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JUSTIFIED RULES
FOR MEDIATION AND INFORMAL COMPLAINTS
ELECTRIC, GAS, AND WATER CASES

Customer cannot reach the company
Violation directly related to informal or termination-related complaint

Payment request too high:
*PA is too high for customer’s income
*Amount company requested for restoration/applicants is more than guidelines
*Catch-up amount too high for guidelines
*Company’s request for restoration amount is more than catch up from prior ST or
PA/SA

No time/first payment:
*Company did not give customer enough time to make first payment on PA (must give
14 days on first two arrangements or when customer’s ability to pay decreases.)

Prior PA not adequate:
*Company did not offer customer two reasonable payment arrangements before
requesting upfront money
*Company did not offer commercial customer at least one prior PA or extension

No appropriate negotiations:
*Company did not renegotiate when customer reported a decrease in income or an
increase in family size
*Company did not review financial information at last contact
*Company did not consider circumstance(s) which caused customer’s temporary inability
to pay

Inappropriate security deposit request:
*Company requested a security deposit from low income applicant or customer

Incorrect bill, rebill or adjustment:
*Company errored in calculating a bill involving meter problems, foreign load, etc.

Adjustment after BCS intervention:
*Company provided incomplete or incorrect information to the customer
*Company delayed corrective action

Other *Company paid damage claim only after BCS intervention
*Company has not followed its policy or practice
*Company won’t negotiate with anyone except ratepayer, when it's clear the caller is
acting on behalf of the ratepayer
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EXPLANATION OF JUSTIFIED DETERMINATIONS FOR CONSUMER

COMPLAINTS

CONSUMER COMPLAINTS OR INFORMAL COMPLAINTS ARE CASES THAT ARENOT
RESIDENTIAL TERMINATION RELATED CASES OR A SIMPLE REQUEST FOR

PAYMENT TERMS. EXAMPLES ARE:

BILLING OR PAYMENT DISPUTES, CREDIT

AND DEPOSIT ISSUES, RATE COMPLAINTS, SERVICE RELATED COMPLAINTS, ETC.

GENERAL RULES:

COMPLAINTS TO BCS WILL BE
JUSTIFIED IF THERE IS A VIOLATION
OF THE PUC REGULATIONS, TARIFF,
ETC. THAT DIRECTLY RELATES TO
THE INSTANT COMPLAINT.

COMPLAINTS TO BCS WILL BE
JUSTIFIED IF THE CUSTOMER HAS
SPECIFIC DETAILS OF A CONTACT
WITH THE COMPANY YET THE
COMPANY CLAIMS NO CONTACT.

COMPLAINTS TO BCS WILL BE
JUSTIFIED IF THE INFORMATION
PROVIDED TO THE CUSTOMER PRIOR
TO BCS |INTERVENTION WAS
INACCURATE OR INCOMPLETE.

COMPLAINTS TO BCS WILL BE
JUSTIFIED IF THE COMPANY DID NOT
ACT IN A TIMELY MANNER TO
PROVIDE THE REQUESTED SERVICE.

COMPLAINTS TO BCS WILL BE
JUSTIFIED IF THE CUSTOMER STATES
THAT HE/SHE WAS UNABLE TO
CONTACT THE COMPANY DUE TO
BUSY TELEPHONE LINES.

DELAY FOR PROVIDING SERVICE (LINE
EXTENSIONS, RELOCATION OF
FACILITIES, CONNECTION OF NEW

SERVICE, ETC.

CASES REGARDING DELAYS FOR
PROVIDING SERVICE WILL BE
CONSIDERED JUSTIFIED IF THE
CUSTOMER WAS NOT INFORMED OF
ALL THE REQUIREMENTS NECESSARY
TO OBTAIN THE REQUESTED
SERVICE.

