECISION TYPE: 1NSB
OLD CASE NO. :
[X] CUSTOMER WILL PAY BEGINNING: ER 996

SEPTEMBER, 1996, BAY THE S .
PECIAL BUDGET AMMOUNT OF 150.00 (REGULAR BUDGET OF 100.00 PLUS_50.00 TO ARREARS)
X UNTIL THE ARREARAGE 1S PAID IN FULL
[X] & IN ADDITION, CUSTOMER WILL PAY CURRENT BILLS AS DUE

SEE ATTACHED DECISION
RESOLUTION:

MONEY SAVED  [N] AMOUNT :
SYSTEM CHANGE [N]

COMPLIANCE
VIOLATION (ALLEGED, ACTUAL, NO): NO
CHAP 56/64/0THER: SECTION/RULE:

DECISION ISSUED [Y] ORAL/WRITTEN: [W]
UTI/UCI: DJIL
CLOSING DATE 08/30/96
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€8803701
PA. PUBLIC UTILITY COMMISSION

BUREAU OF CONSUMER SERVICES
DECISION DATA

BCS CASE NUMBER: 0331685

CUSTOMER NAME: MARY J LEWIS
ADDRESS: 15 PINE ROAD
HARRISBURG PA 17111

DECISION TYPE: 1NSB
TOTAL ACCOUNT BALANCE: 1258.00
DATE OF ACCOUNT BALANCE: AUGUST 27,1996

NO. 2'S (OFFS)
TO HAVE SERVICE RESTORE PAY :

NO. 3‘S (REMEDS)
PO KEEP YOUR SERVICE ON PAY THIS AMOUNT :

TERMS: BEGINNING : SEPTEMBER 1996

SPECIAL BUDGET OR OPTIONAL PAYMENT AMOUNT : 150.00
REGULAR BUDGET AMOUNT : 100.00
PLUS PAYMENT TOWARD ARREARS : 50.00
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