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Vieolation Complalnt; 112359

Company: Puget Sound Energy (E702)

Customer: ~ «Joyee Thomas: '
Agency Rep: Sheri Hoyt TimeotActivity:  04/11/2012 08:17 AM
Violation: [ 480:100-123(3)  Viclation County 2 ‘
Summary:

VIOLATION: PSE applied part of the customer's payment o a prior obligation balance instead of current
account charges twice, $85.63 on September 14, 2009, and $0.26 on November 23, 2009.

The company was notified of the violations.
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Violation Complatit: 111468
Companiy: Puget Sound Energy (G703)
‘ Customer: Eddie:Rhone
Agency Rep: Rayne Pearson Time of Activiy: 03/128/2012 09:45 AM
Violation: [} 480-90-123(2)  Violation Count: 1
Summiary:

PSE may not require the disconnect amount be paid inorderto restore service following a meter
tampering issue, Additionally, PSE 'may ot require payment.of the deposit in'full prior to.reconnection.
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Violation Complaint: 111636
Company: Puget-Sound Energy (E702)
 Gustomer; Donna Griffin
Agency Rep: Sheri Hoyt Time.of Activity: 08/307/20711 10:48 AM
Vidtation: [} 480-100-123(3) Violation Count: 1
Summary:

VIOLATION: After havirig service reconinected under prior obligation rules, the customer made payment
arrangements on'the prtor obiigation balance. PSE applies paymenis received fo the oldestcollectibles
first; in this case the prior obligation balance. Application of this customer’s payments to her prier
obhgation balance caused a subseguent disconnection of service. Whether the customer agreed to an
installment alrangement ornot, applying herpaymentsfirst to that arrangement prioritized the prior
obligation over her current charges ‘which made it a priof obligation in name only. This.circumvents, and
therefore viclates, the rule of prior obligation,

The company was notified of the violation.
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Violation © Complaint 110783
Company: Puget Sound Energy (E702)
o Cuslomer: Dalton Shorney
Agancy Rapr Rachel Stark Time:of Activity: 09/26/2011 09:32 AM
Violation:  480-100-123(3) Violation Count: » 1
Summaiy:

PSE’s customer account note on February 8, 2011, states “CREDIT ALERT- SAP ELEC DISCON, NO
NEW TENANTS, Svcwas CNP on 2/1/11 & usage began again on 2/5/11 w/no PSE recon, sent SAP#:
186035844 10 discon at source. Amount for recon is: $181.94 (disconnect amount) + $188 (deposit) +
$37 (reconnect fee) = $406.94. This must be paid in full PRIOR to reconnect. thank you, operspec
msouthard x81-6777". PSE cannot require full payment of disconnect, plus deposit, plus a reconnect fee
before they will testore service. Atfhe time the customer called, they had not self-reconrected yetand it is
irrelevant that the customer self-connécted following disconnection of service,

One violation of WAC 480-100-123(3) because the company should have allowed or advised this
custormer to pay half of the new deposit and reconnect fee to have service restored.

Company advised of viclation,
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Violation Gomplaint: 111628
Company: Pugst Sound Energy. (£702)
. Custonier; Kris Cralg
Agency Rep; Suzanrie Stillwel Time of Activity: 07/2112011 02145 PM
Violation: 480-100-123(3)  Violation Count; o
Summary:

Company failed to apply prior ébligation to account once disconhected on June 20. Amount of prior is
$390.31 ($522.81 less $132.50 deposit on file).
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Wallace, Sharon ({&C)

From: Wallace, Sharon (UTC)

Sent: Tuesday, February 09, 2010 113 PM

To: "Walker, Dee-Kirby" Barard, Agnes

Ce "Hebbs, Michael G Stillwell, Suzanne (UTC); King, Steve (UTC)
Subject: 107433 Prior Obligation

Good afternoon Dee and Agnes: In reviewing complaints, | noticed several prior obligation errors in recent complaints.
Commission staff are handling them with Vera Fuchs, but | thought | would forward you an example from complaint
number 107433. | realize that Vera is receiving training tomorrow, however, I'd like to emphasize the importance of a
focus on this area as it remains an issue despite repeated technical assistance from staff. Thanks se much. Sharon

% (2/08/2010 12:14 PM Email: Stark, Rachel (UTC) << Fuchs, Vera L
Hi-Rachel,

I have a question or two, sorry just trying to get on board.

Prior is only processed once payment has been made to restore. service, since
they ave not made j_m&nt;ta restore service yet, we would not; process a prior
at this time. It's a closed account until fhat time.

Do you know when they will be making the payment to restore service?
Also your November ruling indicated something different? A bit confused
Email from WUTC Staff;

"I have left a voicemail for this consumer-and let them khow thie company was

not processing their account as prior obligation because the company believed
they were playing a name game with them to-avoid paying the bill. | let them
know-the company is being generous by only requiring them-to pay $520.78 to
have service restored. | told them the company now knows they are husband.arid
wife and not roormmates. | told them the company tested their meter and itis
aceurate.

*rk (35108/201001:26: PV Email; Rachel Stark >> Vera Fuchs-and Molly Brown
Thank you Vera,

This complaint as well as others has heei retooked at by our compliance
investigations-staff. At the time, my focus was on the perceived customer fraud
and | overlooked the prior obligation. component.

The Qompany daes netlhave ’the cptson to hold an account once the customer has
peen disconnected, T imer ave been told they would be assessed a
new deposit and requsred to pay ha%f of the new deposit as well as a reconnect
fee to have service restored. The company needs to go back ai d process this
account as prior obll gation from July 13, 2009; when service was disconnected,
Please provide information regarding what this customer's new deposit would be

“to have service restored.

[ have not spoken to these consumers since | closed the complaint, however, if
their service was not restored, how much wollld the new deposit be to.restore
service?
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From: Pat Dutton
To: Diana-Jones; Diana Otto; Eugene Blake, Jr.; Ken Chapman; Lori Kanz; Mary Taylor;
© Michael Meeks; Pam Smith; Pat Dutton; Roger Kouchi; Suzanne Stillwell; Vicki
Rasmussen
Subject: FW: Prior Obligation
Date: Tuésday, May 30 1995 8:13AM

FY!l - Let'me know if you have quéstions. Pat
Fram: Pat Dutton

To: LOGEN

Cc; Pat Dutton

Subject: RE: Prior Obligation.

