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EXECUTIVE SUMMARY 
 
The commission’s Business Practices Investigations staff reviewed information received about a 
program offered by PSE called “PSE Connections.” PSE Connections offers customers starting 
electric or gas service the opportunity to order additional services such as telephone, newspapers, 
and Internet service. PSE contracts for PSE Connections services with a third party company 
called Allconnect, Inc. (Allconnect).  
 
As described by PSE in responses to staff’s inquiries, PSE Connections works this way:  

• A customer calls the company to establish service or transfer service to a new location. A 
PSE representative takes the customer’s service order. At the end of that process, the 
representative transfers the customer to PSE Connections. The customer is told he or she 
is being transferred to PSE Connections where the service order will be confirmed. PSE 
Connections is not actually part of PSE; rather, PSE contracts with a third party, 
Allconnect, to provide PSE Connections services.  

• As the customer is transferred to Allconnect, the customer’s name, address, service start 
date, and product order information is electronically transferred to the Allconnect 
representative. Allconnect confirms the details of the order, including the customer’s 
name, address, and other information, and reports any errors to PSE.  

• Allconnect then markets other services to the customer including phone service, lawn 
care, newspaper subscriptions, Internet service, and other services a new home owner or 
renter may need. Allconnect can sign the customer up for these and other services.  

• If the customer does not purchase an Allconnect service, Allconnect retains the personal 
information obtained from PSE for thirty days and then deletes it. If the customer 
purchases additional services, Allconnect retains the personal information obtained from 
PSE indefinitely and uses it in subsequent marketing efforts. 

 
Based on a review of the information provided by PSE for this investigation, staff believes PSE 
is violating WAC 480-90-153 and WAC 480-100-153. These rules state that gas and electric 
utilities may not disclose or sell private consumer information with or to their affiliates, 
subsidiaries, or any other third party for the purposes of marketing services or product offerings 
to a customer who does not already subscribe to that service or product, unless the utility has first 
obtained the customer's written permission to do so. The customer information released by PSE 
to Allconnect clearly falls under the definition of “private consumer information” described in 
the rules. Based on the information provided and the process described when PSE connects 
customers with Allconnect, staff concludes PSE does not obtain a customer’s written 
authorization prior to disclosing that customer’s private information to Allconnect.  
 
PSE actively participated in developing and crafting the language for these rules from 1999 to 
2001. Staff believes PSE was fully aware of the specific requirements relating to disclosing 
private consumer information when it began its PSE Connections program shortly thereafter in 
November 2001. Since that time, PSE has transferred 65,260 customers to Allconnect through its 
PSE Connections program. 
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Staff finds a total of 65,260 violations of WAC 480-90-153 and WAC 480-100-153 from 
November 2001 to March 2006 where PSE failed to obtain a customer’s written authorization 
prior to disclosing that customer’s private information to a third party for the purposes of 
marketing services or product offerings.   
 
Based on the two-year statute of limitations (RCW 4.16.100), the number of violations subject to 
penalties is 22,319.1   
 
PSE temporarily suspended the PSE Connections program pending commission review on 
March 16, 2006. In order to reinstitute the program, staff believes PSE must change its practices 
to conform to commission rules and obtain written authorization to disclose private consumer 
information prior to transferring customers to Allconnect. In the alternative, PSE may request an 
exemption of this requirement in WAC 480-90-153 and WAC 480-100-153 from the 
commission.  

                                                 
1 The number of customers transferred by PSE to Allconnect from July 2004 to March 2006.  
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PURPOSE, SCOPE, AND AUTHORITY 
 
Purpose 
The purpose of this investigation is to determine if elements of the Puget Sound Energy (PSE) 
“PSE Connections” program violate commission rules as evidenced in information obtained by 
the Washington Utilities and Transportation Commission (commission).   

Scope 
The scope of the investigation focuses on information obtained by commission staff concerning 
the business practices of PSE related to PSE Connections. 