CASES REGARDING DELAYS FOR
PROVIDING SERVICE WILL BE
CONSIDERED JUSTIFIED IF THE
COMPANY HAS TAKEN LITTLE ORNO
ACTION TO PROVIDE THE SERVICE BY
THE DATE REQUESTED BY THE
CUSTOMER OR PROMISED BY THE
COMPANY.
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COMPLAINTS TO BCS REGARDING
LINE EXTENSION COSTS WILL BE
JUSTIFIED IF, AFTER BCS CONTACT,
THE COST FOR THE LINE EXTENSION
IS REDUCED DUE TO AN INCORRECT
CALCULATION OF THE ORIGINAL
COST OR THE COST IS REDUCED
BECAUSE A LESS EXPENSIVE ROUTE
FOR THE EXTENSION WAS FOUND.

COMPLAINTS TO BCS REGARDING
LINE EXTENSION COSTS WILL BE
JUSTIFIED IF THE COSTS ARE NOT
ADEQUATELY EXPLAINED TO THE
CUSTOMER.

COMPLAINTS TO BCS REGARDING
LINE EXTENSION COSTS WILL BE
JUSTIFIED IF THE COMPANY DID NOT
COMPLY WITH THE POLICY
STATEMENT WHEN APPLICABLE.

RATES

COMPLAINTS TO BCS WILL BE
JUSTIFIED IF IT IS DETERMINED THAT
THE CUSTOMER WAS PROVIDED
WITH INACCURATE OR INCOMPLETE
INFORMATION REGARDING A RECENT
FILING OREXISTING RATE SCHEDULE.

OUTAGES

COMPLAINTS TO BCS WHICH
INVOLVE A SERVICE OUTAGE WILL BE
CONSIDERED JUSTIFIED IF THE
COMPANY HAS FAILED TO PROVIDE
THE CUSTOMER WITH INFORMATION
AS TO WHAT IS CAUSING THE
PROBLEM, WHAT ACTION IS BEING
TAKEN TO RESOLVE THE PROBLEM,
AND WHEN IT IS EXPECTED THAT
THE PROBLEM WILL BE RESOLVED.

HIGH BILL COMPLAINTS

CASES WILL BE JUSTIFIED IF NO
APPLIANCE ANALYSIS WAS DONE
WHEN THE CUSTOMER CONTINUED
TO BE DISSATISFIED AFTER A CHECK
READING WAS OBTAINED AND/OR A
CONSUMPTION COMPARISON WAS
COMPLETED.

STOPPED METER REBILLING

CASES WILL BE JUSTIFIED IF AFTER
BCS INTERVENTION IT IS
DETERMINED THAT THERE WERE
UNUSUAL CIRCUMSTANCES AT THE
PROPERTY WHICH WOULD CAUSE
LOWER CONSUMPTION DURING THE
TIME PERIOD IN QUESTIONS WHICH
WOULD WARRANT A REDUCTION IN
THE REBILLING.

NEW APPLICANTS

COMPLAINTS TO BCS WILL BE
JUSTIFIED IF COMPANIES DO NOT
CONSIDER BCS INCOME LEVEL
GUIDELINES WHEN DETERMINING THE
AMOUNT REQUIRED TO OBTAIN
SERVICE.

COMPLAINTS TO BCS WILL BE
JUSTIFIED IF THE CUSTOMER IS LOW
INCOME AND THE COMPANY IS
REQUIRING A SECURITY DEPOSIT.

SECURITY DEPOSIT REQUESTS

COMPLAINTS TO BCS WILL, IN MOST
INSTANCES, BE JUSTIFIED |IF
EXISTING RESIDENTIAL RATEPAYERS
WHO ARE LOW INCOME PAYMENT-
TROUBLED CUSTOMER ARE
REQUIRED TO PAY A DEPOSIT.
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COMPLAINTS TO BCS WILL BE
JUSTIFIED IF THE COMPANY DENIED
THE CLAIM AND AFTER BCS
INTERVENTION ACCEPTS LIABILITY
AND PAYS THE CLAIM.

