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Introduction

By this decision we have established minimum standards
and procedures for termination of gas and electric service. The
revised standards generally reflect the termination pragtices
which utilities are currently applying. These practice;. in many
cases, are substantially more lenient than the minimum standards
set forth in utility tariffs. We note that it is ﬁecause of the
utilities® responsible and liberal practices that the xeasonableness
©f terminaticon procedures has net been a significant issue before

this Commission.

Notwithstanding the above, we have taken this opportunity

%0 review present tariff procedures and utility practices for

termination of service in response teo the enactment ¢f the

Public Utility Regulatory Policies Act (PURPA). PURPA reguires,
among other things, that each state adopt reasonable termination
standards for gas and electric service. On balance, we have found
current utility practices to be fully compatible with PURPA and
the Department of Energy (DOE) Veluntary Guidelines to implement
PURPA. The minimum termination procedures that we have prescribed

are designed to standardize and/or refine many of these practices.
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procedure for termination (as opposed to b»illing) disputes:

L. After receipt of a termination notice, the
customer must first contact the utility within the termination
notice period to make special payment arrangements to avoid dis-
¢continuance of service.

2. After contac¢ting the utility, if the customer alleges
to the Commission an inability to pay and that lawful payment arrange-
ments have not been extended to him, he should write to the Commission's
Consumer Affairs Bfanch (CAB) to make an informal complaint. It is
the responsibility of the customer to timely infoxm CAB to avoid dis-
continuance of service.

3. Within ten business days after receiving the informal
complaint, the CAB will report its proposed resolution to the utility
and the customexr by letter.

4. If the customer is not satisfied with the proposed
resolution of the CAB, he shall file within ten business days after
the date of the CAR letter a formal complaint with the Commission
under Section 1702 on a form provided by the CAB. The cemplaint
shall be processed under the expedited complaint procedure.

S. Failure 0f the customer to observe these time limits
shall entitle the utility to insist upon payment, or upon failure
t¢ pay, toO 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 a ¢ustomer that a more
conplete statement of termination policy.including a statement ¢f a

customer's rights and remedies may be obtained upon reguest

-16=
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The notice should also descride procedures

for reconnection of service.

We believe Procedures outlined above will

-

Teasonakly inform a custoxrer of his rights and provide anple
renedy from unnecessary iaterruption of service. n adoptizg
these procedures we wish 20 clarify, however, that <he util iey
Day continue its practice under Current tariff rules o teraninate
service temporarily where hazazdous condicions exist, where za-
authorized use is demonstrated or when the coasumer has unlaw?ull
ca addition, if <the utilicy has

xtended to zhe customer the Zull benefit of pavment arrangements
~2 accordance with the s=andazés defined decision, and =<k
custoner does nOt, Or cannot pay, then should be
~lowed %0 te:miﬁa:e the custoner af«

3. Bilizncrval YXotices

We must next address whezhk
a0tices skould bDe reguired,
Provides that where a substantial percenzage of =he :opul zion does
20T speax Znglisk, 5ills and zotices should be printed i

whe second language. DO does nos define the zerm

- e

»

"substaztial® iz izs
SoCal propoesed zo defize the Phrase
of : TO Zean where at least 20 percent 0F =k
in ity's service area speaks a TOMMOR sSecondé laaguage.
Dasis for this standard was notT clarified, Loweves. Moreover,

analysis was xzade




Le Costs associated wi=n intd netices, »ills and s<«a

& Sec¢ond langurage. = £LuCTAAT S0 reguire

Tinting 0% bilimgual : LS time. However,

we o bhelleve - ServiCes sShould De offared

.

