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BEZFORE THE PUBLIC UTILITIES COMMISSION QOF TEZ STATE QOF CALIFORNIA

Order Instituting Rulemaking on )

Commission's Own Motion to Revise ) QIR 7

General Order No. 103 Relating %0 g (Piled July 7, 1981:
vater Utilities. ) amended April 6, 1982)

John R. Bury, David N. Barry III,
Richard X. Durant, James M. Lehrer,
and Clyde EZ scb’nld Attorneys
at Law, Zor Southern Califo*n‘
Zdison Company: Michsel L. Whitehead,
ttorney at Law, Zor San Gabriel Velley
Water Company; Robert 0. Ranéall, for
Southwest Suburbdan Wa:er; James Willianm
Zas row, Tor Peerless Water Cbmvany,
K‘r? Vcﬁenz*e, Attorney at law, for
?ac i¢ Gas and Electric Company; and
Lawrence 2. Fov, fo* Californis.
American Water Company; respondents.
Sharun Carlson, for California Water
Association, interesteld party.
Mary McKenzie, Attorney a%t Law, for <the
Commission stalf.

Order Instituting Rulemaking (OIR) 7 was instituted by the
Californie Public U+4ilities Commission /[Commission) to consider

changes in Genersl Order (G.0.) 103 (a) Seection VIII, Pire Protection
Standards; (b) Section 1, General Discontinuance of Service; and (¢)
other minor matters.

Backeground

By Decision (D.) £2-04-089 dated April 21, 1982, we dealt
with all issues in OIR 7 except the issue of termination of gervice
for nonpayment of ®»ills, which was not ready Lor submission.
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QIR 7 originally contained proposed simplified direct
terpnination procedures for water utilities in conformity with Public
Utilities (PU) Code §§ 779 and 780.

By D.82-04=022 dated April 6, 1982 we amended OIR 7 for the
purpose of determining whether the Commission should revise 6.0. 107,
§ 1, General Discontinuance 0f Service and adopt the s+tandards and
procedures for termination of water service for nonpayment of bills
as set forth in Appendix A to D.82-04-022. 1In D.82-04-022 we stated
it wag in the public interest 4o consider uniform termination
procedures for nonpayment of bills for all California wtilities.
Generally, the Appendix A proposal was pat¥erned after the gas and
electric utility tariffs, which spelled out the notification
procedures in some detail.

By D.93533 dated September 15, 1981, in Order Instituting
Investigation (0II) 49 we adopted minimum standards and procedures
for notification ¢f termination of gas and electric service for
nonpayzment of bills. The revised standards generally refllect the

ternination practices which utilities had Yeen applying. These
practices, in many cases, were substantially more lenient than the
minimum standards set forth in utilivty tariffs. We noted that it is
because of the utilities' responsidle and liberal practices that the
reasonableness of “termination procedures has not been a significant
issue before this Conmission.

We reviewed the gas and electric utility tariff procedures
and practices for ternination of service in response 4o the enactment
of the Pubdlic Utility Regulatory Policies Act (PURPA). PURPA
requires, among other things, that each state adopt reasonable
termination standards for gas and electric service. On dalance we
found utility practices to be Zully compatible with PURPA and the
Department of Energy Voluntary Guidelines to implement PURPA. The
minimum termination procedures that we prescrided for gas and

electric utilities were designed t0 standardize and refine many of
those practices.
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Notice

The Appendix A %o D.82-04-022 was a set of proposed
revisions 10 G.0. 103 and standard tari?fes thet were recommended by
the Eydraulic Branch of the Commission staf? (staff). Tha+t decision
was served upon the parties to odtain comments and to have a
reasonable sampling of commentary from customers.

The respondents notified their customers about the matter,
and advised them that they could submit comments to the Commigsion.

We received 11 responses Ifrom utilities and 17 responses
from customers.

We then scheduled our hearing, and the notice of hearing
was sent to the parties in OIR 7, and also to those who filed letters.
Response to QIR Invitation to Comment

Zleven water utilities submitted written comments sbout the
proposal to liberalize the termination of service rules in response
to our invitation contained in the OIR. These comments included
opposing any changes in the present rules, keeping the present rules
for nonresidential customers, maintaining flexivility in 24 and 48
hours' termination of service notices, not applying deposits to past-
due bills before termination, need for s collection charge (when a
bill is paid at time of turn-off), and uniformity with gas and
electric tariffs (by energy utilities).

Eleven residential customers sudmitield letters favoring the
proposal in general (e.g. adding more time before peying). TPive of
these customers were concerned with protecting the elderly. Six
residential customers were against the proposal imecluding three who
related additional time to additional cos<s.
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Eearing

After due notice, pudblic hearing was held defore
Administrative Law Judge Doran on Oc¢tober 4 and 5, 1982 in Los
Angeles and on November 8, 1982 in San Francisco. The matiter was
subnitted December 17, 1982 on statements by the parties.

Testinony was presented by the staff, Southern California
EZdison Company (Edison), San Gabriel Valley Water Company (San
Gabriel), Peerless Water Company (Peerless), and California Water
Association (CWA).

The above parties were also active in cross-examination and
in submitting closing statements. In addition, the following parties
were active in the proceeding: Pacific Gas and Electric Company
(PG&Z), Southwest Suburdan Water Company, and California-American
Water Company.

Positions of the Parties

With the exception of the staff, all parties 4o the
proceeding recommend that only residential customers be entitled %o a
15-day notice of discontinuance of service. CWA'sS proposal was to
continue giving a 7~day notice 4o nonresidential customers as now
provided in the standard form of tariffs for water utilities. =Edison
and PGE&E want to maintain the S5-day notice consistent with their gas
and electric tariffs and +the current provisions of G.0. 103 and
parallel their gas and electiric tariffs in 0.9353%3%. None of the
parties have objected to increasing the time from 15 days to 19 days
before a bill for service becomes past dune. The water utilities
generally want flexibility in furnishing the 24~ and 48-hour notices
of termination and the annual notice abdout third-party
representation. The utilities requested a collection charge if o
bill is paid at the time of turn-ofs.