COMPLAINTS TO BCS WILL BE
JUSTIFIED IF THE COMPANY
DAMAGED THE CUSTOMER'S
PROPERTY OR NEEDS TO RESTORE
THE CUSTOMER’S PROPERTY AND
AFTER A REASONABLE PERIOD OF
TIME, DID NOT PERFORM THE WORK.
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* LEVEL I
(110% of Poverty)
Monthly Income - Net

639
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1090
1315
1541
1766
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2217
2443

For families with more than nine members, add $218 for each additional member.

ON ACCOUNTS

- $1 - 15 plus budget bill

PAYMENT ARRANGEMENTS - Waive LPC’s

OFF ACCOUNTS
Heat Accounts
(Gas & water heat

accounts and all
electric accounts)

Non-Heat Accounts

- No security deposit

- After two good agreements, request catch-up
amount, not to exceed $600 (if no decrease in

ability to pay)

- After BCS agreement, request catch-up amount, not
to exceed $600 (if no decrease in ability to pay)

Winter

(11/1 to 3/30)
- Catch-up amount from
prior PA or PUC agreement
or
- 10-20% of arrearage
- Neither to exceed $200

- Catch-up amount from prior PA or PUC agreement

- 20-30% of arrearage
- Neither to exceed $600.

Summer

(4/1 to 10/31)
- Catch-up amount from
prior PA or PUC agreement
or
- 20-30% of arrearage
- Neither to exceed $600
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For families with more than nine members, add $298 for each additional member.

ON ACCOUNTS - $15 - 40 plus budget bill

PAYMENT ARRANGEMENTS - Waive LPC’s
- No security deposit
- After two good agreements, request catch-up
amount, not to exceed $800 (if no decrease in
ability to pay)
- After BCS agreement, request catch-up amount, not
to exceed $800 (if no decrease in ability to pay)

OFF ACCOUNTS

Heat Accounts Winter Summer
(Gas & water heat (11/1 to 3/30) (4/1 to 10/31)
accounts and all - Catch-up amount from - Catch-up amount from
electric accounts) prior PA or PUC agreement prior PA or PUC agreement
or or
- 20-35% of arrearage - 30-40% of arrearage
- Neither to exceed $500 - Neither to exceed $800

Non-Heat Accounts

- Catch-up amount from prior PA or PUC agreement
- 30-40% of arrearage
- Neither to exceed $800.
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(151-200% of Poverty)
Monthly Income - Net

Family Size
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For families with more than nine members, add $397 for each additional member.

ON ACCOUNTS - $40 - 100 plus budget bill

PAYMENT ARRANGEMENTS - LPC’s may be waived
- After two good agreements, request catch-up
amount, not to exceed $1000 (if no decrease in
ability to pay)
- After BCS agreement, request catch-up amount, not
to exceed $1000 (if no decrease in ability to pay)

OFF ACCOUNTS

Heat Accounts Winter Summer
(Gas & water heat (11/1 to 3/30) (4/1 t0 10/31)
accounts and all - Catch-up amount from - Catch-up amount from
electric accounts) prior PA or PUC agreement prior PA or PUC agreement
or or
- 30-50% of arrearage - 40-55% of arrearage
- Neither to exceed $800 - Neither to exceed $1000

Non-Heat Accounts

- Catch-up amount from prior PA or PUC agreement
- 40-55% of arrearage
- Neither to exceed $1000.





[image: image9.png]LEVEL 4
(>200% of Poverty)
Monthly Income - Net

Family Size

1163
1573
1983
2393
2803
3213
3623
4033
4443

Voo AU B W~

For families with more than nine members, add $397 for each additional member.