Wwhere Spanisia oi_some ozlaer language is widely 53p0Kken wizhiz
a4 county of ceilicy's sexvice area. In these areas, we will
reguix v Qtilisy <0 employ a ceasonable astaber 0 persons
who can enie Wiih customerns ' lazguage %o advise
renedies. We heliave

lready employs muletie

IDexcencies

PURPA specifically provides =ha=s special procedures Zor ner-
nination 0f service should be acdopted when ctermizazion of sexvice
would be "especially dangerous wo nealch and tihe customer iS5 either

zadle <0 pay for service or can only »a&y bSv insmallsmen=.”
The Comzission define periods wh
should be granted for =kose umabLe o
$€ Goes on Te Suggest That tile Commission specify
the 5%eps requived of a gcustomer zo = nger To nealin
anc Laeabilisy w0 pay, and
-nstallinens payments available 5=1-3-1

customer gualifiecs for shese Faymenss.

Perigds Wher Heal=h i35 Trlancerad

Res Lave been offered 57 consuler

She utilities %0 oring sarif#

narzony wiih the provisioss of PIRPA. Some
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deli Deriods when =ermlinats WOGLE be especially dangerots =0
healch Ifreazing temperatures (below 12
The stall wounld defize danger periods as those "when
in sanedilate area 0f the customer's residence is
10 7 (or norel.”
SP2C objects =0 definitio 2 <enmperature extremes as
that a great portiean

Talkoe area where

a large part of ke

proposalcould opreclude
t Live 0r six zontias 02 the yvear.
Yatiozal alse warns that disputes will arise whether
in <he inmediacze
The texperature range allowed azd wkether the utilisy

=he aczval tenmperasture at the 4£i T disconnect or zhe
exe by Propesing <he Commission
adopt a ssancard which directs =hat service 20T be terninazed duriag
any month when pasc clizmatic data s2ow that these extremes (32 7.
and 10l F.) ave reacihed oz nmore <than hall <the days of thaz monta.
This would assure that service would not be =erxminated durizng a
osherwise axtremal
Proposal at leass

adninistering a szandaxd such as the staf

-
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Proposes. What is lacking, howevex, ia all of

these »roposals
is climazic daza. We €0 not see 20w Lt is passible\to establish
experature sansitive pexiods wizhouz Qally tenperarture data Tor
we n0%Te That PURPA
cted primarily w0 ¢old climates.,
ia 2as reglozs with ¢old winsers, :heicv——w“
e the Coast wWhere exutzenes

cond oceur iz See 10 PuTPese in

- s

.

Califorznia & systexnm of regulation which ay be appro=-
riazte o the cast coast, the unmidwest, Or the mouatala states, bu:z
lLargely uzzmanecessary in our ¢climate.

We concrude that <here is i fZicient support ia this

recoxd for adopting zemperature seasitive standards Zor definizg

periods cexminazion zay be especially dangerdts =0 healsh

e

-

PG&E has suggested an approach o establishin

climatic standards which has appeal. Instead of defining specific

Perxiods dangerous o A customer’s healthk, PGSE wouléd place th

.

burden upon cus=omers shemseives o denoastr

woeld endanger =helr heal=zh. 2PG&Z's Proposed Tarifs
worll Provide:

"R. Zlecuric (gas) service %0 a residenzial
custonmer will not be disgontinued for

-

adn=payient when the ¢ustomer has estadl
S0 the satisfaction of the utilisy that

cexninasion weould be especially dangero

ro
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£o the health of the consumer*; or the

crstomer has established %o the sa::szaction

0% <he uzilisy zhat the consumer is anong the

aldexrly (over 65 veazs 07 age) o: hazn *caﬁoed"~

anéd the customer establishes o <he satisfact

08 <the uwtilicy that he or ske 135 tnabdble to pay

for such service in accoréance with zhe provisiosns
2 the uwtility's tariffs: and cthe c¢ustomer is

willing <o azrange installment payments, satis-
factory to the wtility, includiang arrangements
fox dronmpt payment of subseguent bill -

*Cexcificasion Zrom

e reguired by =<k
(PG&Z Response, 29

The ALS's proposed repors supprerted PCEIT 'S suggested
Tarilf for the reaszson that it does = : ziods dangerous
=0 health to pericds of temperature extrene.
Pointed out, Cerxtalin customers nay be exndangered at asy time
Decause 0F illness or due =0 zmeliance upoa »owered life suppors
systens. We agree a=néd will therefore adopt 2Gé proposal as
reasonable, but will nid 2 eléerly o meax
Dezsons oOver 52 vears fvrther discussion below.)