-
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Staff Showing
Bugene Lill, consulti S raulis Branch,
testified on the proposeld changes 4

o the exisvting
standard tariff rules contained in Appendix A <o D.82-04-022.
Witness Lill states that thece changes are hzzed on D.9%5%%. The
proposal also contains z%aff’'s proposal Lor new %ariff rule, Rule
11a, wnich is not in the gas ancd electri : Rule 112 woulé
provide information concerning customers
responsibilities under termination procedu nonpayzent of
bills. The witness also prosented z repor? n distridutes
contents of proposed Rule
of establisrning a separate

The witnecs recozmenés = : Tia
e states, provides more inform ith zli overall
cost. He also recommends that % > D water
companies fron the reguirement i Lbutl 1e 11a to
custozers.

The witness nearing to statve

that the special provisions for the 2lderly and handicapped would
apply only <o residential customers.
CWA Showing

CWA presented

ti ied on its »roposed changes
exnibhit contained recomaenéed ch

following 2.2%5%%. The najor differences wi are that CWA

recommends that residential ¢ : ; s be
differently, that the rules

treated
format of
existing rules, that there e flexi i Ly Yyl : and
in furnishing notices, and that : 2 cus ' T vl
pald a% the *ime of turn-off.

is
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San Gabriel Showing

Robert Nicholson, Jr., president of San Gabriel, presented
testinmony proposing that nonresidential customers no%t receive the
increased discontinuance period of 34 days, there only be one attenp?
to contact a customer with a 24~hour notice, and %he terms elderly
and handicappeld be defined. PFurther, he presented clarifying tarifs

language on the 19-day and 15-day periods, on customer remedies, on &
collection Tee, and other items.

Edison Showing

C. Daniel Sanborn, rate structure engineer, testified <or
Edison. ts proposal parallels its gas and electric tarif?s on Santa
Cataline Island, where Edison also supplies water serviece. Ee also

compered Edison's proposal with the stafs's proposal.
Peerless Showing

James Zestrow, president of Peerless, testified against the
existing rule that service will not be discontinued until the amount
of any deposit made %0 estadlish credit for service has been fully

absorbed. Ee maintains the deposit should only de applied to a
closed account. That is, if it were <time %0 terminate service
because the bill had not bYeen paid, he would terminate service
without considerstion of any customer deposit. Ee would only epply
the deposit after the service had been terminated. Ee states three
neighboring cities operate as he proposes, and further %that in the
past his tariffs suthorized similar treatment, dut were changed to
match the water utility standard sariffs.
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Discussion

Distinetion Between Residential
and Nonresidential Past-Due Bills
and Termination Notices

The stalf recommends that 2ll customers receive o 15~day
discontinuance of service notice, after a bill bYecomes past due 19
days after presentation.

The staff has also stated +het if the Commission decides
to authorize different termination periods for residential and
nonresidential customers, nonresidential customer dills should
continue to be considered past due after 15 days and the
discontinuance of service notice should remain at 5 days as EBdison
Proposes. The staff's recommendation is based in part on the fact
that G.0. 103 makes no distinction between residential and
nonresidentisl customers. In fact, ¢G.0. 103 presently contains a S5~
day notice period, and is not comsistent with PU Code § 779 which
sets forth 7-{ay notice for residential customers only. The staf?
also states that 4 of 8 gas and electric utilities affected Yy
D.935775 apply the same periods to both residentisl and
nonresidential. Eowever, in this proceeding the two larges?t
utilities, EZdison anéd PG&E, show that they apply a nuch shorter
period of notice to nonresidential customers.

CWA is not proposing the 19-day past-due period for
nonresidential customers. However, CWA's position is that in the
spirit of cooperation, it does not object to the staff's proposal %o
increase the time for past-due dills from 15 days to 19 days for all
custonmers.

It is CWA's position that the gtaff has not provided
Justificetion for granting all customers 15 days' termination
notice. CWA states that it certainly did not arise out of 0II 49
where similar rules were mandated for gas and electric utilities.
Granting ad@itional time +o nonresidential customers, who as a group
are much larger consumers than residential customers, can only result
in higher uncollectibles and finally higher water rates for all
custonmers including residential customers.

-7 -
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CWA's use of a 7-day termination notice f£or nonresidential
custonmers in place of the s+taff's, Edison's, and PG&E's S-—day
nroposal is based on what is now required by +the present tariffs for
water utilities, which were originally formulated by the staff. CWA
and San Gabriel would have no objection to an order adopting the 15=-
day past-due and S-day termination period for nonresidential
custonmers.

We f£ind i+t reasonable that bills for all customers
including those of Class D water companies become past due 19 days
after mailing, that residential customers receive 2 15-day
ternination of gervice notice afver a bill bdecomes past due, and that
nonresidential customers receive a T=day notice. We will adopt such
requirements. Purther, we will authorize a deviation for Edison,
PG&E, and energy utilities to parallel their gas and electric tariffs
applicable for nonresidential customers with respect to the number of
days for past-due bills and termination notices.

Terpmination Notice

The staff has proposed o requirement that the termination
notice include (1) the disputed bill procedure, (2) the %termination
procedure, (3) notice that a complete statement of termination policey
and a statement of customer's rights and remedies nay be obtained
upon reguest, and (4) a description of the procedures Zor
reconnection of service. CWA objected to placing such an onerous
burden on water utilities. CWA states that the staff proposal is in
excess of the order in 0II 49 and that the Justification given by the
staff for this requirement is that it would be useful for the
customer to get this information. Further, CWA states that the staflfl
has not congidered the additional ¢osts nor has it proposed the
wording to be included on the notice. This staff recommendation
exceeds similar action required for other filed tariffs and will not
be required:in such depth. However, we are concerned that consumers
be aware of their rights and remedies, and will require similar
information on or with the termination notice as we have for electric
and gas utilities.