Authority 
Staff undertakes this investigation under the authority of the Revised Code of Washington 
(RCW) 80.01.040, which directs the commission to regulate gas and electric companies in the 
public interest, and to adopt such rules and regulations as may be necessary to do so. In addition, 
RCW 80.04.070 makes it clear that the commission is authorized to conduct such an 
investigation. Appendix A includes copies of the appropriate laws and rules.  
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DISCLOSURE OF PRIVATE CONSUMER INFORMATION 
 

WAC 480-90-153 and WAC 480-100-153, Disclosure of private information, state that gas and 
electric utilities may not disclose or sell private consumer information with or to their affiliates, 
subsidiaries, or any other third party for the purposes of marketing services or product offerings 
to a customer who does not already subscribe to that service or product, unless the utility has first 
obtained the customer's written permission to do so.2 
 
The rules define “private consumer information” as the customer's name, address, telephone 
number, and any other personally identifying information, as well as information related to the 
quantity, technical configuration, type, destination, and amount of use of service or products 
subscribed to by a customer of a regulated utility that is available to the utility solely by virtue of 
the customer-utility relationship. 
 
Commission rulemaking 
The commission revised its natural gas and electric rules (chapter 480-90 WAC and chapter 480-
100 WAC) in 2001. The rulemaking process, which began in 1999, included four stakeholder 
workshops. Attendees provided comments about the rule sections under review. Commission 
staff developed and revised rules extensively using the information and comments gathered from 
the attendees and stakeholders. 
 
PSE played a major role in developing these rules. Nine staff from PSE participated in the 
workshops held from 1999 to 2000. In January 2001, Karl Karzmar of PSE provided specific 
comments on WAC 480-90-153 and WAC 480-100-153. Mr. Karzmar stated, in part,  
 

“Utility Use of Information:  PSE has no desire or intention to sell information about its 
customers, thus is generally supportive of this rule’s intent.  However, the proposed rule 
reaches beyond this scope by prohibiting utilities from even using the listed information 
including customer names and addresses.  As drafted, this privacy rule is really an anti-
marketing rule, and could have unintended consequences. …Revising this rule to focus 
more specifically on the interest of preventing dissemination of information about 
customers would be a more reasonable approach…. 
 
Regulated/Unregulated Services:  Another concern with this rule is that is focuses on 
marketing of ANY product or service. …Clarifying that this rule applies only to non-
regulated service would help avoid … negative, unintended consequences.” 3

 
PSE’s extensive involvement in this rulemaking process included assisting staff in crafting the 
language used in WAC 480-90-153 and WAC 480-100-153. The rules became effective in 
September 2001.4 Staff believes PSE was fully aware of the specific requirements relating to 
disclosure of  private consumer information when it began its PSE Connections program shortly 
thereafter in November 2001. 

                                                 
2 See Appendix A - Full text of rules. 
3 See Appendix F - PSE’s comments on review of WAC 480-90. 
4 See Appendix G - Adoption order in docket UE-990473. 
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 INVESTIGATION 
 
In order to better understand how the PSE Connections program works, Business Practices staff 
requested information by letter from PSE on March 6.5 The letter listed questions and requested 
specific information about the PSE Connections program. PSE responded on March 21 with the 
requested information.6 Subsequently, staff requested additional information to complete the 
review of the program.7 PSE provided the information on May 10.8 Staff sent a request for 
information by e-mail on May 23 and PSE responded by e-mail the same day.9 Staff sent a final 
request for information on July 6. PSE replied the same day with the requested information.10    
 
Background 
PSE began the PSE Connections program with Allconnect in November 2001 and modified it in 
October 2005. Allconnect is a Delaware corporation located in Atlanta, Georgia. PSE receives a 
quarterly payment from Allconnect based on the number of eligible customers that use the PSE 
Connections service and the amount of revenue Allconnect receives from other service providers 
for providing their services. From November 2001 through 2005, PSE received $95,173 in gross 
revenues from Allconnect.11    
 
How it works 
PSE describes PSE Connections as a “customer convenience program”12 designed to allow PSE 
residential customers starting or transferring gas or electric service to arrange telephone, cable 
television, and other household services with one telephone call. PSE contracts with Allconnect 
to provide these services.  
 