3. EIEntizlement =o

The ALS's »roposed rezor nable =0
Place <he burden uzon =he ¢ustomer
exeantion from payament, aad

iaisially, =he arbizer 07 =x : ; 30zh 0 these

g -

Teconmendations raised objecti Iz zal iancluédizag

The CIL, Califoxrsnia Ladbox Lo anéd TURN.

-

Ii, in parsigular, cozns = SRCh an arrangement




Tepresents the assumpiion of adainistrative authority by a pxivate

ceoapany whi should de exercised only by an impartial regulazory

agency, iL.e., <he Public Ttilities Commissioan. We disagree.
utilities aze reguired by law =0 abide b7 éhe tarlii® zules
approved by =he Commission. The utilities and their enployees
USE 2anAge = 2 sheir services subject only to
our broad oversi we galled unon =0 make every inizial
—erninazion or eligibility for exemp»=

Zrom the general rules, we would be overwielaed. The gulidelines

Lon

we apnrove herein will be sufficient =0 ensure reasonable service,

and we s:tand ready =0 iz special cases of alleged
noncospliance.
In showing eatitlement %¢ exenmptioz from zermination
2 service, a custoler aust (1) he has a healsz=h

condition which semporarily 3 B4 0% sexvice

e L5 uvaable to pay d or Jay¥ oaly pay by

-

ilcavion of Heal<=h Corndi=ion

parties generally agree with PG&E's propesal
the cusconer L2 0 3 nt ; ' sexvice because
% a healzh condisi : : =o %tihe utility
0f 2is ¢ondition.
sta=zus 0f a cussoner Day de made by
subli¢c health nurse or a social

- .

chat & healzh condision
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cermination o7 service because the custoner
will define an eldexrly customer as a4 person

age, based upon present eligidility Zor social securisty., aad

5S¢, birth cer~

passpo_., Zvideace o0f eitherx

status should be presented < ! ! ecial services are desir

2. ZInabili=v to Qav

addition To es=ablishing that cernminaction may be

dangerous PURPA reguires =< tkhe customer nust also
establish T ke i : sezvice oxr that he is only
able =o pay : = 2ot believe =hat {ongress inteaded
That a cusctolier shoutld be excused permaneatly from payiag the lawiul

Riz unilisy sexvices if he should find hinsel?
financially embarassed during a period when termination 0f service
would be especially dangerous o his health. The dileamma is that
those wiho Pay their uzilizy bills, ic r, sieck or well,
o0ld or young, =ust ultimately pay the bi hose customers wWio

0T Day iz addision o the collegtion costs caused by those
customers who are sporadic or usareliable ia their payment practices.
atly relieving solle custolers Irom paymexnt

Zay cause discrial ' Therefore, we will nOT perlanently exXcuse

customer from payments we will, however,

LXd

ed.

&

20/ The D0 guideline izself recognizes the g uncollectidle
expense but contemplates That late payme will oZfses
iacreases ia uncollectibLes. This assun howevar is 2ot
trte Zor Californian utilicies., AT =ihis we are no po¥ld

e paym

3
<
0 1mpose late payment charges o ca;:one en
LE adopsed, would most Likely fTall upo= poo_, elde,ly a
-a
)

?
P

1]

“l‘llﬂ'i

[s IO N L
.

iacline
= ¢charg
naandicapzed, o: wpon _east able to 2ay and upo:n e
whose durdens =he gul ideline incends =0 ease. We also 2 <
that there is “o-n ng in b rd Whick WoOuLd sSUPROr:
establishment of late=-paymentc

oS
L=t ous
e

e

s

4
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nd dizect Llity o
avallability of Zinancial assistance - rs unable
to pay their bills. Many utilities alzeady zrovide hoth services
A5 a atter of practice.