CIR 7 ALJ/3%

Specifically, in D.93533 we gtated:

"In balancing these competing claims, we think
that in most cases customers will aet in good
faith in claiming an inedbility 4o pay. We will,
therefore, not regquire the customer who is unabdle
t0 pay his Dill Yo meke & deposit with the
Commission if he files a complaint under Section
1702. We will, however, adopt the Zollowing

procedure for termination (as opposed to billing)
disputes:

"1. After receipt of a termination notice, the
customer must first contact the utility
within the termination notice period <o make
special payment arrangements to avoid
discontinuance of service.

After contacting the utility, if the customer
alleges to the Commission an inability to pay
and that lawful payment arrangezents have not
been extended 4o him, he should write to the
Commission's Consumer Affairs Branch (CAB) %o
pake an informal complaint. It is the
responsidbility of the customer to timely
inform CAB to avoid discontinuence of
gservice.

Within ten dusiness days after receiving the
informal complaint, the CAB will report its
proposed resolution <o the utility and +he
custoner By letter.

If the customer is no% satisfied with the
proposed resolution of the CAB, he shall file
within ten business days afier the date of
the CAB letter a formal complaint with the
Commission under Section 1702 on a Zfornm
provided by the CAE. The complaint shall de
processed under the expedited complaint
procedure.

Pailure of the customer +o observe these time
limits shall entitle the utility to insist
upon payment, or upon failure to pay, to
terminate the customer's service.

"This procedure should be clearly spelled out
along with the disputed bill procedure on or with
the termination notice. In addition the
termination notice should advise 2 customer that
a more complete statement of termination policy
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CWA proposes o 7-day discontinuanece notice Zor all
customers who fail to comp-y with an extended payment notice for
P2ring & back bill. The staff proposes sthat z any custoaer who zgain

p2ke his payments is entitled %o another 15-day <ermination
A T-day notice on thic second <ime around for nonpayzment of
reagonadble and will be adopted.
arty Notification
The ztaff recommends » be

service

termln-ulon with the
period after the offec
shouléd provide onl

stomers. Many small and some no
postcard and some larger ones use a computerized package. To xeep
coste down, CWA recommends each utility be allowed %0 desermine
owr method of notilying its customers. 32dison wante
wvater utility annual notice simulianeously wit
annual notices. CWA'z recommend4ulon i3z reasonabdle
acdopved. Edizon may mail annusl novices simul<aneousl: ’
mailing its first water notice as prescribed in this order
Collection Charpe

CWA recommends that we authorize 2 §5 collection charge
when a wtilivy’'s representative calls on a customer %o disconsinme
service for nonpayment of 111, and the customer then nakes payment
to avoid losing service.

1Ts electric operations.

charge has been made on the
order should aushorize 2

charge to0 file

proposal iz acceptabhle %o CWA as
filings which jussify =
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Lfective. We will authorize the fili
acvice letter, which must justily <the
nay only be assessed after approval of
utility's representative makes 2 final
terminate service Lfor nonpayzment of o

o

would nov apply wiaen notice of terminati
personal visit.
Qther Itens

With the staff's stipulation, all »arties
position that the term "elderly or handicapped”™ customers refers
t0 residential custormers.

The staff’'s proposed
Rule 5 ané Section 3.1.a.
his service discontinued
presentation. CWA urges
ideza that he has %4 days
19 days a customer nras before
appropriate, the 15- or 7-day
discontinued. CWA also sztates
language 0 be included on the

Section B of Rule 5 1 - ne major complaints

utilities which Hill monthrl : lowing »ill with th
language will always de : Te the %4~duy period on the
previous bill expirec. ) 17 2 5 4hat if different zervice

s oy i b St

termination periods are ial and idential
toners, the shorter ov
be similarly affected. : i (A's concern
the basic 19 : i iscontinuance notice
or T days as 2
Ve agree wi
vill for szervice
eposit and reconnection
. The language on
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included on the discontinuance of service notice. An initial bill
for service should not carry any presumpiion that the customer might
have his service discontinued for nonpayment.

Section B of Rule 8, Notice Prom Customers, should provide
a requirement for proper documentation thet the cusitomer is elderly
or handicapped as included in CWA's exhibi%. In addition, Section
B.2 should be revised to change "must present evidence" t0 "must have
presented evidence” in order for the customer %o have third-party
representation established before there may bde a need for such
representation.

In Section 3.1 of Rule 10, Disputed Bills, CWA has proposed
that the wording de changed to indicate that 2 customesr "must"
deposit in place of "may" deposit the amount of his bHill with the
Commission in order to avoid discontinuance of service. TUnder <the
disputed bill rule, the customer has the alternative of either paying
the utility or depositing the amount in dispute with the Commission.
Changing "may" to "must” will clarify the rule. As amended the rule
is reasonadle and will be authorized.

Stalf's proposed Rule 11.B.1.h. does not make it clear tha+
service termination will occur if the customer does not agree %o some
type of installment payment. CWA's proposed Rule 11.B.1.d. does so.
It is reasonadle and adopted.

CWA believes that its wording in Rule 11.B.1.g. covering
notice to and rights of residential users served through a master
meter is clearer than the etaff's propocal in ites Rule 11.B.1.e.
CWA's proposal is reasonable and adopted.

San Gabriel drought out at hearing that the tern
"especially dangerous to health” as used in CWA's proposal Section
B.2. of Rule & and Section B.1.d. of Rule 11 is ambiguous. The CWA
vitness stated this language was taken Zrom the proposals of both the
stalf and Eﬁ}soh. The witness then stated that on further reflection.
he thought the term would be impossible to define and, therefore, he
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would eliminate the term from the propozal. The staff also agreed to
eliminate the term.

Edison wants the terd to be in the rules and believes that
gince a physician must certify to the Lact that termination of
service i3 dangerous to one's health, no problem exists. This term
is useful in electric tariffs, dut no necessity was shown for it %o
be included in water tariffs. We agree with the water utilities and
our staff and will not reguire it to be included in the water
utilities' rules.