Date; Tussday, May 30, 1885:8110AM

Lynn - First let me say | regret the delay in responding. It has been very "hectic' down here.

While | can't agree to not look at complaints prior to May:1 in & certain light (not that it matters much now), |
can agree that if there is a problem encountered on a specific complaint you and | can review it to determine
whether the action was appropriate and what the resolution ough{ to he. | hope that works for you.

If I-am reading your e-mail corl it t on how pnors will befreated by Puget
and Consumer Affairs staff : ‘Hesn b ; thans
the o

customers who ¢l hoosg to not use the prior obligation rule there shouldn't be an issue - the amounts
owed will not be treated &s a prior obligation because the customer has agreed to a special arrangement between
company and customer. Should Puget and my staff have a disagreement on handling these, you and | can look
into them:to determine appropriate handling (I don't think this will happen but it may be confusing to our staffs
and if so hopefully we can provide more clarity through example.) If Puget really wants to close this loap,
however, 1 suggest it send confirming letters to these customers stating the terms they agreed to-(this is
something U-S WEST. and other utifities currently do apd it seems to work for them) - that should minimize
misunderstandings hetween the company and its customers. | don't-think you need 1o necessarily explain the
terms of the prior obligation rule but you need to make it clear what arrangements-have been chosen by the
customer and the consequences if the arrangements aren't kept.

Let me know if you have questions, or we have a problem. Thanks and again | am sorry it took me so long
torespond. Pat Dutton

----------




Date: 12-Apr-1995
Posted-date; 12-Apr-1995
Subject; Prior Obligation

This is in response to our meeting of March 21, 1985 concerning the
application of the prior obligation rule. Lisa and | have reviewed the
application of the Commissions interpretation of prior obligation as
it applies to our customer informatlon system.

As our procedure has not always been in agreement with the
understanding of the rule that we now have as a result of our mesting,

[ respectfully request that all accounts which were disconnected prior

to May 1, 1995 not be subject o review/correction based on this memo
but rather accept the agreement reached between the customer and the
company. This will allow sufficient time provide retraining on prior
obligation procedures to over 100 customer service personnel.

As a result of the understanding we gained at the meeting and our
system review, we will change our procedures to consider all bills
issued at the time of the disconnection as being included the prior
obligation should the customer choose to pay one half of a new deposit
(and reconnection fee) in lieu of payment of the billing for which

they were disconnected. Our procedure will be to close the customer's
account effective with the read date of the most recently issued bill
and apply any existing deposit to the balance.

Should a customer be disconnected for non-payment of any portion of a
deposit the following procedures will be followed:

i) Balance on electric service account: close the account and
apply that portion of the deposit that has been previously
paid to the outstanding balance. EXCEPT if customer
chooses to pay the deposit amount for which service was
disconnected and reaffirm3 his obligation to pay his
electric service account balance, the account will not be
closed and the balance on his electric service account
will NOT be considered prior obligation. (See below at
A, for further explanation)

i) Zero.balance on electric service account: collect
remainder of deposut balance that is due plus reconnection
fee.

Should a customer be disconnected for non-payment of an electric
service bill the procedures included with the letter to Mr. Roger
Kouchi dated April 13, 1994 from Puget Power will be followed with the
exception that the date used in paragraph 4.A. will be the most
current read date of the most current bill issued to the customer.
'EXCEPT, if the customer chooses to pay all or a portion of the
electric service amount for which he was disconnected and reaffirms
his obligation to pay his electric service account batance, the
account will not be closed and the balance on his electric service
account will NOT be considered prior obligation. (See bslow at A.
for further explanation)

A, Pugef's customer information system cannot treat a prior. obligation

properly unless il is a closed account, therefore we are unable to
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accept a payment toward a delinquent balance and treat the
remaining balance as prior obligation (ie. do not disconnect for .
that amount). All amounts considered prior obligation must be on
closed accounts, but may susequently be transferred to the
customers current account.

If the customer chooses to pay a portion of the prior obligation
(disconnect amount plus current bills) rather than paying one half

of a new deposit he should not have the availability of protection

of the prior obligation rule on the remaining balance, similar {o

when a customer chooses protection under the medical emergency rule
rather than the prior obligation rule. This is consistent with the
customer remaining a customer versus becoming an applicant and
paying one half of a new deposit.

We are in the process of reviewing our credit follow-up, Including the
timing of-notice generation and subsequent disconnection if necessary
for those customers who are typically slow in paying. Changes will be
dependent on a cost/benefit analysis,

We feel that the above changes to our existing prior obligation
procedures indicates our willingness to abide by the Commission's
rules and are consistent with our understanding of the intent of the
prior obligation rule. .

¢¢ Christy Omohundro
Jerry Lehenbauer
Lisa Rasmussen
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Subject: PSE's Interpretation of the Prior Obligation Rule

Responsé to: Efectric/Gas Prior Obligation, Refusal of Service, Fraud, and Medical
Emergency

GCategory: Policy/Guidelines

{posted by rok; October 2006)

From: Logen, Lynn

Sent: Thursday, October 12, 2006 6:36 PM

To: Bork, Molly R-

Ce: DeBoer, Tom .

Subject: RE: WA - UT.C complaint 98362 for Crystal Dalzelf

In addition to the rules that Roger mentions below | think we need to look at WAC 480-100-123(2)(e) and
WAC 480-100-128(5)(c) which states: "A medical emergency does not excuse a customer from having to
pay delinquent and ongoing charges.” (emphasis added). And also, WAC 480-100-128(5){c)(ii) which
says "Enter into an agreement to pay the remaining delinquent balance within one hundred twenty days;"

Prior Obligation (WAC 480-100-123(3) is only about refusal of service. A utility may not refuse service

because of a prior obligation. A prior obligation is defined as "A prior obligation is the dollar amount,

excluding deposit amounts owed, the utlhty has billed to the customer and for which the utility has not

received payment at the time the service has been disconnected for nonpayment." Service i is

disconnected because of delinguent charges. ' -

Another issue is that everyone that was disconnected could first claim prior obligation and then medical
emergency, thereby making WAC 480-100-128(5)(c){ii) totally meaningless since there would never be a
definquent balance that the medical emergency customer is obligated to pay.