IV. Reasonable Provisionx for =he Zlderlw and Handlicanned

PURPA specifically dixects inatlion procedures

snould =ake iato account the nead =20 e Teasonable »ro-

visions for the elderly and handicapyped.

Concerning notice of termination, we have »reviously
discussed the reguirement zhat the vTility Give at Least S8 hours
advance zotice by personal contact belfore termizating the sexvice
©Z an elderly or handicapped custoner.
derived from the D02 guideline. The guidelire, however, also

tility be reguired %o notify <he Coxmmission

an alseznate agexncy cdesigaaced by tThe Comanission before any

raination to deter=mine if that agency requires any Zfurther action.

FoE =

L1/ See 33. 22-23 of this eopinioz for definition of elcderxl
and Randicapped.

-
<




Se made at least 48 Lours priex
when our resOurces ave stralned
now reguired by law,
0 under=ake tkhe duzy ©
with each 0f z<heir
will
howewver, allow Tl

customer, ; : o designate a

cive, such a3 a friend, family medmber,

agency =0 Tecelive nozice ; a.Z.
faform
furecher
Cedures <0 ensure
on behalf ¢ a custoner and
the thizéd parties. We will
all customers at least once
service for =ie elderly aand handicazped.
De inciuded iz the billing envelope during the firss
zhe elfective date 0f =his order anéd annvally
Those customers Wil certify zhat they are eldexly
handicapped will De entitled =9 third-dariy notice of werain-
We doubz thaz those who ¢o notz neeld the service will

2oz i=.
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V. Miscellaneous Tssues

Budcer 3illing

The »roposed

s

-
- -

should conmneant dur

over =the entire vear.

spread the high cos

winter oOr summer over

nozized to experinent with budget billiag.

Lt

-
-

T4 e
-k -

with budges b

bDecause 0% az adverse TRLIRG ©

Tuling would have imposed excessive

Edison, costi

=a s

-

-
Py

& Zinimal zunber o7 consumers

ha arti o

cipazio

Béi

hacause of

v
-

the ifnaccurate 2

&

- Y

usage=insenticive, agual nmeonthl

’

7z

ané does not sudport hudget HALL

-

26 .

undexr s=udy since 1979 and is schedul

. -
n uu:e.

198

We will

done 50 20 0ffe

avai aZ's exper ne

lLable “Zrom 26 &nd

be appropriaze =o study budg

i
Hilll

record the adwvantages and disadwvan

-t

ing an estimated S15 per constmer.

son 1S alse concerned <that dudges
rice signals sens

DALl

a proposal o average bills

worlil allow &onsumers <O

-
s

electric sexrvices curing the

“
kS

T. 2G&T has Tege 7 2e

§ between 1965 and 1873

Te

Téison also stated

were anrolled

30,3 pexcent

be asti-=conservazion

¢ the consumers by

5. S8SDG&I concurs wizh

&ison
SoCal has head hudget billizg

ol %0 o0Zfer it tO0 Les consullers

walch have not alrealy

daza are

SoCal

4 -
-

a_y

ges seexm closely balanced.

6-\
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Colleec=ion Char

3y Advice Levter S17=E (Sxhihi : : 3 1980,

ZQison sought authorisy o amezd irts za Ls¢ontinc-

Aace and Restoration of Service, to estadlish a collection charge

2 §5.00. 7The gharge would only apply when an Zdison zepresestacive
Rares a Zinal field call for =he so0te Durpose of diseonti
Service Ior nonpayment, and in lieu of disconn sion,
makes acceptable payment o The

=@ reduce =k
then
nacde. The average cost pe ' call is $5.12, which will
Produce estimazed anzual revenues of $285,000, or léss thaz one~
tenti 0L one perceat of Zdison's 1980 estimated grXoss revences
©f $3,462,100,000. The Coamission Gid 20T €T upos the advice
letter but 1 it be considered in this proceeding.
Yo 02p0s5ition o this zew ¢harge nas been expressed and

-
- -—

will 30t increase any existi rate or charge, cacse withdrawal
0% sexvice tO any coasumer, nOr conflicnt wisk &ny otlher rate