As described by PSE in response to staff’s inquiry, PSE Connections works this way:  

• A customer calls the company to establish service or transfer service to a new location. A 
PSE representative takes the customer’s service order. At the end of that process, the 
representative transfers the customer to PSE Connections. The customer is told he or she 
is being transferred to PSE Connections where the service order will be confirmed. PSE 
Connections is not actually part of PSE; rather, PSE contracts with a third party, 
Allconnect, to provide PSE Connections services.  

• As the customer is transferred to Allconnect, the customer’s name, address, service start 
date, and product order information is electronically transferred to the Allconnect 
representative. Allconnect confirms the details of the order, including the customer’s 
name, address, and other information, and reports any errors to PSE.  

• Allconnect then markets other services to the customer including phone service, lawn 
care, newspaper subscriptions, Internet service, and other services a new home owner or 
renter may need. Allconnect can sign the customer up for these and other services.  

                                                 
5 See Appendix B - Data request. 
6 See Appendix C - PSE’s data request response. 
7 See Appendix D - Second data request. 
8 See Appendix E - PSE’s second data request response. 
9 See Appendix H – E-mail communication from Tom DeBoer dated May 23, 2006. 
10 See Appendix I - E-mail communication from Tom DeBoer dated July 6, 2006. 
11 See Appendix C - “PSE Response to Request for Information,” response to question 4. 
12 See Appendix C - “PSE Response to Request for Information,” response to question 1. 
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• If the customer does not purchase an Allconnect service, Allconnect retains the personal 
information obtained from PSE for thirty days and then deletes it. If the customer 
purchases additional services, Allconnect retains the personal information obtained from 
PSE indefinitely and uses it in subsequent marketing efforts. 

 
Scripts for transferring customers to PSE Connections 
PSE began the PSE Connections program with Allconnect in November 2001. Through 
September 2005, PSE representatives used one of the following script options when transferring 
customers to Allconnect: 
 

1. “I see that you qualify for PSE Connections. This is a free service we provide to assist 
our customers with connecting services such as local and long distance phone, cable, 
and other utilities. I’ll be glad to transfer you to a member of our connections team 
once I complete your new service request. If this is not a convenient time you are free 
to Call Toll Free 888-440-5769.” 

2. “I’ve completed your move in request and now I’d like to transfer you to PSE 
Connections. They will provide you with other services related to your address. (This 
is a free service designed to assist you with connection set up of phone, cable, 
newspaper, internet and other helpful household services.) No time? Call Toll free 
888-440-5769.” 

3. “Congratulations! I see that you qualify for PSE Connections. This is a free service 
we provide to assist our customers with connecting services such as local and long 
distance phone, cable, and other utilities. I’ll be glad to transfer you to a member of 
our connections team once I complete your new service order. If this is not a 
convenient time you are free to Call Toll Free 888-440-5769.”13 

 
The wording used in these scripts provided customers with a brief explanation about the types of 
services that would be offered through PSE Connections once the call was transferred. 
Customers were also given the option of calling PSE Connections at their convenience.  
 
In October 2005, PSE changed to a confirmation process and changed its scripting significantly.  
PSE representatives now select from the following scripting options: 
 

1. “Please hold while I transfer you to PSE Connections to confirm your service 
request.” 

2. “May I connect you with PSE Connections to confirm your service request (and offer 
other services)?” 

3. “At this time I’ll connect you with PSE Connections to confirm your service (and 
offer other services).” 

4. “Let me go ahead and connect you with PSE Connections to confirm your service 
request (and offer other services).”14 

 
                                                 
13 See Appendix C - “PSE Response to Request for Information,” response to question 8. 
14 See Appendix C - “PSE Response to Request for Information,” attachment 4. 
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The revised scripts focus more specifically on the confirmation process and do not give 
customers information about the types of services that will be offered once the call is transferred. 
In addition, only in scripting option two, above, do customers have the opportunity to decline 
being transferred. The other three scripting options do not allow a customer to decline. 
 