Peerless wants to change Rule 11 s0 that water utilities
are not required to apply any customer deposit against a bill until
the account is ¢losed. All of the parties who presented proposed
tariffs in the hearing recognized such deposits as an offset against
overdue bills before termination. This latter approach is reasonable
and the existing rule will remain unchanged.

Compliance with Decision

CWA supports Edison’s request that a utility de authorized
to £ile revised rules which are in subdbstantial compliance with the
standards in this proceeding. This would allow Edison and PGEE to
include wording in their rules which would make them consistent with
their gas and electric tariffs while at the same time 2llowing water
utilities to file tariffs which are relevant to water utility
operations only. California utilities have an obligation to provide
rules that are clear, understandable, and without ambiguity. Ve
concur and will authorize filings consistent with those shown in the
appendix to this decision. PFurther, the procedures +to be adopted are
ninimum standards, which utilities may exceed if desired.
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Pindings of Fact

1. A 19-day notice period before a bill for zervice becomes ///
past due ané then a 1S5~day notice of termination of service which :

sufflicient opportunity for the residential customer %o maxe ¢///
T other arrangements with the utility is reasonable. Thus,

custozer will have 2 minipun %4-day period between %he
ropination.
e period vefore a bill for servi
ané then a 7=-day notice of termination for a
custozer is reasonavle.

3. aconable attempt <o pe contact a res
custoner T by telephone, by vis 2l delzve"j
24 hours to termination may

other acceptable payner

4. It ic reasonadle %o require
termination by personal contact, by
elderly or handicapped customer who may
affected by service termination shan 0%

5. 2Procedures for disputi
gervice after termination will assis
exercising his remedies in the face of

5. An elderly reciden%ial cus

7. A handicapped residlensial
hezlth or »hyszical condition may quali fj ;
consideration, when certified by &

or sociazl worxer.
gtomers pay be
if payment By installmnnt iz
elderly or handicapped cusion
make payment %o the utility
friend, fozily memwer, or
“he impending termination
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10. It is reasonable to require water utilities to inform all
residential customers annually of the avaeiladbility of this third-
party service.

11. It is not reasonable to require water utilities to inform
each residential customer of his remedies annually. ZXHowever, when a
customer receives a notice of termination, he should also be informed
of the procedures for dilling and termination disputes and
recommendation of service and that a more complete statement of
termination policy and customer remedies is available upon request
from the utility.

12. If a residential customer is unadle to pay, it is
reasonable to0 reguire that customer to contact the utility %o make
Payxnent arrangements to avoid discontinuvance of service, and if
unable to make payment arrangements, the customer nmust file an
informal complaint with the Commission within the 15=-day notice
period to avoid discontinuance of service.

13. A collection charge is reagonable to defray the cost of the
final field call to terminate gervice in circumstances where the
customer malkes acceptable payment in place of termination of
service. The level of the charge must be justified in an advice
letter f£iling and approved by +the Commission.

Conclusions of Law

1. G.0. 103 should be revised to read ac set forth in
Appendix A.

2. The tariff modifications Lor termination procedures for
vater utilities, which are set forth in Appendix A, constitute the
ninimum standards which utilities may exceed if desired, are just and
reasonable, and should be adopted as indicated or in a more lideral
forn by the respondent utilities.

—,
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IT IS ORDZRED <thet: \

1. General Ordéer (G.0.) 103, Rules Governing Water JService
Ineluding Xinimuz Standards for Design and Conmstruction, is smended
to read as set forth in Appendix A.

2. All water utilivies ghell €4 with the Commigsion, within
20 days after the effective date of s order, in conformity with
the provisions 07 G.C. 96-A, +the %ariff rulez consisventy with <those

EXR

in Appendix A, t0 decome effective on 5 days’ notice.

A1l water utilities are authorized to file with the
Coxziscion, af,er the effective date of 4his order, in ¢onformity
with the provisions of G.0. 95-A, an advice letter for authorization
0f & c¢ollection charge 25 set forth in Apperndix 3, with justification

a
-

for the level of the charge set forth fully in the advice leiter
4. A copy of this decision shall be zailed To each watler
utility under the jurisdiction of this Commission.
This order be o*e, c fective 30 days {rom today.

Dated b"& 3] x , a% San Francisco, California.

LEONARD M. GRIMES, JR.
President
VICTOR CALVO
PRISCILLA C. GREW
DONALD VIAL
WILLIAM T. BAGLEY
Commissioners

T CERTISY TBAT T
VINS APPROVED BY

CCANIESIIREDS "‘C

oohcv1~~, E&ccutﬁve
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APPENDIX A
Page 1

' Paragraph b. of Section 1.6. of Ceaeral Order No. 103 is revised as

follows: . .

b. TFor Nonpayment of Bills. ¥o utility shall discontinue service o
any customer for rompaymen: of bille (iancluding delayed payment
charges) without £irst having diligently tried to induce the
customer to pay sazme. After such efforc on the part of the
ut{lity, service may be discoatinued after the utility has given
the residential customer at leas: 15 days and the nonresidential
customer at least 7 days'writtea noticc of such Latention Zn CThe
manaer provided Ln the preceding paragraph, commencing after the
19-day normal payment period, except that no service may bde
discontinued on any Saturday, Sunday, legal holiday, or at anmy time
in which the business offices of the company are not open to the
public. Provided furcher that the utility shall make a reasonadle
attempt to personally coatact an adult on the residential
customer's premises, cither by telephone, by visit, or by mail
delivery at least 24 hours prior to termination. TFor elderly or
handicapped residential customers, the utility shall provide ac
least 48 hours' notice by telephone or vicit. Tor
these customers, if a personal contaet cannot be aade, a notice
shall be posted in a coaspicuous location at the service address at
least 48 hours prior to termination.