As | recall we had an agreement at one lime that medical emergency and prior obligation were mutually
exclusive,
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' Subject: Tani's Response to PSE's Interpretation
Response to: PSE's Interpretation of the Prior Obligation Rule

Category: Policy/Guidellnas

{posted by rok; October 2006)

Again, PSE is not applying the prior obigation as our understanding of it. Our understanding is
that the company cannot include it as part of any payment towards providing service. But the
rule does not state that. | think that's the problem. That's why | say that since PSE is now
‘handling prior differently that what we have understood in the past, that maybe we need to go to
rulemaking to clarify it. Interesting. 4
Tani -



Electric Companies

WAC 480-100-123 Refusal of service. (1) An electric
utility may refuse requests to provide service to a masler
meter in a building with permanent occupants when all of the
following conditions exist:

(a) The building or property has more than one dwelling -

unit;

(b) The occupants control a significant part of the elec-
tricity used in the individual units; and -

(c) It is cost-effective for the occupants to have the utility
‘purchase and install individual meters considering the long-
run benefits of measuring and billing each occupant's electric
use separately.

(2) The utility may refuse to provide new or additional
service ift

(2) Providing service does not comply with government
regulations or the electric industry accepted siandards con-
ceming the provision of service;

(b) In the utility's reasonable judgment, the applicant's or

customer's installation of wiring or electrical equipment is
considered hazardous or of such a nature that safe and satis-
factory service cannot be provided;

(c) The applicant or customer does not comply with the
utility's request that the applicant or customer provide and
install protective devices, when the utility, in its reasonable
Jjudgment deems such protective devices are necessary to pro-
tect the utility's or other customers’ properties from theft or
‘damage;

(d) After reasonable efforts by the responsible party, all
necessary rights of way, easements, approvals, and permits
have not been secured; or

(e} The customer is known by the utility to have tam-
pered with or stolen the utility's property, used service
through an illegal connection, or fraudulently obtained ser-
- vice and the utility has complied with WAC 480-100-128(2),

disconnection of service. .

(3) An electric utility may not refuse to provide new or
additional service to a residential applicant or residential cus-
tomer who has a prior obligation, A prior obligation is the
dolfar amount, excliding deposit amounts owed, the utility
has billed to the customer and for which the utility has not
received payment at the time the service has been discon-
nected for nonpayment. The utility must provide service once
the customer or applicant has paid all appropriate deposit and
reconnection fees. This subsection does not apply to custom-
ers that have been disconnected for failure to honor the terms

" of a winter low-irfcome payment program.

(4) The utility may not refuse to provide service to an
applicant or customer because there are outstanding amounts
due from a prior customer at the same premises, unless the
utility can determine, based on objective evidence, that a
fraudulent act is being committed, such that the applicant or
customer is acting in cooperation with the prior customer
with the intent to avoid payment, )

{5) The utility may refuse to provide new or additipnal
service for reasons not expressed in subsections (1) and (2) of
this section, upon prior approval of the commission. The
cominission may grant the request upon determining that the
utility has no obligation to provide the requested service
under RCW 80.28.110. Prior to seeking commission

requesting service (o seek resolution of the issues involved.

(12/22/03)
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480-1060-123

(6) Any applicant or customer who has been refused new
or additional service may file with the commission an infor-
mal complaint under. WAC 480-07-910, Informal com-
plaints; or a formal complaint under WAC 480-07-370,
Pleadings—QGeneral,

[Statutory Authority: RCW 80.01.040 and 80.04.160. 03-24-028 {General

Order R-510, Docket No. A-010648), § 480-100-123, filed 1 124103, effec-
tive 1/1/04; 01-24-076 (General Order No, R-495, Docket No. UE-990473),

- §480-100-123, filed 12/3/01, effective 1/3/02.]

{Ch. 480-100 WAC—p. 1]



Electric Companies

WA.C 480-100-128 Disconnection of service, (1) Cus-
tomer-directed. The utility may require customers to give at
Ieast three days' notice prior to the date service is to be dis-
continued. The customer is not responsible for usage after the
requested date. for discontinuance of service, provided the
customer gave proper notice. If the customer moves from the
service address and fails to request that service be discontin-
ued, the customer will be responsible to pay for service taken
at that service address until the utility can confirm either that
the customer has vacated the premises and can access the
meler or that a new responsible party is taking service.

(2) Utility-directed without notice or without further
notice. The utility may discontinue service without riotice or
without further notice when: * ..

(@) After conducting a thorough investigation, the utility

determines that the customer has tampered with or stolen the
utility’s property, has used service through an illegal connec-
tion, or has fraudulently obtained service. The utility has the

burden of proving that fraud occurred. For the purpose of this -

. section, a nonsufficient funds check or dishonored electronic
payment alone will not be considered fraud.

(1) First offense. The utility may disconnect service with-
out notice when it discovers theft, tampering, or fraud, unless
the customer immediately pays all of the following:

(A) The tariffed rate for service that the utility estimates
was used as a result of the theft, tampering, or fraud;

(B) Al utility costs resulting from such theft, tampering,
or fraud; and

(C) Any required deposit.

{ii) Second offense. The utility may disconnect service
without notice when it discovers further theft, tampering, or
fraud. The utility may refuse to recorinect service to a cus-
tomer who has been twice disconnected for theft, tampering,
or fraud, subject to appeal to the commission.