More importantly, none of the scripts used by PSE representatives advises customers that their 
private information will be shared with a third party company or contains language requiring 
PSE representatives to first obtain a customer’s written permission to share private information 
with Allconnect. 
 
Private consumer information  
PSE describes the private consumer information shared with Allconnect as the customer’s name, 
address, service start date, and product assignment number.15 When asked if Allconnect has 
access to additional PSE-held customer-specific data such as credit history, PSE responded that 
Allconnect does not have such access.16  However, PSE’s Master Agreement with Allconnect 
states: 
 

“Allconnect, Inc. Listing Program, Master Agreement, Schedule 2 – Order Form 
 
This schedule shall list all necessary information needed to process Start, Stop and Switch 
Service orders.  Specific information and criteria to be supplied by PSE.  This is defined in 
Schedule 6 of the direct transfer program.   

Applicant Name (First, Last, Middle Initial) 
Address (Service street, City, Zip) 
Social Security Number (if available) 
Address (Mailing if different from Service address) 
Phone Number (Home & Business) (if available) 
Spouse or Roommate Name 
Spouse or Roommate SS# (if available) 
Requested date of service 
New home construction”17

 
Tom DeBoer, PSE’s director of Rates & Regulatory Affairs, stated that Schedule 2 reflects the 
data Allconnect is requesting from PSE; however, PSE has not provided all of the requested 
information. According to Mr. DeBoer, PSE sends to Allconnect only the information required to 
complete the transaction, Specifically, PSE sends the customer name, service address, start date, 
and product assignment number. Mr. DeBoer further stated that Allconnect does not formally 
provide customer information to PSE, though Allconnect at times will provide corrected 
customer name, address, or start date via email to PSE's program manager.18

 
The PSE/Allconnect Master Agreement also states that PSE may release private consumer 
information to Allconnect for customers who opted not to be transferred to PSE Connections. 
Section 3.4 of the Master Agreement states: 

                                                 
15 See Appendix C - “PSE Response to Request for Information,” response to question 1. 
16 See Appendix E - “PSE Response to Request for Information,” response to question 1(c). 
17 See Appendix C - “PSE Response to Request for Information,” attachment 2.  
18 See Appendix I - E-mail communication from Tom DeBoer dated July 6, 2006. 
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“…Upon request of Allconnect, Inc., PSE may in its sole discretion decide to share 
customer data with Allconnect, Inc. for Customer (sic) who may have obtained service 
directly from PSE and have chosen not to be transferred to Allconnect, Inc. to obtain 
other services.”19  
 

Number of transfers completed 
Staff asked PSE to provide the total number of customers transferred by PSE to Allconnect, by 
year, since the inception of PSE Connections in November 2001. PSE provided the following 
information:20

 
Year No. of Customers Transferred to Allconnect
2001 1,218 (beginning Nov. 2001) 
2002 18,927 
2003 17,745 
2004 10,614 
2005 12,532 
2006 4,224 (program suspended 3/15/06)
Total  65,260 

 
Contractor Referral Service & Commercial Energy Efficiency programs 
When asked to describe any other instance where PSE shares customer-specific data with a third 
party, PSE stated that it provides customer information to its contractors and consultants who 
market and sell PSE’s programs. For its Contractor Referral Service, PSE states that it shares 
certain customer-specific information with its contractors once the customer contacts PSE and 
provides written or verbal permission. For the Commercial Energy Efficiency Programs, PSE 
passes on customer information to the appropriate contractor who then works with the customer 
on the particular program. 
 