. The following two definitions shall be added to Rule No. 1, Definitions:

Elderly Customer: Any residential customer who is age 62 or over.

Handicapped Customer: Any residential customer whose health or physical
condition may qualify him for special consideration.

Rule No. 5, Special Information Required On Forms, i reviszed
as follows:
B. Dill for Scrvice

On cach bill for service will be printed scubstantially che following
language:

Thic bill ic due and payable upon cdate of presentation. It will
become past due if not paid within 19 dayzs after daste of
presentation.”

Discontinuance of Serzvice Notice

wWith each notice of discontinuance of cervice f£or nonpaymeat of billz
will be printed the substance of Rules Nos. 1l.B.1. and 11.C.1.
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Rule No. 8, Notices, as revised is shown below Ln {ts entirety:

Notice to Customers

1.

Iz Writing

Notice to a customer will normally bde in writiag aand will be delivered
or malled to the customer's last koown address.

Exception

In emergencles or when circumstances warrantg, the utility, where
feasible, will codeavor to promptly notify the customer affected and may
make such notification orally, either Zn person or by telephone.

Termination of Service

a. The utility shall make a reasonadble attempt to persomally conZact an
adult on the residential customer's presises, either by telephone, by
visit, or by mall delivery at least 24 hours prior to termination.

For elderly or. handicapped residential customers, the utility shall
provide at least 48 hours'notice by telephone or visit, For

these customers, if a perseonal contact canmot be made,

a2 notice shall be posted in a coanspicuous location at the service

address at least 48 hours prior to termination.
Third=Party Notification

Notice of avallability of third-party notification shall be given
annwally to all residential customers, comamenciag at time of first full

‘billing after the effective date of this tariff scheduse.

Notice from Customers

1.

A customer may make notification in person, by telephone or by letzer to
the utility at its commercial office, or to an authorized represcatative
of the uzilicy.

Custonmers who arc clderly or handicapped must have presented cvidence to
the utility establishing thelr status 1f they wish to quallfy for
consideration under Rule No. 8.A.3.b. (above) or under Rule YWo. 11.%.1.d.

Elderly or handicapped customers who desire third-party notififcation
nust 56 Iinform the utilivy with certificaczion of status and with a
letter from the thizd party accepting the responsibilicy.

Proof of age must be supported by cerzlificate of birch, driver's
license, passport or other reliable document. Proof of handicap must be
by cerzification from a licensed physicfan, pudlic health nurse or
social worker. ’
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Section B and Section C.5. of Rule No. 10, Disputed Bills, are revised

as follows:
B. Notice of Deposit to Avoid Discontinuance

1f an explanation satisfactory to the customer 1s not made by the wtilicy
and the dill is not paid within 19 days after its presentation or at the
tise the explanation is made, whichever s longer, the utility will notify
the customer in writing substantially as follows:

L. To avold discontinuance of service, in lieu of paying the bLll in
question, the residentlal customer within 15 days and the
nonresidential customer within 7 days of the date of this votice, must
deposit with the California Pudlic Utilities Comnission, State Building,

San Francisco, California 94102,* the amount of the bLll claized by the
utility to be due.

Commission Appeal

5. TFailure of the customer to make such deposit prior to the expiration of
the discontinuance of service notice as given in Rule 10 B.1. will
warrant discontinuance of service.

Section B.l. of Rule No. 11, Discontinuance and Restoration of

Service, Iis revised as follows:
B. Discontinuance of Service by Uedilicy

1. Tor Nompayment of Bills

a. Past-Due Bills. When bLlls are rendered monthly or bimonthly, they

will be considered past due 1f not paid within 19 days afrer the date
of presentation.

When a bill for water service has become past due and a 15~day
discontinuance of residential service notice or a 7=day
discontinuance of nonresidential service motice for nonpayment has
been issued, service may be discontinued 1f d11l is not pald within
the time required by such notice. The customer's service, hovever,
will not be discontinued for nonpayment uatil the amount of any

deposit made to establish credit for that service has been fully
absorded.
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¢. Any customer who has Initfated a dilling complaint or requested an
investigation-within 5 days of receiving a contested d1ll shall pet
have residential water service discontinued for noopayment during the
pendency of an investigation by the utility of such customer dispure
or complaint. Such service shall nor be .discontigued for conpayment
for any customer complying with an extended payment agreement .entered
into with the Utllity, provided the customer also keeps current his
account for water service as charges accrue in each subsequent
billing period. If 2 customer falls to comply with an amortization
agreement, the utility will give a 7~day discontinuance of service
notice before discontinuing such resideatfal service, but such notice

shall not entitle the customer to further investigation by the
Utilicy.

Service to a residential water customer will not be discontinued for
nonpayment when the customer has previously established to the
satisfaction of the Utility thac:

(1) The customer is elderly (age 62 or over) or handicapped¥:

(2) The customer L5 temporarily unadle to pay for such service in
accordance with the provisions of the Utility's tariffs; and

(3) The customer 1s willing to arrasge installment payments,

satisfactory to the Utility, fncluding arrangements for prompt
paynent of subsequent bills.

However, service may be terminated to any customer whe does not
comply with an installoent paymenf agreement oOr keep curreant his
account for water service as charges accrue {s each subsequent
billing perifod.

Proof of age must be supported dy certificate of dirth, driver's
liceuse, passport or other reliable document. Proof of handicap must

be by certification from a licensed physiciaz, publiec health mnurse or
social worker.

A customer's service may be discontinued for nonpayment of a dill for
service previously rendered hin at any location served by the Utility
provided such bLll Is not paid within 15 days after preseatation of a
residential discontinuvance of service notice or 7 4ays after
presentation of a nonresidential discontinuance of service notice
that present service will be discontinued for nonpayment of such dIll
for prior service. Residential service will not, however, be

discontinued for nonpayment of bills for separate nonresidential
gervice.

