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We are very excited to bring you the first edition of the Pennsylvania Public Utilities
Commission tips, tricks, and reminders newsletter! This newsletter is intended to provide tips,
tricks, and reminders for the benefit of the utilities represented by the Energy Association of
Pennsylvania.

Tips and Tricks: Service Complaints (Outages/Code 48)

The Customer Assistance and Complaints Division (CACD) is looking to enhance the
process of addressing service-related outage complaints in a timelier manner. In instances where
a customer has experienced any service or weather-related outage, that is non-termination
related, the Customer Assistance and Complaints Division (CACD) will open a complaint when
necessary and advise the customer that opening a complaint will not expedite restoration. These
complaints are then coded as a service complaint (Code 48).

Our intake staff will escalate the complaint to CACD supervisors so the case can be
assigned to an investigator in the hope we can get an expedited closing. Most service-related
outages are resolved in a relatively short period of time. After the case has been assigned, the
investigator will reach out to the company in 2 -3 business days and request an update on the
status of the service. This will be done either by phone or email. Once CACD receives an update
from the utility, the investigator will reach out to the customer and either provide them with an
update on the restoration or confirm the service has been restored.

The company does have 30 days to submit a report and once that report is received, the
case can be fast tracked for closure. We don’t expect this to substantially impact the workload
for the company or CACD. However, it will bring these cases to a timelier resolution instead of
having them sit and wait for assignment, in some cases for weeks or months.

If you have any questions or concerns, please contact Kevin Ford at 717-787-8681 or
717-303-4086.
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PUC Press Releases:

Storm Preparation - In anticipation of winter weather, the Commission issued the following
Utility Safety Tips press release on December 3, 2025. The article highlights what actions
utilities across the state have taken in preparation. Prepare Now for Winter Storms — PUC Shares
#UtilitySafety Tips | PA PUC

New Deputy Executive Director appointed — In December 2024, the Commissioners appointed
Kelly Monaghan, Director of the Bureau of Audits, as Deputy Executive Director. Deputy Executive
Director Monaghan will oversee and manage the functions of the Bureau of Audits, the Office of
Administrative Law Judge, the Bureau of Consumer Services, the Office of Special Assistants,
and the Bureau of Technical Utility Services. PUC Appoints Kelly Monaghan as Deputy Executive

Director

Reminders:

Below is a list of upcoming reports and their due dates. If you have any questions regarding the
reports or the data, please reach out to the contact person.

Report and Due Dates Contact Person
Low Income Usage Reduction Program Reporting (52 Pa. Code § Regina Carter
54.5(2)(A)(ll) and (52 Pa. Code 8 62.5(2)(ii)(ll). regincarte@pa.gov

(717) 425-5441
EDCs with more than 60,000 residential accounts, and NGDSs

with more than 100,000 residential accounts, annually submit Sarah Dewey
actual production and spending data for the recently completed sdewey@pa.gov
program year and projections for the current year. (717) 705-4029

Bureau of Consumer
Due Date: Production and spending data is due by February 28 Services



https://www.puc.pa.gov/press-release/2025/prepare-now-for-winter-storms-puc-shares-utilitysafety-tips-1032025
https://www.puc.pa.gov/press-release/2025/prepare-now-for-winter-storms-puc-shares-utilitysafety-tips-1032025
https://www.puc.pa.gov/press-release/2024/puc-appoints-kelly-monaghan-as-deputy-executive-director-12192024
https://www.puc.pa.gov/press-release/2024/puc-appoints-kelly-monaghan-as-deputy-executive-director-12192024
mailto:regincarte@pa.gov
mailto:sdewey@pa.gov

/\

February 2025

Monthly and Annual Residential Collections Data (52 Pa. Code §
56.231(a) - (b))

Larger EDCs/NGDCs submit Residential Collections data monthly
and annually through the Commission’s online Collections Reporting
System.

Due Dates: 15th of each month for the previous month
April 1st for the previous calendar year

Small NGDCs (with annual gas operating revenues of less than $6
million per year or not connected to an interstate gas pipeline by
means of a direct connection or any indirect connection through
the distribution system of another natural gas public utility or
through a natural gas gathering system) annually submit limited
Residential Collections data to the Bureau of Consumer Services (52
Pa. Code § 56.231(d))

Due Date: April 1= for the previous calendar year

Kathy Collins
kathecolli@pa.gov
(717) 783-1169

Sarah Dewey
sdewey@pa.gov
(717) 705-4029
Bureau of Consumer
Services

Cold Weather Survey (52 Pa. Code 8 56.100(h)(i))

Larger EDCs/NGDCs submit a spreadsheet of survey results for
residential heat-related accounts terminated January 1% through
November 30" in December and update it in February for those same
accounts and also report accounts terminated December 1t through
the 31°.

Due Dates: December 15" for Jan. 1-Nov. 30 data and February 1st
for the update of Jan. 1-Nov. data and the Dec. 1-31 data

Kathy Collins
kathecolli@pa.gov
(717) 783-1169

Sarah Dewey
sdewey@pa.gov
(717) 705-4029
Bureau of Consumer
Services
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Quality of Service Benchmarks and Standards (52 Pa. Code § Kathy Collins
54.153-154) & (52 Pa. Code § 62.31 - 37) kathecolli@pa.gov

(717) 783-1169
EDCs/NGDCs with more than 100,000 residential accounts

annually submit quality-of-service performance data through the Sarah Dewey

Commission’s online Quality of Service system. sdewey@pa.gov
(717) 705-4029

Due Date: February 15 for the previous calendar year Bureau of Consumer
Services

Unless meeting certain exemptions, NGDCs with fewer than
100,000 residential accounts annually report mail survey data to the
Bureau of Consumer Services (52 Pa. Code § 62.35).

Due Date: March 1% for the previous calendar year
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