                                                 
19 See Appendix C - “PSE Response to Request for Information,” attachment 2, section 3.4.  
20 See Appendix H - E-mail communication from Tom DeBoer dated May 23, 2006. 
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FINDINGS 
 
The customer information disclosed by PSE to Allconnect clearly falls under the definition of 
“private consumer information” as described in WAC 480-90-153 and WAC 480-100-153. 
Based on the information provided and the process described when PSE connects customers with 
Allconnect, staff concludes PSE does not obtain a customer’s written authorization prior to 
disclosing that customer’s private information to Allconnect.21 Staff believes these practices 
violate WAC 480-90-153 and WAC 480-100-153.  
 
PSE actively participated in developing and crafting the language for these rules from 1999 to 
2001. Staff believes PSE was fully aware of the specific requirements relating to disclosure of 
private consumer information when it began its PSE Connections program shortly thereafter, in 
November 2001. Since that time, PSE has transferred 65,260 customers to Allconnect through its 
PSE Connections program. 

 
Staff finds a total of 65,260 violations of WAC 480-90-153 and WAC 480-100-153 from 
November 2001 to March 2006, where PSE failed to obtain a customer’s written authorization 
prior to disclosing that customer’s private information to a third party for the purposes of 
marketing services or product offerings.   
 
Based on the two-year statute of limitations (RCW 4.16.100), the number of violations subject to 
penalties is 22,319.22   
 
PSE temporarily suspended the PSE Connections program on March 16, 2006, pending 
commission review. In order to reinstitute the program, staff believes PSE must change its 
practices to conform to commission rules and obtain written authorization to disclose private 
information from customers prior to transferring those customers to Allconnect. In the 
alternative, PSE may request an exemption of this requirement in WAC 480-90-153 and WAC 
480-100-153 from the commission.  
 
 

 
 
 
 

                                                 
21 Staff notes the rules require written authorization prior to releasing private information. Not only does PSE release private 
information without the required written authorization, it also fails to obtain verbal authorization prior to release. 
22 The number of customers transferred by PSE to Allconnect from July 2004 to March 2006. 
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APPENDIX A 
RCW 4.16.100 
Actions limited to two years. 
Within two years: 
     (1) An action for libel, slander, assault, assault and battery, or false imprisonment. 
     (2) An action upon a statute for a forfeiture or penalty to the state. 
[Code 1881 § 29; 1877 p 8 § 29; 1869 p 9 § 29; 1854 p 363 § 5; RRS § 160.] 
Notes: 
Limitation of action for recovery of transportation charges: RCW 81.28.270. 
 

RCW 80.01.040 
General powers and duties of commission. 

The utilities and transportation commission shall: 
 
     (1) Exercise all the powers and perform all the duties prescribed therefor by this title and by Title 81 
RCW, or by any other law. 
     (2) Regulate in the public interest, as provided by the public service laws, the rates, services, facilities, 
and practices of all persons engaging in the transportation by whatever means of persons or property 
within this state for compensation, and related activities; including, but not limited to, air transportation 
companies, auto transportation companies, express companies, freight and freight line companies, motor 
freight companies, motor transportation agents, private car companies, railway companies, sleeping car 
companies, steamboat companies, street railway companies, toll bridge companies, storage 
warehousemen, and wharfingers and warehousemen. 
     (3) Regulate in the public interest, as provided by the public service laws, the rates, services, facilities, 
and practices of all persons engaging within this state in the business of supplying any utility service or 
commodity to the public for compensation, and related activities; including, but not limited to, electrical 
companies, gas companies, irrigation companies, telecommunications companies, and water companies. 
     (4) Make such rules and regulations as may be necessary to carry out its other powers and duties.  

[1985 c 450 § 10; 1961 c 14 § 80.01.040. Prior: (i) 1949 c 117 § 3; Rem. Supp. 1949 § 10964-115-3. (ii) 
1945 c 267 § 5; Rem. Supp. 1945 § 10459-5. (iii) 1945 c 267 § 6; Rem. Supp. 1945 § 10459-6. Formerly 
RCW 43.53.050.] 

Notes: 
     Severability -- Legislative review -- 1985 c 450: See RCW 80.36.900 and 80.36.901.  