PR

Service will not be discontinued by reason of delinquency in payment
for service on any Saturday, Sunday, legal holiday, or at any time

during which the business offices of the utility are not open to the
public.
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. 2. Where water service is provided to residential users through a master
meter, the uwtility shall make every good faith effort to Zzform the
actual users of the service when the account £s in arrears that
service will be terminated Ln 10 days. The 10-day notice shall be
posted at the premises not less than 5 days after the date of
presentation to the customer of the l5-day termination notice. The
notice shall further Iinform the ac¢zual users that they bave the right
to become utility customers without being required to pay the asount
cdue on the account. The utilicy shall not be obligated to make
service available unless and until each and every actual user of the
water service then residing on the premises shall ggree to the terms
and conditions of service and shall oeet the requirements of the
utillity's rules and tariffs provided, however, that L£ (1) ome or
more actual users axe williag and able to assume Tesponsibdbility for
the entire account to the satisfactioa of the utility of 4if (2) there
is a physical means, legally available 2o the utility, of sclectively
teroinating service to those actual users who have not met the
requircements of the utility's rules and tariffs, the utilicy shall
make service available to the actual users who have met those
requirements.

A reasonable attempt must be made by the utility 2o personally
contact an adult on the residential customer's premises either by
telephone, by visic, or by mail delivery at least 24 hours prior to
termination. TFor clderly or handicapped residential customers, the

utility shall provide at least 48 hours' notice by telephone

‘Or vizit. Tor thezse customers, if a personal contact cannot

be made, a notice shall be posted in a conspicuous location at the
service address at least 48 hours prior to termination.

Residential Customer's Remedies Upon Reccipt of Termfnation Notice

(1) 1f£ upon receipt of a 15-day termination notice, a residential
customer 15 unable to pay, he must contact the utilizy withia the
15-day termination notice period to make payment arrangenents £o
aveid discontinuance of service.

If, after contacting the utility, the residential customer
alleges to the Commission an inability to pay and that he is
unadble to make payment arrangements with the utility he should
write to the Commission's Consumer Affairs Branch (CAZ) to make
an informal complaint. This action must be taken within the
15-day zermination notice period ro aveid discontinuance of
serviee.

The CAR's resolution of the zatter will be reported to the
utility and the residential customer within ten business days
after recelpt of the informal complaint. I£ the customer {s not
satisficd wicth such resolution, he must f£ile, within tfea dusiness
days after the date of the CA2's lester, a formal complafinz with
the Commission under Public Utilitles Code Section 1702 on a fomm
provided by the CAD.
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4, Fallure of the residential customer to observe these time limits
shall entitle the utility to insist upon paymwent or, upon fallure
to pay, to discontinue the customer's service.

J. Designation of a Third-Party Representative (Elderly or Handicapped
Only)

(1) Customer must Lnform utility 41f he desires that & third party
receive termination or other notices on his dehalf.

(2) Trility must be advised of nane, address and telephone number of
third party with a letter from third party accepting this
responsibility.

(3) Only customers who certify that they are elderly or handicapped
are entitled to third-party representation.*

* Proof of age must be supported by certificate of dirch, driver's
license, passport or other reliable document. Proof of handicap must
 be by certificatfion from & licensed physician, pudblic health nurse or
social worker.

(END OF APPENDIY. A)
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APPENDIX B
'The following paragraph may de added to Rule ¥o. 11, Discontinuance
and Restoration of Service, as Section B.l.k. by separate advice letrer £iling
approved by the QOmmission'justifying':pe collection charge included therein:

l. For Nompayment of Bills

k. The Utility may require payment of a collectfon charge of § . when
Utility's representative makes a call to a customer's premises to
discontinue service for nompayment of a dL{ll and, o avoid

discontinuance of service, the customer makes payment o full.

(END OF APPENDIX B)
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Staff Showing

Bugene Lill, consulting engineer, Eydraulie Branch,
testified on the proposed changes to G.0. 103 and to the existing
standard tariff rules contained in Appendix A +o D.82-04-022.
Witness Lill states tha*t these changes are based on D.9353%3. 7The
proposal also contains staff's proposal Lor 2 new tarif? rule, Rule
11e, which is not in the gas and electric tariffs. Rule 11a would
provide information concerning customers' rights, remedies, and
responsibilities under termination procedures for nonpayment ©oF
bills. The witness also presenteld z report which distridutes the

contents of p*0posed Rule 112 among the existing tariff rules.. ~9037;2/
i adred ot o Dot a2l PSS e :
The wi% ness recommends adoption of propoged Rule 11a which,
he states, provides pore information with slight effect on overall
cost. Ee also recommends that the Commissidﬁ’exempt Class D water
conpanies from the requirement of distribﬁ%ing propesed Rule 11a %o
ecustomers.
The witness revised his testimony a%t the hearing to state
that the special provisions for the elderly and handicapped would
apply only to residential custod;‘s.
CWA Showing s////
CWA presented its/showing through its witness, Donald
Houck, vice president, CaIg*ornia Water Service Company. Ee
testified on its propoqéﬁ changes to G.0. 103 and %o tariffs. Eis
exhibit contained recoﬁmended changes portrayed as generally
following D.9%53%. The major differences with the staff are that CWA
recomnends that residential and nomresidential customers be %treated
differently, that the rules for termination £it into the format of
existing rules, that there be flexibility in applying the rules and

in furnishing notices, and that there be a customer charge if bill is
paid at the time of turn-off.
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including a statement of a customer’'s righis
remedies may be obtained upon request of the
utility. The notice should alseo deseribe

rocedures for reconnection of service.”
Mimeo. p. 15.)

We find the above procedure o0 be reasonadle to apply to
water utilities and will require that they inform a residential
customer about the above procedure including residential customer's
repedies at the time of furnishing +the termination notice.