(b) After conducting a thorough investigation, the utility
determines that the customer has vacated the premises;

() The utility identifies a hazardous condition in the cus-
tomer's facilities or in the utility's facilities serving the cus-
tomer;

" {d) A customer pays a delinquent account with a check
or electronic payment the bank or other financial institution
has dishonored after the utility has issued appropriate notice
as described in subsection (6) of this section;

(e) The customer has not kept any agreed-upon payment
arrangement for payment of a delinguent balance after the
utility has issued appropriate notice as described in subsec-
tion (6) of this section; or

(f) The utility has determined a customer has used ser-
vice prior to applying for service. The utility must charge the
customer for service used in accordance with the utility’s
filed tarniff,

This section should not be interpreted as refieving the

customer or other person of civil or criminal responsibility.

(3) Utility-directed with notice, After properly notify-
ing the customer, as explained in subsection (6) of this sec-
tion, the utility may discontinue service for any one of the fol-
lowing conditions:

(a) For delinquent charges associated with regulaled
electric service (or for regulated electric and gas service if the
utiity -provides both services), including any vequired
deposit. However, the utility cannot disconnect service when

(573/01)
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the customer has met the requirements of subsection (5) of
this section for medical emergencies, or has agreed to or
maintains agreed-upon payment arrangements with the util-
ity, as described in WAC 480-100- 143, Winter low-income
payment program;

(b) For use of electric service for purposes or properties
other than those specified in the customer's service applica-
tion;

(c) Under flat-rate service for nonmetered foad, for
increased electric use without the utility's approval;

(d) For refusing to atlow the utility's representatives
access to the customer's premises as required in WAC 480-
100-168, Access to premises; identification;

(e) For violating rules, service agreements, or filed tar-
iff(s); or :

(f) For use of equipment that detrimentally affects the
utility's service to its other customers,

{4) Electric service may not be disconnected for amounts
that may be owed the utility for nonregulated service.

(5) Medical emergencies. When the utility has cause to
disconnect or has disconnected a residential service, it must
postpone disconnection of service or must reinstate service
for a grace period of five business days after receiving either
verbal or written notification of the existence of a medical
emergency. The utility must reinstate service during the
same day if the'customer contacts the utility prior to the close
of the business day and requests a same-day reconnection.
Otherwise, the utility must restore service by 12:00 p.m. the
next business day. When service is reinstated the utility wil}
not require payment of a reconnection charge and/or deposit
prior to reinstaling service but must bill all such charges on
the customer’s next regular bill or on a separate invoice,

(a) The utility may require that the customer, within five
business days, submit writien certification from a qualified
medical professional stating that the disconnection of electric
service would aggravate'an existing medical condition of a
resident of the household. "Qualified medical professional”
means a licensed physician, nurse practitioner, or physician's
assistant authorized to diagnose and treat the medical condi-
tion without supervision of a physician, Nothing in this sec-
tion precludes a utility from accepting other forms of certifi-
cation, but the maximum the utility can require is written cer-
tification. If the utility requires written certification, it may
not require more than the following information:

(i) Residence focation;

(ii) An explanation of how the current medical condition
will be aggravated by disconnection of service;.

(iii) A statement of how Jong the condition is expected to
fast; and

(iv) The title, signature, and telephone number of the
person certifying the condition;

(b) The medical cestification is valid only for the tength
of time the health endangerment is certified to exist but no:
longer than sixty days, unless renewed;

(c) A medical emergency does not excuse a customer
from having to pay delinquent and ongoing charges. The util-
ity may require the customer to do the following within a
five-business-day grace perjod;

" (iyPay d minimium of t€n percent of the delinquent bal-
ance;
[Ch. 480.100 WAC—p. 1]



480-100-128

(ii) Enter into an agreement to pay the remaining defin-
quent balance within one hundred twénty days; and

(iii} Agree to pay subsequent bills when due.

Nothing in this section preciudes the utility from agree~
ing to an alternate payment plan, but the utility may not
require the customer to pay more than this subsection pre-
scribes, The utility must send a notice to the customer con-
firming the payment amangements within two business days
of having reached the agreement;

(d) ¥ the customer fails to provide an acceptable medical
certificate or ten percent of the delinquent balance within the
five-business-day grace period, or if the customer fails to
abide by the terms of the payment agreement, the utility may
not disconnect service without first mailing a written notice
providing a disconnection date not earlier than 5:00 p.m. of
the third business day after the date of mailing, if mailed from
within the states of Washington, Oregon, or Idaho, or the
sixth business day, if mailed from outside the states of Wash-
ington, Oregon, and Idaho, or by personally delivering a
notice providing a disconnection date of not earlier than 5:00
p-m. of the second business day following the date of deliv-
ery;

(&) A customer may claim medical emergency and be
entitled to the benefits described in this subsection only twice
within any one hundred twenty-day period.

{6) Disconnection notification requirements. The util-

- ity must notify customers before disconnecting their service,
except as described in subsection (2) of this section. Notifica-
tion consists of the following requirements:

(a) The utility must serve 2 written disconnection notice
to the customer either by mait or by personal delivery 1o the
customer's address with notice attached to the primary door.
If the disconnection notice is for nonpayment during the win-
ter months, the utility must advise the customer of the pay-
ment plan described in WAC 480-100-138, Payment arrange-
ments, and WAC 480-100-143, Winter low-income payment
program, Each disconnection notice must include:

(i) A disconnection date that is not less than eight busi-
ness days after the date of personal delivery or mailing, if
mailed from inside the states of Washington, Oregon, or
Idaho, or a disconnection date that is not less than eleven
business days, if mailed from outside the states of Washing-
ton, Oregon, and Idaho, '

(ii) All relevant information about the disconnection
action including the cause for disconnection; the amount
owed for regulated electric service and, if applicable, regu-
lated natural gas service; and how to avoid disconnection;

(i) All relevant information about any charges that may
be assessed; and i : ‘

(iv) The utility’s name, address, and toll-free telephone
number by which a customer may contact the utility 1o dis-
cuss the pending disconnection of service;

(b) If the utility discovers the notice tnformation in (a) of
this subsection is inaccurate, the utility must issue another
notice to the customer as described in subsection (6)(a) of this
section;

{c) If the utility has not disconnected service within ten
business days of the disconnection date stated in (a)(i) of this
subsection, the disconnection notice will be considered void
unless the customer and the utility have agreed to a payment

