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Customer does not pay 
bill (invoice) timely

Dunning Activity 
Begins

Is Past due 
amount equal to 

$1000 or 
greater? 

Dunning level 05
1 business day in 
arrears/past due

PSE Collections 

makes attempt to 

phone call to 

customer at every 

level or at least 2 

phone attempts

Are you a 
Residential 
customer?

Is Past due 
amount equal to 

$1000 or 
greater?

Dunning Level 10
 3 business days in 
arrears/past due

Dunning Level 15
  5 business days in 

arrears/past due

Dunning Level 20
6 business days in 
arrears/past due

Dunning Level 25
12 business days in 

arrears/past due

Dunning Level 30 
13 business days in 

arrears/past due

Dunning Level 35
19 business days in 

arrears/past due

PSE sends truck for 
field visit.

Exit Dunning

Dunning Level 05
(5 business days in 
arrears/past due)

Dunning Level 10
(8 business days in 
arrears/past due)

Dunning Level 15
(13 business days in 

arrears/past due)

Dunning Level 20
(20 business days in 

arrears/past due)  

Urgent notice sent via 
mail plus email and/or 

SMS (based on 
preference) for all 

customers

Final notice sent via mail 
plus email and/or SMS 
(based on preference) 

for all customers

Disconnect 
order system 
generated for 

MNS (Metering 
Network 
Services)

Is your segment score 
High Risk or Poor/

lower propensity to pay?

Service 
Disconnected?

If customer pays in-full at any point 
in the dunning process, then 

dunning ends.

If customer partially pays (reduces 
balance below dunning limit), enters 
into a payment plan agreement, or 

requests a credit hold, then dunning 
is halted or reverts back to level 5.

Yes

Commercial 
Business customer

No

Yes
End main dunning 

activity. Account closed. 
Collections continues

Yes

Account resets to 
Dunning level 05 
due to customer 

action or work order 
not processed 
within 10 days

No

No 

End. Will carry past due 
amount to next bill if not 

paid
No

Customer does not pay final bill 
(invoice) timely

No

Yes

Yes

Dunning Level 25
(23 business days in 

arrears/past due)  

Dunning Level 30
(30  business days in 

arrears/past due)  

Dunning Level 35
(35 business days in 

arrears/past due)  

Dunning Level 40
(45 business days in 

arrears/past due)  

 Account is automatically 
written off. If the 

outstanding balance is 
equal to or greater than 

$25.00 the account is 
sent for collection 

agency treatment and 
outreach efforts.

Closed account 
request for 

payment 
notice sent to 

customer

Collection 
agency 

warning letter 
sent to 

customer

PSE collections 

team conducts 

phone outreach to 

the customer in an 

effort to resolve 

the outstanding 

balance through 

level 35

If the customer pays at any point 
of dunning process or enters 

into a payment plan agreement 
dunning ends or is halted

Account is left unpaid and is 
written off

System automatically 
sends unpaid file to 

collection agency if the 
unpaid amount is equal to 

or greater than $25.00

Collection agency 
remits collected 

funds to PSE with 
invoice for 

commission

Collection agency 
conducts outreach 

to collect 
outstanding balance

Collection 
agency collects 

outstanding 
balance?

Collection agency 
continues outreach 

to resolve 
outstanding balance 
(no credit reporting 

action occurs by 
agency or PSE)

No

Yes

Collection agency 
continues collection 
efforts until statute 
of limitations is met 

(6 years)
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