- e

schediles or =ariff sules. The collection charge saould be
zdopted as proposed by Zdison.
Conclusion

By this cegision, nd ; : szancdards

liberalized in order o acdeqgrate DToTecsi ¢ all

-

customers Irom unnecessary discontinuance of vical electric aad gas
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services. Significanzly, maay 0% the standards adopted weflect
sceual practice of several utilicies. - iz oux observation
that few, ; ne respondent weoilizi

Accordingly, we believe that the

»

nerein will not be unduly burdensone

ion policies, we zealize .
thaT 503e CUSLTOTErS may take : nTace; we are confidents,
however, zThat she vast Dajoricy custonexs Will pay =tleir bhills
oa tTixme or y Arrangelents

aczioas of

reviously nOone was

miziznem  terain

weighing the risk ! expenses DAy increase against

Senefic 2 customer may De »roteszed Zrom premature teInization.
Or Salance, We favor addizional protections that these =inimu

scandazds will
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Findings of Fact

L. Sections 113 et seq, ©f PURPA require the Commission

to adopt reasonable procedures for termination of gas and electric
service.

2. The DOE voluntary guidelines for implementation of
Sections 113 et seq ©f PURPA recommend specific standards, terms
and conditions for terminating utility gas and electric service.

3. A 34-day notice period between the date of billing and
date of termination allows sufficient opportunity f£o6r the customer
to make payment Or oOther arrangements with the utility.

4. The actual practices of PG&E, SCE, and CP Natioenal
allow at least twice the amount of time bezween date of billing
and date of termination than the 22 days allowed under current
tariffs.

5. There is insufficient support in the record for
Tequiring two Or more writtenm notices o©f termination when the
time between date of billing and service termination is extended
from 22 to 34 days, even though many utilities already furaish
two or more notices as a matter of practice.

6. Reasonable attempts to personally contact a customer
either by telephone ox visit at least 24 hours prior to termination
may result in full payment of the overdue bill or other acceptable

Payment arrangement with the utility.
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7. It is reasonable to require a minimum 48-bour notice
before termination by actual personal contact by telephone or visit
teo the elderly and handicapped customer whe may be more detrimentally
affected by service ternination than other customers.

8. NMaster-metered customers are entitled to the same
reriod of time between date of billing and service terminatiozn as
individually-metered customers.

9. A customer who is unable t¢ pay his ut;lmty hill is
unlikely to make a depos&t ©f the unpaid amount with the Commission
if he disputes the termination by £iling a formal complaint.

10. Procedures for disputing termination and reconnecting

service after termination will assist the customer in exereising

his rights and remedies in the face of potential service termination.
il. The DOZ voluntary guideline contemplates that some
form of bilingual services will be furnished teo utility customers
where a substantial portion of a wtility's service area speaks a
foreign language.
l2. SoCal nas determined that “a substantial portion” of
the population whiceh S5peaxs a common second language is 20 percent
of the population.
13. It is consistent with the policy of the DOE Veluntary
Guidelines to reguire each vtility To provide multilingual individuals
to advise customers ©f termination Policy where Spanish or some other

language is widely Spoken within a county of a utility's service area.
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l4. The need to establish climatic periods when ter-
mination would be especially dangerous to health has not been
estakblished.

15. The customer himself will know when termination will
be especially dangerous to his health, and therefore is best adle
to support his claim before the utility £or continued service
when he is unable to pay his bill.

16. Elderly persens are generally defined as persons whe
gualify for social segurity, Or persons at least 62 years of age.

17. The needs of the handicapped and elderly are better

served by reguiring them to certify to the utilizy the state of

their health through licensed physicians, publi¢ health nurses

or social workers.

18. Some customers may be able to meet their payment
obligations if payment by installment is allowed.

19. Some customers nmay be able %o pay their utility bills
if the utility provides them with information abkout public and
private sources of funding.

20. The elderly and the handicapped customer nay be
Detter able to make payment %o the utility if a third party.
such as a consenting friend, family nmenber, or public or private
agency, is notified of the impending termination on the customer's
behalf.