-arrangement. Upon~a-void notice, the uiility must provide a

[Ch. 480-100 WA Comp, 2)
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new disconnection notice to the customer as described in (a)
of this subsection;

(d) In addition to the notice required by (a) of this sub-
section, a second notice must be provided by one of the three
options listed below: '

() Delivered notice. The utility must deliver 2 second
notice'to the service premises and attach it to the customer's
primary door. The notice must state a scheduled disconnec-
tion date that is not earlier than 5:00 p.im. of the second busi-
ness day after the date of delivery;

(if) Mailed notice. The utility must mail a second notice
which mustinclude a scheduled disconnection date that is not
earlier than 5:00 p.m. of the third business day after the date
of mailing, if mailed from within the states of Washington,
Oregon, or Idaho; or thé sixth business day, if mailed from
outside the states of Washington, Oregon, and Idaho; or

(iii) Telephone notice. The utitity must atiempt at least
two times to contact the customer during regular business
hours. A log or record of the calls must be kept for a mini-
mum of nincty calendar days showing the telephone number
called, the time of the call, and details of the results of each
attempted call. If the utility is unable to reach the customer by
telephone, a written notice must be mailed to the customer
providing a disconnection date not earlier than 5:00 p.m. of
the third business day after the date of mailing, if mailed from
within the states of Washington, Oregon, or Idaho, or the
sixth business day, if mailed from outside the states of Wash-
ington, Oregon, and Idaho, or written notice must be person-
ally delivered providing a disconnection date of not earlier
than 5:00 p.m. of the second business day following the date
of delivery.

. For utilities billing for electric and gas service, each type
of notice listed above mus! provide the information contained
in (a)(iil) of this subsection; '

(e) If the utility discovers the written notice information
requised under the options in (d) of this subsection is inaccu-
rate, the utility must issue another notice to the customer as
described in (a) of this subsection; .

(f) If the utility provides a second notice within ten busi-
ness days of the disconnection date required by (a)(i) of this
subsection, the disconnection date is extended an additional
ten working days from the disconnection date of the second
notice. If the utility does not disconnect service within the
extended ten-business-day period, the notice will be consid-
ered void unless the customer and the utitity have agreed
upon a payment arrangement, Upon a void notice, the utility
must provide an additional notice as required under (d) of this

- subsection;

(8) If the utility provides a second notice after the ten

"business days of the disconnection date required by (a){i) of

this subsection, the notice will be considered void unless the
customer and the utility have agreed upon a payment arrange-
ment. Upon a void notice, the utility must provide a new dis-
connection notice to the customer as described in (a) of this
subsection;

(h) Utilities with combined accounts for both natural gas
and electric service will have the option of choosing which
service will be disconnected;

(i) When the service address is different from the billing
address, the utility must determine if the customer of record
and the service user are the same party, If not, the utitity must

(5131013
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notice the service user as described in (a) of this subsection
prior to disconnecting service;

() Except in case of danger 1o life or property, the utitity
may not disconnect service on Saturdays, Sundays, legal hol-
idays, or on any other day on which the utility cannot reestab-
lish service on the same or following day;

(k) A utility representative dispatched to disconnect ser-
vice must accept payment of a delinguent account at the ser-
vice address, but will not be required to give change for cash
paid in excess of the amount due and owing. The utility must
credit any over-payment to the customer's account. The util-
ity may charge a fee for the disconnection visit to the service
address if provided for in the utility's tariff;

(1) When service is provided.through a master meter, or
when the utility has.reasonable grounds to believe service is
to other than the customer of record, the utility must under-
take reasonable efforts to inform the occupants of the service
address of the impending disconnection. Upon request of one
or more service users, where service is to other than the cus-
tomer of record, the utility must allow five days past the orig-
inal disconnection date to permit the service users to arrange
for continued service; .

(m) Medical facilities. When service is known to be pro-
vided to:

(i) A hospital, medical clinic, ambulatory surgery center,
renal dialysis facility, chemical dependency residential treat-
- ment facility, or other medical care facility licensed or certi-
fied by the department of health, a nofice of pending discon-
nection must be provided to the secretary of the department

of health and to the customer. .The department of health sec-

retary or designee may request to delay the disconnection for
five business days past the original disconnection date to
allow the depariment to take the necessary steps to protect the
interests of the paticats residing at the facility; or

(ii) A nursing home, boarding home, adult farmily home,
group care facility, intermediate care facility for the mentally
retarded (ICF/MR), intensive tenant support residential prop-
erty, chemical dependency residential treatment facility, cri-
sis residential center for children or other group home or res-
idential care facility licensed or certified by the department of
social and health services, a notice of pending disconnection
must be provided to the secretary of the department of social
and health services and to the customer. The department of
social and health services secretary or designee may request
to delay the disconnection for five busiriess days past the
original disconnection date to allow the departinent to take
the necessary steps to protect the interests of the patients
residing at the facility;

{n} Any customer may designale a third party to receive:

" a disconnection notice or notice of other matters affecting the
customer's service. The utility must offer all customers the
opportunity 1o make such a'designation. If the utility believes
that a customer is not able to understand the effect of the dis:

- connection, the utility must consider a social agency to be the
third party. In either case, the utility must delay service dis-
connection for five business days past the original disconnec-
tion date after issuing a disconnection notice to the third
party. The utility must determine which social agencies are
appropriate and willing to receive the disconnection notice,

~tie-hame ‘andfor-title-of the-person- able-to-deal with-the dis-

connection, and provide that information to the customer.

{5/3/01)
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480-100-128

(7) For purposes of this section, the date of mailing a
notice will not be considered the first day of the notice period.

(8) Payments at a payment agency. Payment of any
past-due amounts to a designated payment agency of the util-
ity constitutes payment when the customer informs the utility
of the payment and the utility has verified the payment. -

(9) Remedy and appeals. Service may not be discon-
nected while the customer is pursuing any remedy or appeal
provided by these rules or while engaged in discussions with
the utility's representatives or with the commission. Any
amounts not in dispute must be paid when due and any con-
ditions posing a danger to health, safety, or property must be
corrected. The utility must inform the customer of these pro-
visions when the customer is referred to a utility's supervisor
or to the commission. ‘
[Statutory-Authority: RCW 80.01.040 and 80.04.160. O1-11-004 (Docket
No. UE-990473, General Order No, R-482), § 480-100-128, filed 5/3/01,
effective 6/3/01.)

