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HIGHLIGHTS Highlights
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Payment Arrangement Negotiations and Guidelines

. Companies are not obligated to follow the BCS payment arrangement guidelines.
Companies are only obligated to follow (comply with) the regulations. BCS uses ~
the guidelines as part of its internal procedures for establishing payment
arrangements for customers who call the Commission. BCS also uses the
guidelines as a standard by which to evaluate the payment negotiation performance
of companies.

. BCS will no longer be issuing decisions that direct the customer to pay less than
current bills because The Commission has reversed its decision on this issue.

. In evaluating company payment negotiation performance, BCS is eliminating the
ceiling amount (i.e., Level 1 = $600, Level 2 = $800, etc.) for each income level.
In other words, a company may ask for the actual catch-up amount that a customer
is behind on a payment agreement rather than requesting a lower amount to
comply with the ceiling for that customer’s income level. Nevertheless, BCS
reminds companies that they should take prompt action on broken payment
agreements to keep catch-up amounts from escalating. The ceiling amounts will
still be a factor for restorations if no prior agreements are involved and the
restoration amount is being based on a percentage of the arrearage. In addition,
BCS investigators will continue to abide by the ceilings when they write decisions.

. When BCS evaluates a company’s payment negotiation performance on a PAR
case, BCS will look at as many prior payment arrangements as a COmpan; s to
send in its report to BCS.

. If a delinquent customer refuses to give income information to a company during a
payment negotiation, the company may consider the customer to be a level four
customer and negotiate accordingly. This is a change from the position that BCS
took last year. The BCS also notes that on a limited, pilot basis, when a company
suspects that a customer is manipulating the system, the company may require that
customer to verify his or her income as a condition of further payment negotiation.

. BCS recommends the waiving of late payment charges for low income customers
only. BCS continues to encourage companies to assess late payment charges on
payment agreements for upper income level customers (Levels 3 and 4). Ifa
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[image: image2.png]company’s current rate of assessing late payment charges is less than the
regulations permit (1.5% monthly), the company may want to revise its tariff to
raise its rate to help cover the costs of collections.

Although we did not discuss this specifically at the meeting, BCS will consider
two reasonable customer offers to pay as one “good” payment agreement when it
is evaluating payment negotiation performance.

Segmenting Delinquent Customers

Companies should continue to segment their delinquent customers into the four
income groups and identify successful collection strategies for each group.
Companies that are not able to segment customers should take steps in that
direction. Further, companies should evaluate their collection procedures for
Level 4 customers to determine the effectiveness of this more stringent collection

policy.

Classification of Complaints to the BCS

Beginning with cases opened in 1996, some cases formerly recorded as consumer
complaints will now be counted as payment arrangement requests (PARs) and
some counted in the past as PARs will be consumer complaints. For example,
applicants for service with an outstanding balance who call BCS because they
need a payment arrangement to get service turned on were formerly recorded as
consumer complaints; beginning in 1996, these cases will be PARs. Cases
involving termination due to nonaccess to the meter were formerly recorded as
PARs because the company had issued a terminaticn notice. Beginning in 1996,
BCS will record and count these cases as consumer complaints.

New BCS Intake Procedures

BCS is reducing the amount of expense information it takes from customers who
call BCS with a PAR. BCS will not negatively judge companies who mirror the
BCS procedure and reduce the amount of expense information they obtain from
customers during payment negotiations. BCS no longer considers cable expenses
and, barring extenuating circumstances, uses $25 as the maximum amount for
telephone expenses (Young V. PECO). As with the BCS payment negotiation
guidelines, these intake procedures are internal BCS procedures and companies are
under no obligation to follow them.
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Customers who file informal and formal complaints have an obligation to pay
current bills pending the outcome of their complaints. Therefore, companies may
and should take collection action on these accounts if they become newly
delinquent after the customer has filed a complaint. Companies should use the
date the customer filed the complaint going forward as the date from which to
monitor payment activity. (Claypool V. T W Phillips)

If a customer fails to appear at a formal complaint hearing following an informal
complaint, the judge will dismiss the case. The decision will revert to the original
BCS decision, beginning with the date of that BCS case. The decision does not
start anew. (Jefferson V. PECO)

Companies should give informal and formal decisions their highest priority for
collection action. Companies should closely monitor these decisions and take
advantage of the limited notice procedures at §56.101 if the customer does not
make the required payment. If the customer calls the BCS within 90 days from the
date of the original decision, the BCS will not accept another complaint from that
customer unless there are extenuating circumstances. This BCS operating
procedure reinforces the need for prompt action by companies when customers do
not pay according to BCS decisions. Further, BCS does not expect companies to
renegotiate additional payment agreements with customers who have received
either informal or formal decisions, unless there are extenuating circumstances.

Termination-Related Disputes

If a customer expresses dissatisfaction at the end of a payment negotiation with a
company, a dispute exists and the company must issue a utility report to the
customer, If the customer does not file an informal complaint or pay the required
amount after 10 days, the company may apply limited notice (§56.101). If the
customer calls the company again, the company should comply with §56.97 (a)
and (b); if there is no change in circumstances, the company does not have to stay
termination and issue another utility report. However the company should apply
§56.97(a)(4) and repeat the customer’s right to file an informal complaint with the
PUC. If the customer does not file a medical certification, pay according to the
company position, or file an informal complaint, the company may terminate the
service.
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The order regarding Rulemaking to Rescind Obsolete Regulations Regarding
Standards and Billing Practices for Residential Utility Service 52 Pa Code Chapter
56 (Docket No. L-00960114) will be published in the Pennsylvania Bulletin (date
undetermined at this time). Companies should take advantage of the opportunity
to comment on the proposed changes to the Chapter 56 regulations and indicate
areas that need to be clarified.

Field Review/Andits

BCS staff is available to review an individual company’s collection procedures.
The reviews are cooperative and remedial. The audit review will produce
recommendations within the regulatory framework that should result in more
effective collections for that company. This collection review process is a tool
companies should consider using to improve collection performance.

Collection Interpretation Task Force

Chairman Quain has announced the formation of a task force whose mission will
be to bring about a mutual understanding of the interpretation of issues arising
from Chapter 56. Representatives from the electric, gas and water industries, from
various consumer groups and from the Commission, including BCS, will sit as
members of the task force. The final result of the task force will be a document
that it will send to the Commission for official action. Joe Farrell will be the task
force coordinator.
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Effective

04/01/96

GROSS

MONTHLY
INCOME

FAMILY SIZE

4

LEVEL1*
0
to

110%

Minimum
Income

Maximum
Income

$710

$950

$1,190

$1,430

$1,670

$1,910

$2,151

$2,391

LEVEL 2*
1%

to
150%

Minimum
Income

$711

$951

$1,191

$1,431

$1,671

$1,911

$2,152

$2,392

Maximum
Income

$968

$1,295

$1,623

$1,950

$2,278

$2,605

$2,933

$3,260

LEVEL 3

Minimum
Income

$969

$1,206

$1,624

$1,951

$2,278

$2,606

$2,934

$3,261

[Maximum
Income

$2,327

$2,327

$2,918

$2,918

$3,512

$3,512

$3,512

$3,512

LEVEL 4

Minimum
Income

$2,328

$2,328

$2,919

$2,919

$3,515

$3,513

$3,513

$3,513

Maximum
Income

For families with more than eight members, add:
$240 for each additional member at Level 1,
$328 for each additional member at Level 2,

$0 for each adi

onal member at level 3 &4

*Based on federal poverty guidelines

(revised 3/25/96)