Flaggers -- Safety standards: RCW 49.17.350.  

RCW 80.04.070 
Inspection of books, papers, and documents. 

The commission and each commissioner, or any person employed by the commission, shall have the 
right, at any and all times, to inspect the accounts, books, papers and documents of any public service 
company, and the commission, or any commissioner, may examine under oath any officer, agent or 
employee of such public service company in relation thereto, and with reference to the affairs of such 
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company: PROVIDED, That any person other than a commissioner who shall make any such demand 
shall produce his authority from the commission to make such inspection.  

[1961 c 14 § 80.04.070. Prior: 1911 c 117 § 77; RRS § 10415.] 

WAC 480-90-153 
Disclosure of private information. 

  (1) A gas utility may not disclose or sell private consumer information with or to its affiliates, 
subsidiaries, or any other third party for the purposes of marketing services or product offerings to a 
customer who does not already subscribe to that service or product, unless the utility has first obtained the 
customer's written permission to do so. 
     (2) Private consumer information includes the customer's name, address, telephone number, and any 
other personally identifying information, as well as information related to the quantity, technical 
configuration, type, destination, and amount of use of service or products subscribed to by a customer of a 
regulated utility that is available to the utility solely by virtue of the customer-utility relationship. 
     (3) This section does not prevent disclosure of the essential terms and conditions of special contracts 
as provided for in WAC 480-80-143 (Special contracts for gas, electric, and water companies). 
     (4) This section does not prevent the utility from inserting any marketing information into the 
customer's billing package. 
     (5) The utility may collect and release customer information in aggregate form if the aggregated 
information does not allow any specific customer to be identified. 
[Statutory Authority: RCW 80.01.040, 80.04.160, 81.04.160, and 34.05.353. 03-22-046 (Docket No. A-
030832, General Order No. R-509), § 480-90-153, filed 10/29/03, effective 11/29/03. Statutory Authority: 
RCW 80.01.040 and 80.04.160. 01-20-059 (Docket No. UG-990294, General Order No. R-488), § 480-
90-153, filed 9/28/01, effective 10/29/01.]
 

WAC 480-100-153 
Disclosure of private information. 

  (1) An electric utility may not disclose or sell private consumer information with or to its affiliates, 
subsidiaries, or any other third party for the purposes of marketing services or product offerings to a 
customer who does not already subscribe to that service or product, unless the utility has first obtained the 
customer's written permission to do so. 
     (2) Private consumer information includes the customer's name, address, telephone number, and any 
other personally identifying information, as well as information related to the quantity, technical 
configuration, type, destination, and amount of use of service or products subscribed to by a customer of a 
regulated utility that is available to the utility solely by virtue of the customer-utility relationship. 
     (3) This section does not prevent disclosure of the essential terms and conditions of special contracts 
as provided for in WAC 480-80-143 (Special contracts for gas, electric, and water companies). 
     (4) This section does not prevent the utility from inserting any marketing information into the 
customer's billing package. 
     (5) The utility may collect and release customer information in aggregate form if the aggregated 
information does not allow any specific customer to be identified. 
 
[Statutory Authority: RCW 80.01.040, 80.04.160, 81.04.160, and 34.05.353. 03-22-046 (Docket No. A-
030832, General Order No. R-509), § 480-100-153, filed 10/29/03, effective 11/29/03. Statutory 
Authority: RCW 80.01.040 and 80.04.160. 01-20-060 (Docket No. UE-990473, General Order No. R-
489), § 480-100-153, filed 9/28/01, effective 10/29/01.]
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APPENDIX B 
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APPENDIX C 
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PSE Attachment 1 
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PSE Attachment 2 
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PSE Attachment 3 
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PSE Attachment 4 
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PSE Attachment 5 
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PSE Attachment 6 
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PSE Attachment 7 
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APPENDIX D 
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APPENDIX E 
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APPENDIX F 
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Note:  Only page 5 of the attachment is included in this report. 
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APPENDIX H 
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