[Ch. 480-100 YWAC—-p, 3)
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WAC 480-100-133 Reconnecting service after dis-
connection, (1) An electric utility must make €very reason-
able effort to restore a disconnected service within twenty-
four hours, or other time mutually agreeable between the cus-
tomer and the company, after the customer has paid, or at the
time the utility has agreed to bill, any reconnection charge,
and:

(2) The causes for disconnection not related to a delin-
quent account are removed and the customer pays any delin-
quent regulated charges, plus any required deposit; or

(b) The customer has entered into an agreed-upon pay-
ment arrangement for a delinquent account and pays any
required deposit as defined in WAC 480-100-113; Residen-
tial service deposit requirements or WAC 480-100-118, Non-
residential service deposit requirements; or

(c) The customer has paid all regulated amounts due on
the account that is not a prior obligation and the customer has
-paid any required deposit a$ defined in WAC 480-100-113,
Residential service deposit requirements or WAC 480-100-
118 Nonresidential service deposit requirements;

(2) The commission may require reconnection pending
resolution of any bona fide dispute between the utility and the
customer over the propriety of disconnection.

{Statatory Authority: RCW 80.01.040 and 80.04.160. 01-11-004 (Dockel
No. UB-990473, General Order No. R-482), § 480-100-133, filed 5/3/01,
effective 6/3/01.) .

(5/3/01)
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480-100-133

{Ch. 480-100 WAC—p, 1}
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Roger Kouchi
Fromi Pat Dutton ,
To: Diana Jones; Diana Otto; Eugene Blake; J;:Ken Chapsrany kosiCime: Mary Taylon:.
Michael Meeks; Pam Smith; Pat Dutton;:Roger Kouchi:Suzagne STl Wk
Rasmussen B b
Subject: FW: Prior Obligation ’

Date: Friday, Aprit 14, 1995 11:37AM

Please take a few minutes {o read this and see if its consistent with ymmsgangﬁ;% e ielkmewhatiyou think
about it. | need your response by Wednedsay of next week. Thanks. Pat =~ e R
From: LOGEN

To; pat _

Subject: Prior Obligation

Date: Wednesday, April 12, 1995 3.61PM

From: NAME: Lynn F. Logen .
FUNC; Rate
TEL: 462-3872 ' <LOGEN AT AT AT PTHWRK>

To:  smip%pat@wutc.wa.gov@mrgate

0

Author: Lynn I, Logen
Date: 12-Apr-1995
Posted-date: 12-Apr-1995
Subject: Prior Obligation

THIE i1 response to our meeting ofMarch 21, 4995 concerning the,
pulization™of the prior obligation sule. Lisa and Ehave reviewed the

appffeatitn of the Commissiane-Thterpretation of prior obligation as.

it applies ®¥our custorTer information system.

/@ouvr_procedure has not always:been in agreement.with the

yiidérsidnding of the rulé that-we now have as a.resukt of qur meeting, L

{ Ve 'ﬁl;ﬁ'_'my‘ request It all accounts which were discannected prior, ' i,./ by # %ﬁ;

(i Mgy 11995 not b sublect lo review/conSGloRlased on Whis. Moo, .. ‘ ‘ S 3

¢ gocept the agreement reached between {he customer and.the: jf + ‘

“CoMpany. T Will allow sufficient time proyide retraining on, piiar ‘ ﬂ’%’w -

obligation précedutés:ta éver 100 customer service personnei s " ff e
B . e

As a result of the understanding we gained af the meeting and que. e~ £ g R

~ system review, we will change our procedures to consider gl bills’ j . / j’

issued at the time of the disconnection as beiing includeg the prior ' bg 14 bk Koep la

obligation should the customer choose to pay one halé of & Rew depQgit ' ,

(and reconnection fee) in lieu of payment of the billing for which g €. & { é ’1’5@

_fgz‘we're disconnected. Our procedure will be to close the custoraer's
ageauit effective with the read date of the most recently issued bljj
b apply éing existing deposit to the balance,

Page 1
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Jerry Lehenbauer
Lisa Rasmussen

Page 3



e s e e e wanss b WA WIIW ULHY P,TST MRS ) 2cUdLl gy UL FURLIN OLTO% 19 <UQ DOOLLOUSE 2716
Wit T4 bl WH B WY SRR Y W Aot i N WY T AN WEIEN LS S T R R ity PRt A VRN e W em g I [

Exhibit No. SW-9)

Docket U-110808

Page 19

PUCET
PORED . ‘

April 13, 1594

VIA FACHIMILE

Mr. Roger Kouchi

Washington Utilitias and
Tranasportation commiasion

1300 South Evergreen Park prive, §.W.

P,O. Box 47250 .

Olympia, WA ®8504-7250

Re: Ref,: 4936a
Dear Mr. Xouchit

., This is in rasponse to Mr. McLellan's letter dated
April ¥, 1994 reyarding alleged violations by the Company of
the Commission's interpretation of WAC 480-100-116 regarding
Yprior obligations." We appreciate the oppertunity to respond
to the allegations raised in the letterz from Evergraean Legul
Services to the Commissiorn, :

In the particular instances cited in Mr. MelLallan's
letter, thers was no vislation of WAC 480-100-116 or tha
Commission's policy on prior obligations. Rather than the
permanent denial of service proseribed by WAC 480-110-116,
these customers had their service restored within a few days.

With respect to tha Company's procedures on this issue,
the Company has provided additiopal training for Customer call
Canter and division personnel regarding inplementation of
prior ohligation procedures, as contemplated in our July 20,
1993 letter to Ms. Pat Dutton (your Ref, UT=32126). Provided
herawith as Exhibit A iz an explanation of the Company's
procedures regarding implementation of the prior obligation
provimions, along with an interoffice memorandum to thosa
Division personnel who were unable to attend. We bhelieve ouy
procedurss, as statad in those documents, pPropexrly implamsnt
the Comnission's policy with respect to priey obligations, ang
that we have acted diligently and reasonably to achieve ang

nmaintain compliance with this pelioy.