The staff's proposed termination rule does not make any
reference €0 attempts to contact the customer dut states {;azly that
personal contact will be made prior 4o <Yernination o;/gervice.
However, in its proposed revisions <o G.0. 103 the stall recommends
reasonable atvtenpits. This language is not co%fﬁstent with the
staff's proposal. CWA states that the termimation rule should
provide a reasonable attempt %o contact/g/éastomer personally before
termination. This provision is also imcluded in CWA's proposed
changes %o G.0. 103. CWA urges its j?onsed wording because (1) a
utility should not have %0 bear the cost in time and effort of nmore
than one reasonable attempt at contact in the last 24 to 48 hours
before termination 0f service/and (2) %he s%taff's proposal for ¢.0.
103 is too ambiguous and cfuld result in a customer's filing a
conplaint with the Commission because the utility did not make 2
third or even nmore atteﬁ%ts to make personal contact. One attemp?t is
reasonable and will be adopted as explained below.

A reasonable attempt must be made by the utility to
personally contact an adult on the residential customer's premises
either by telephone, dy visit, or by mail delivery at least 24 hours
prior 10 termination. For elderly and handicapped residential
customers, the utility shall provide at least 48 hours' notice dy
telephone or visit. For these customers, if a personal contact
cannot be made, & notice shall be posted in a conspicuous location at -
the service address at least 48 hours prior to termination.
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CWA proposes a T-day discontinuance notice for all
custozers who fall to comply with an extended payment notice for
paying a back bdill. The s%aff proposes that any customer who again
fails to meke his payments is entitled to another 15-day termination
notice. A T=day notice on this second time around Lor nonpayment of
bills is reasonabdle and will de adopted.

Third-Party Notification

The staff recommends that every year all customers dbe
informed through a billing insert of the right of elderly and
handicapped customers to have third«party notification of service
termination with the first notice during the £irst full dilling
period after the effective date 0f ths order. CWA believes the rule
should provide only for annual notification of 21l residential
customers. Many small and some not so smglilutilities bill vy
postcard and some larger ones use a cogpﬁterized package. 20 keep
costs down, CWA recommends each uti%if& be allowed 4o determine its
own method of notifying its custgpé?s. BEdison wants to mail its
water utility annual notice siazultaneously with its gas and eleciric
annual notices. CWA's reco%pégdation is reasonadle and will de
adopted. ZEdison may mail annual notices simultaneously, after
pailing its Lfirst water néfice as prescribed in this order.
Collection Charge

CWA recomepnds that we authorize a $5 collection charge
when a utility's ggpresentaﬁive calls on a customer to discontinue
service £or nonpayment of a bill, and the customer then makes payment
to avoid losing/service. Edison currently has a similar charge for
its electric operations. The staff states that no dasis Zor 2 $5
charge has,ﬁéen nade on the record and that the Commission in its
order should authorize any water utility that wants to make such a
charge to file an advice letter justifying that charge. OSuch
proposal ia:acceptable t0 CWA as long as it is understood that
filings which justify a given collection charge will decome
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effective. We will authorize the £iling of such colleetion charge by
advice letter, which must justify the charge. The collection charge
may only be assessed after approval of the advice letter when the
utility’'s representative makes a final field call %o actually
terninate service for nonpayment of a bill and +he customer pays. It

would not apply when notice of termination of service is given by
personal visit.

Qther Itens

With the staff's stipulation, all parties now accept the
position that the term "elderly and handicepped" customers refers
only %0 residential customers. We concur.

/,,

The steff's proposed revisions %o G.0. 1Q}, ‘Section B, of
Rule 5 and Section B.1.a. 0f Rule 11, states that a customer may have
bis service discontinued if the bill is not paid within %4 days after

presentation. CWA urges that the cuszjji;/éhould not de given the

idee that he has 34 Qays %o pay 2 bill. /CWA's Proposals refer to the
19 days a customer has before his bill is past due and where
appropriate, the 15- or 7-day pe*iod belfore service will be
discontinued. CWA also states that the staff's proposed 34=day
language to be included on t%pfiill Zor service as set forth in
Section B of Rule 5 could result in some major complainis for
utilities which bill monthly since a following bill with the same
language will always be received before the 34-day period on the
previous »ill expire§. Purther it states that if different service
ternination periods are adopted for residential and nonresidential
custonmers, the sho}ter overall time for nonresidential customers will
be similarly affected. We sgree with CWA's concern and will adopt
the basic 19 days past~due date and the discontinuance notice of 15
or 7 days as appropriate.

Ve agree with CWA and the respondents in this proceeding
that <the bi}l for service should not include reference t0 2 cash
deposit and reconnection charge us now proposed in Section B of
Rule 5. The language on this subject should more appropriately be
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Findings of Fact

1. A 19-day notice period before a bill for service beconmes
past due and then a 15~day notice of termiration of service allow
sufficient opportunity for <the resideﬁ;}azncustomgzﬂfo make payment
or other arrangements with the utility.t Thus, a2 residential custome*
will have a pinipum 34-day period detween the date of billfﬁg and
termination.

2. A T-day notice of termination for a nonresidential customer
as now provided in the standéard fora of t&rifis/gs reasonable.

3. A reasonadle attexpt to personalxy/;ontact 2 residential
customer either by telephone, by visitz/or by mail delivery at least
24 hours prior to termination may result {n full payment of the
overdue bill or other acceptadble payment arrangement with the utility.

4. It is reasonable %o require a 48-hour notice before
termination by personal con act by telephone, or dy visit to the
elderly and handicapped custome* vho may be more detrimentally

ffected by service termination than other customers.

5. Procedures fqr/disputing ternination and reconnecting
gervice after ermingtﬁon will assist the residential customer in
exercising his remedies in the face of potential service termination.

6. An elderly residential customer is age 62 or over.

T. A handicapped residential customer is a customer whose
health or physical condition may qualify hip for special
consideration, when certified by a licensed physician, pubdblic health
nurse, or social worker.

