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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 I help you?

If the consumer requests a last name, it is required that all BCS employees give
their last name unless they have good reason to beheve that they could be in

.:qum By follnwmg tlus rule the superwsor will be aware of r.he sm:atlon 1f
questioned by someone else in the Bureau or outside the Bureau, and they can

consider if further action is necessary.

Step 2 - Preliminary Interview

® 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 texmination. If the
caller refuses to call the company, document that fact in the intake
information on the CS04.

¢ 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
C834(CSS) for informal complaints or the CUPC (PUC Case Management
System) for a formal case.
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Interview Procedure For
Informal Payment Arrangement Complaints For
Electric, Gas, Water, Sewer and Steam Heat

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

» 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 bili(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 fatlure to
appeal or abide by the decision is the reason for not taking another case. If
the most recent prior case was two years ago or longer and the arrears are
less than $1,500.00, the case should be taken in as astraight PAR and not a
repeat PAR. Attachment A provides guidance to Interviewers and
Investigators in deciding whether or not to open a new informal complaint.
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Informal Payment Arrangement Complaints For
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If an investigator or supervisor directs that a new case be opened, document
the CS0B screen with the name of the person who authorized the opening of
anew 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. Ifthe 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 know that a petition for reconsideration does not stop the company
from terminating for nonpayment.

If the Commission order is over six (6) months old and is about the same
issue for the same utility, determine if the circumstances appear to have
changed. If they have not, follow the instructions above for within six (6)
months. Ifin 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. Ifnot, 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 firture if liability for the account
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Interview Procedure For
Informal Payment Arrangement Complaints For
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becomes a dispute. If the person calling cannot either 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
consider many factors including prior payment history, amount owed, income and

prior payment arrangements if any. In addition, if is the obligation of the
customer to pay current bills pending a decision.

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.

¢ Housing

* Food

e Utilities (excluding cable and allowing $25.00 for phone)
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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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Additional Guidelines for When Not to Open a Case

Do not open 2 new informal complaint even after 120 days if you are aware that
any of the following circumstances apply to the consumer.

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

e 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 alevel 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).

o 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).

e 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 new informal case, providing proper documentation, and allow
the investigator to make the final decision after reviewing the information
provided by the company.

Rvd. 8/19/96)
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