In addition te the training ptovided, the Company has
commenced tracking prior ahligation escurrences, Included as
Exhibit 8 ls the report for September 1993, showing sight (8)
~#coounts during that month where the prior shligation

’ tO??WMﬂMAN!O?QWI
The Energy Starts Here®

Puget Bound Powar & Light Campany  P.0. Box 0868  Befiovuo, WA B8009-0868  (208) 454-81383
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Mr. Roger Koudbi
April 13, 199%4
Rage 3

Question No., 2 ) ' : .

Tha Company is generally satisfied that its exletin
training practices, as supplementad by additional spwcifgc
training on this issue in recent months, are adeguate, On
this polint, we refer to cur letter of July 20, 1993, a copy of
which las attached as Exhibit C and incorporated herein by this
rafersnce. As indisated in that letter, it may be benefiefal
for Company parsonnel to mest with Commiseion Staff or
Evargraern Lagal Services to discuss and reselve issues
regarding the application of the prior obligation policy.

Question No., 3

Regarding training procedures generally, please refer to
our letter af July 20, 1993. With respust to recent training,
the rasponsge to Question No. 4 desoribes tha Company's
training for Bueiness Office Managers. In addition, training
on the prior cobligation policy and tha procedures contained in
Exhibit A was conducted during July, August and Decambar 1993
and Jatiuary 1994. This training was provided at staff
meetings by the Customer Call Center Supervisors.

Quoation'Nq. 4

A presentatlon was given to the Business Office Managers
on August 26, 1993, the paterials from which are includad as
Exhibit A. Thim presentation was followed by a discugsion and
question and answer period where Lisa Rasmussen, Manager of
Credit, and Lynn Logen, Manayger of Rates ahd Tariffs,
illustrated the application of the pricy obligation policy
through a numbar of hypothetical situstions. Thase in
attandance gained a more complete undarstanding of tne
Commission's poliey and the Company's proceduras implamenting
that policy. As noted in tha vesponss to Question No., 3, a
similar presentation and discussion occurved on Auguast 2,. 1993
with the Call Canter supervisors. .

© [ITTTOD463/BARII020.049) - /134
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DATE

1-d414-

ATTACHMENT 1

SUMMARY OF ACCOUNT INFORMATION
Jennifeyr L. Shannon-Garvey

QESCRIPTION

FUTILA ™ LU

206 38611503#% 6/16
URCR B1~3414iF &

Exhibit No. ___ (SW-9)

Docket U-110808
Page 21

ACCOUNTY

9/2/93
9/21/93
9/22/93
10/21/93
1e¢/25/93
1173793
11/24/93
11/29793
1277793
/13793
12/20/93
12/21/93
12/21/93

1/5/94
1/10/94
1/28/94
278794
2/14/94
2/18/94
3fL/94
342794

$165.00 Depoelt Requasted

72~Hour Deposit Notice Mailed ($165,00)
Partial payment ($82.50) toward depoalt
24»Hour Daposit Notiwve ($32,50)

Partial payment (341.25) toward deposit
$98.72 Billing for two montha sarvice
Suspenaion Notice mailed for §98.72
24-Hour Deposit Notice (341.25)

$0.99% Late Paymdnt Fae

72-Hour Notice Mailed $98.72

24=Hour Deposit Notlce ($41.25)

Final Payment of Daposit Balance ($41,25)

¥38.75 Payment eon Account and arranganent
to pay balatice (§40.96) on 1/3/94 ‘

$221.97 Billing two monthe service
$0.41 Late payment fee assessad
Suspension Notice mailed for $262.93
$2.22 Late payment fes ascessad
$0.41 Late payment feas asicsaed
72-Hour Notice Malled $262.93

. Service Disconnacted for $262.93

)

§98.72

$95.71

- 840.986
$262.93

$263,34

$26%,.56
3265.97

custoner advised by telepldne digconnected for
$262,93, also advised of 520 and 540 recennect

chayrgs.
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ATTACHNENT 2
SUMMARY OF ACCOUNT INFGRMATION
| Bennis Garcia ‘
DATE. LEBCRITION ACCONT
9/8/93 Balance Yorward ~$23.612
R/8/793 $33.48 Billing for tws tonths servias $9.68
11/5/93 $47.04 Billing for two monthg service $56.69
11/16/93 $40.00 Payment on account 516,69
12/5/93 80,17 Lata Pay Fee Assassed 816,88
1/7794 $348f57 Bllling for two Monthg sérvica B365.43
/12794 $0.17 Late Pay Feea Assensgad $365.60
2/71/94 Sugpensien Notice mailad for $365.43
2110794 Customer called, trying to gat energy asgistance
advisad to call back by 2/14/94.
2/10/94 $3.44 lLatea Pay Fee Ausessed 8369.09
2/14/94 Customer ¢alled, Says had pledge for $100 fronm
St Vincent De Payl, advised needs nors Pledges or
_ payment. to avoid disconnant,
2/15/94 $0.17 Lats Pay Fee Aasansed $369.26
2/32/94 Pledga Payment of $100.00 269,26
373794 72-Hour Notice Mailed for $265.772
3/10/94 $207.70 Billing for twe months sexrvice §476.9¢
A/11794 Disaonnected for Nonpayment of $265.77 .
3/14/94 $20.00 Rasonnest Charge Billed B48¢,9¢
3/14}94 Paymant of $100,00 + $20.00 Roconnecﬁ Charge $376.96
Also made arrangements to pay $100,00 op 4/5/94,

$100.96 on 5/6/94,

$186.00 on 6/6/94 and
'$50.00 on 6/10/94 L
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Attachnant 3
Paga 2