ON ACCOUNTS - Minimum of $100 plus budget bill

PAYMENT ARRANGEMENTS - LPC’s always applied
- After two good agreements, request catch-up
amount, not to exceed $1500 (if no decrease in
ability to pay)
- After BCS agreement, request catch-up amount, not
to exceed $1500 (if no decrease in ability to pay)

OFF ACCOUNTS

Heat Accounts Winter Summer
(Gas & water heat (11/1 to 3/30) (4/1 to 10/31)
accounts and all - Catch-up amount from - Catch-up amount from
electric accounts) prior PA or PUC agreement prior PA or PUC agreement
or or
-40-60% of arrearage - 55-75% of arrearage
- Neither to exceed $1200 - Neither to exceed $1500

Non-Heat Accounts

- Catch-up amount from prior PA or PUC agreement
- 50-75% of arrearage
- Neither to exceed $1500.
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Explanation of Justified Determinations
for Residential Termination Related (Mediation) Cases
or for Simple Request for Payment Terms

Mediation requests come from customers who need help in negotiating payment
arrangements with their utility companies to avoid termination of service or to have service
reconnected. Informal complaints to the Bureau requesting simple payment arrangements
are also classified as mediation requests and are determined to be justified in the same

way as those involving termination.
General Rules

Violations

Complaints to BCS will be
justified if there is a violation of the PUC
regulations, tariff etc. that directly relates
to the instant complaint.

Access

Complaints to BCS will be
justified if the customer complains that
shelhe is unable to reach the company
because the lines are always busy.

2 Good Agreements

Complaints to BCS will be justified if the
company offered an agreement to the
customer that is too high for the
customer's household income (i.e. not in
line with the BCS payment arrangement
guidelines).

Complaints to BCS will be justified if the
company did not give at least 14 days
before the first payment is due on
payment agreement and the agreement is
either the first or second agreement for
the customer, or the customers income
has decreased.

Complaints to BCS will be justified if the
company did not give the customer 2

—_—

good arrangements: based on ability to
pay (BCS payment arrangement
guidelines) and Ws
before the first payment is due, before
requesm@

After 2 Good Agreements

Complaints to BCS will be justified if the
customers income has decreased since
a previous payment arrangement or a
prior PUC case and the company did not
renegotiate a new arrangement with the
customer (i.e. no upfront payment and 14
days to make next payment). Companies
should also renegotiate when a customer
reports other household changes which
decreases the customer's ability to_pay
such as an increase in family size or
large medical expenses.

Complaints to BCS will be justified if the
company did not review the customer's
income and expense information at the
last contact; asked for a catch-up amount
from a prior PUC agreement or from the
second of two reasonable company
agreements ahd\tﬁﬁlﬁém—-—erre,cmrtgd to
BCS a decrease in income or a major
change in household expenses or size
which lowers the customer's ability to
pay.
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company asked for a catch-up amount
from a prior PUC agreement or from the
second of two properly negotiated
company agreements and the catch-up
amount is too high (i.e. it does not
conform with BCS guidelines or itis more
than the catch-up amount).

Restorations

Complaints to BCS will be justified if the
company requested a restoration amount
that is more than the catch-up amount
from the prior PUC agreement or
payment agreement.

Complaints to BCS will be considered
Jjustified if the company requested more
than the guidelines specify for
restoration. ~ Company should require
whichever is lower: catch-up amount
from prior agreement, percent of
arrearage as stipulated by PUC
guidelines, or ceiling amount as
stipulated by PUC guidelines.

Other:

Complaints to BCS will be considered
justified if the company has requested a
security deposit from a Level 1 or Level
2 customer.

Complaints to BCS will be considered
justified if the company has refused to
negotiate with anyone other than the
ratepayer of record and it is clear that the
caller is acting on behalf of the ratepayer.

Complaints to BCS will be considered
justified if the company requires that the
customer come to the office to work out
a payment arrangement when there is no
extensive history of broken agreements
(less than 3).

Complaints to BCS will be considered
justified if the company refuses to
negotiate with a customer who won't
supply income/expense  information.
When customer refuses the information,
company demands total past due
balance.