21. The collection charge proposed by SCE is reasonable
to help defray the c¢costs of final field calls te discontinue ser-

vice in circumstances where the customer nakes acceptable payment

in lieu of &isconnestidon.
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Conclusion of Law

The tariff modifications for minimum termination standards

for gas and electric utilities which are set forth in the order

which follows are just and rxreasonable and should be adopted by

the respondent utilities.

IT XS ORDERED that:

1. Each utility shall provide a minimum of nineteen (19)
days within which to pay a moanthly bill, and a minimum of fifteen
(15) days notice before termination can oc¢cur. Thus, a ninimum
34-day period between the date of billing and sexvice termina-
tion sbould be given.

2. DPGS&E, CP National and SCE shall continue to follow
their current practices in defining the periocd between the date of
billing and date of termination.

3. Each utility shall make reasonadle attempts to

personally contact an adult on the customer's premises either by
telephone or by visit at least 24 hours prior to termination.
For elderly and handicapped customers, the utility shall provide
at least 48 hours notice by telephone or wvisit. TFor these cust-
omers, 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.

4. For master-metered customers, 2 ninimum of 34 days

shall elapse between the date of billing and date ©f termination.
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The notice of termination shall issue on the nineteenth day from
the date the bill is mailed. The ten=day statutory pericd for
termination notice shall begin to run at least five days after
the termination notice is mailed.

5. The utility shall not reguire a customer to deposit
with the Commission the amount on the overdue bill in a tezmination

dispute.

6. Each utility shall inforxrm the customer of procedures

for termination disputes, and should provide the customer with a

complete statement of the utility’'s termination policy, inc¢luding
a statement of his rights and remedies, upon reguest. The
following procedure for termination disputes shall be adopted:

(1) After receipt of a termination notice, the customer
must first contact the utility within the termination notice period
to make special payment arrangements to avoid discontinuance of
sexrvice.

(2) After contacting the utility, if the customer alleges
to the Commission an inadbility to pay and that lawful payment arrxange-
ments have not been extended to him, he should write to the Commission's
Consumer Affairs Branch (CAB) +to make an informal complaint. It is
the responsibility of the customer to timely inform CAB to aveid
discontinuance of service.

(3) Within ten business days after receiving the informal
complaint, the CAB will report its proposed resolution to the

utility and the customer by letter.

-33-
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{(4) If the customer is not satisfied with the proposed

resolution of the CAB, he shall file within ten business days after
the date of the CAB letter a formal complaint with the Commission
undex Sectidn 1702 on a form provided by the CAB. The complaint
shall be processed under the expedited complaint procedure-

(5) PFailure of the customer to obsexrve these time limits
shall entitle the utility to insist upon paymeat, or upon fallure
to pay, to terminate the custonmer's service.

7. Each utility shall provide a rcasonable number of
multilingual individuals to advise customers of termination policy
where Spanish or some other language is widely spoken within a
county ¢f a utility's sexvice area.

8. Each utility shall offer installment payment plans
and shall furnish infeormation on the availability of financial
assistance to those customers unable to pay their bills.

9. Each utility shall allow the elderly and handicapped
customer to designate, at his option, a third party representative
£0 receive notice on the customer's behalf. The utility shall
establish procedures to ensure that third parties consent to
recelve notice on a customer's behalf, and that notices are sent
directly to the third parties. The utility shall inform all
customers at least once annually of the availability ©f this service.
The first notice should be included in the billing envelope éuring

the first full billing cycle after the effective date of this order.




10. SCE is authorized to establish a collection
charge of $5.00 which ¢can be assessed when SCE's representative
makes a final field call to actually ternxinate service for non-
payment.

1l. The respondent utilities shall file tariffs as
required by this Ordexr. These tariffs shall be filed within
five (5) days after the effective date ¢f this Oxder, in
compliance with the reguirements of General Order No. 926-A,
and are effective the date Ziled.

The effective date of this oxder shall be thirty

days after today.

ated SEP 15 1981

» San Francisce,

California.