8. Some customers may be able +to meet their payment
obligations if payment dy installment is allowed.

9. The elderly or handicapped customer may be betiter able to
make payment to the utility if a third party, such as a consenting
friend, family member, or pudblic or private agency, is notified of
the impendiaé ternination on the customer's behalf.
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Paragraph b. of Section 1.6. of Ceseral Order No. 103 15 revised as

. follows:

b. For Nompayment of Bills. No utility shall discontinue service to
any customer for nompayment of bills (inmcluding delayed payment
charges) without f£irst having diligently tried to induce the
customer to pay same. After such effort on the part of the
utility, service may be discontinued after the utility has given
the residential customer at least 15 days’ and the nonresidential
customer at least 7 days'writtes notice of such 4ntention iz the
mangexr provided in the preceding paragraph, commencing after the
19-day normal payment period, except that no service may de
discontinued on any Saturday, Sunday, legal boliday, or at any time
in vhich the business offices of the company are not open to the
public. Provided further that the ut{lizy shall make a reasomadle
attempt to personally countact an adult oo the residential
customer's premises, either dy telephone, by visit, or by mail
delivery at least 24 hours prior to termination. For elderly and
handicapped residential customers, the utility shall provide at
least 48 hours' notice by telephone or visit. For
these customers, 1f a personal contact canuot de made, a notice

shall be posted in a conspicuous location at the service address at

least 48 bours prior to termination. e

1

The folloving two defiaitfons shall be added %o Rule No. 1, Definitions:
/f
. Elderly Customer: Any residential customer vho {s age 62 or over.

Handi{capped Customer: Any resideatial customer wbose bealth or physical
condition may qualify him for epecial comsideration.

Rule No. 5, Special Information Required On Forms, is revised

as follows:

B. Bill for Service ////

/
On each bill for service will be printed substantially the following
language:

This Bill is due and payable upon date of presentation. It will
become past due if not paid within 19 days after date of
presentation.”

Discontinuance of Service Notice

With each notice of discontinuance of service for nonpayment of bills
will be printed the substance of Rules Nos. 11.B.l. and 11.C.1.
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Rule No. 8, Notices, as revised is shown delow in its entirety:

Notice to Customers

1.

In Writing

Notice to a customer will normally be in writing and vill bde delivered
or mailed to the customer's last knowvn address.

Exception

In emergencies or when circumstances warrant, the utility, where
feasible, will endeavor to promptly notify the customer affected and nay
make such notification orally, either iz person or by telephone.

Ternination of Service

a. The u:ility shall make a reasonable attempt to persomally contact an
adult on the residential customer's premises, either by telepbone, by
visit, or by mall delivery at least 24 hours prior to termination.

FTor eldexly and haundfcapped residentfal customers, the utility shall
provide at least 48 hours'notice by teIcphone or visit, For

these customers, if a personal contact cannot be made,

a notice shall de posted in a couspicuous location at the service
address at least 48 hours prii//to termination.

Third-Party Notification 7

s
Notice of availability of third-party notification shall be given
annually to all residential customers, commencing at time of first full
billing afcer the effective date of this tariff schedule.

Notice fromn Customers

1.

A customer may make notification in person, by telephone or dy letter to

the utility at its commercial office, or to an authorized Tepresentative
of the utility.

Custozers who are elderly or hasdicapped must have presented evidesce to
the ucility establishing thefir status {f they wish to qualify for
considcrntion under Rule No. 8.A.3.b. (above) or under Rule No. 11.B.l.d.
Elderly and handicapped customers who desire third=-party notification
nust 50 inform the utility with certification of status and with a
lettexr from the third party accepting the responsibility.

Proof of age must be supported by certificate of birth, driver’'s
license, passport or other relfable docuwent. Proof of handicap must be
by certification f{rom a licensed physician, public health nurse or
social worker.

L T e T T
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. g. Where wvater service is provided to residential users through a master
meter, the ut{lity shall make every good faith effort to inform the
actual users of the service when the sccount {8 in arrears that
secvice will be terminated in 10 days. The 10-day notice shall be
posted at the premises not less than 5 days after the date of
presentation to the customer of the 15-day termination notice. The
notice shall further fnform the actual users that they bave the right
£o become utility customers without being required to pay the amount
due on the account. The utility shall not be obligated to make
service available unless and uatil each and every sctual user of the
vater service then residing on the premises shall agree to the terms
and conditions of service and shall meef the requirements of the
utility's rules and tariffs provided, however, that 1£f (1) ome or
Bore actual users are willing aand able to assume Tesponsibility for
the entire account to the satisfaction of the utility of 1f (2) there
is a physical means, legally available zo the utility, of selectively
terminating service to those actual users who have not met the
requirenents of the utility’s rules asd tariffs, the utility sball
nake service available to the actual users who have met those
requirements. /s

S
A reasonable attempt must be made by the utility to personally
contact an adult on the residential custoner’s premises either by
telephone, by visit, or by mail delivery at least 24 hours prior to
termination. For elderly and hacdicapped residential customers, the
utilicy shall provide at least 48 hours' notice by telephone
or visit. For these customers, if a personal contact cannot
be made, 3 notice shall be’ posted iz a conspicuous location at the
service address at least’48 hours prior to terzimation.

Residential Customer’s Remedies Upon Receipt of Termination Notice

(1) If upon receip& of a l5=day termination notice, & residential
customer is unable £o pay, be must contact the ut{lity within the
15-day termination notice period to make payment arrangements to
avoid discontinuance of service.

(2) If, after contacting the utility, the residential customer
alleges’to the Commission an inability to pay and that he is
unable to make payment arrangements with the utilicy he should
write to the Commission's Consumer Affairs Branch (CAB) to make
an {informal complaint. This action must be taken within the

15-day termination notice period to avoid discontinuance of
service.

(3) ‘The CAB's resolution of the patter will be reported to the
utility and the residential customer within ten business days
after Teceipt of the informal complaint. If the customer 1s not
satisfied vith such resolution, he sust file, within ter business
days after the date of the CAB's letter, a formal complaint wich
the Commission under Public Utilitles Code Section 1702 om a form
provided by the CAB.