Letter mailad to custemer notifying of pessible

3/23/94
inurease in deposit from $90 te $200.
3/23/94 Par customer, caseworker from Evergreen Legal said
customar can’t an bill ($255) to reconnect;
offerad 1/2 deposit and $£40.00 reconnect charge
totaling $89.00.
E - ACCOUNT
DAYE DESCRYIPYION : - — BALANCE
3/24/94 Per customer, still wants to pay bill, dossn‘t '
want to pay new deposit, trying to get more help.
Customer daws not want prior cbligation,
3/24/94 $20.00 Reconnect Charge ‘ $237.7¢
3/24/94 Payment of §65.00 an actount, made arrangenent $172.76
to pay balance ($172.76) on 4/1/94
3/25/94 $328.43 Billing for twe monthe sarviae $501.1¢9
174794 $1.73 Late Payment Fea Agssessed $502.92
4/6/9%4 FPledgw Received in the amount of $50.00 A 8502,82
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FRIOR OBLIGATION PROCEDUHES

When you are contacted by a customer who has beaen disconnected for. .
non-payment, romenber the following stepe:

1. Tell the customer "you were digconnected for $300.00Y (the
smount of the arrears). Do not say "in order to get
reconnected, you must pay $300,

2. I tha customer indicates they are unable to paz the full v
amount, ask thew what they could pay. Compare that amount to.
half of the deposit, plus the recommect fes. Tf the amount
the customer is able to pay is equal to or greater than 1/2
the deposit and the reconnect fee, and, if they are able to
maka short term arrangemente on the balance, go to atep 3. If.
the customer quotes an amount aqual to or less than tha 1/2
deposit and racomnnect fee, and cannot make Hatisfactory
arrangements on the difference, go to step 4.

3, 1f the custoper is sble to make short-term arrangements on the
differsnce (l,e. they were disconnected for §300 and can only
pay $200, but are willing to make ayrangements on the .
remaining $100), go phead and reconnect the custoner for 5200
Plug the reconnect fee, and make arrangements on the balanue.

4. If the customor can only pay an amount equal to the depogit
plus the raconnect fee (which is the min{mum that must be
paid), and cannot make arrangemants on the balance, prior
obligation must be offered. Without using the term “prior
obligation", explain to tha custoner their sarvice will be
reconnected for one half of the deposit, plus tha raeconnect
fee. The following procedures naad to bag fo lowad:

A. EBtop the adcount effective tha(REX 0f the bill mail
date the account was disconnectad or;—8nd re-establish
servive for the customer under the next tenant ocode. :

B. 1Inform tha gustomer the balance owing on the now &losed
account will be raferred to a collaection agsncy for
follow~up, unlaess piyment arrangenents are made and result
in the balance beiny paid in full.

C. Post a permanent remark on the cloged gccount., indigating
the balanve oving i& prior obligation and that it shoulq
ot ba transferred to the active accoutit.

DB, On the new active account, charge the customer the deposit
and reconnect fee. Make arrangétents for the deponit with
one half being dwe immedistely, and the remaining ona halt
baing paid in equal (50%) inataliments, with the rirst
depoglt payment being dua in 30 days, and tha second (and
£inal) payment beinyg due in 60 days. Be very rirm with
thesa deposit arrangemants, :

E. Post a remark on the new active &ogount inaicating the

’ customer has gone pxior obligation on the previous sub,
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Diana Ofto 1 10/18/2006 10:49:27 AM Re: FW: WA - UTC complaint 98362 for Crystal Dalzei%/(A/
., Roger Kouchl/WUTC To “Bork, Molly R* <molly.bork@pse.com> zﬁ}/
10/18/2006 10:26 AM oo

hée Diana Ottio/WUTC
Subject Re: FW: WA - UTC complaint 98362 for Crystal Dalzell[’

Molly -1 will need to get back to you next week. | have scheduled some internal mestings to
discuss Lynn Logen's comments Thank you,

Roger Kouchi

WUTC Consumer Affairs

PO Box 47250

Olympia, WA 98504

1-800-562-6160; 360-664-1101

fax: 360-664-4291

E-mail: rkouchi@wutec.wa.gov
"Bork, Molly R" <molly.bork@pse.com>

"Bork, Molly R" ’

<molly.bork@pse.com> To "Roger Kouchi" <rkouchi@wutc.wa.govs
10/18/2006°09:18 AM o6
Subject FW:WA - UTC complaint 98362 for Crystal Dalzell

Roger:

Belcw is an email from Lynn Logen. | had asked if PSE could include the prior obligation in the payment
arrangements on the medical emergency arrangements, Below aré his cominents. - Molly

From: Logen, Lynn

Sent: Thursday, October 12, 2006 6:36 PM

To: Bark, Molly R

Ce: DeBaer, Tom

Subject: RE: WA - UTC complaint 98362 for Crystal Dalzell

In addition to the rules that Roger mentions below | think we need to look at WAC 480-100- 123(2}(e) and
WAC 480-100-128(5)(c) which states: "A medical emergency does not excuse a customer from having to
pay delinguent and origoing charges,” (emphasis added). And also, WAC 480-100-128(5)(¢)(il) which

says "Enter into an agreement to pay the remaining delinquent balance within one hundred twenty days;”

Prior Obligation (WAC 480-100-1 28(3) is only about refusal of service. A utility may not refuse service
because of a prior obligation. A prior obligation is defined as “A prior ébligation is the dollar amount,
excluding deposit amounts awed, the utility has billed to the customer and for which the utility has not
received payment at the:fime-the service has been disconnected for nonpayment " Serviceis -
disconnected because of delinguent charges.

Another issue is that everyone that was disconnected could first ¢laim prior obligation and then medical
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emergency, thereby making WAC 480-100-128(5)(c)ii) totally meaningless since there would never be a
delinquent balance that the medical emergency customer is obligated to pay.

As | recall we had an agreement at one time that medical emergency and prior obligation were mutually
exclusive.

————— Original Message---—-

From: Roger Kouchi [maifto:rkouchi@wutc.wa.gov]
Sent: Thursday, October 12, 2006 12:20 PM

To: Bork, Molly R

Subject: WA - UTC complaln% 98362 for Crystal Dalzell

‘Molly - Here is additional guidance that | received from staff. There are
really several rules that are involved here: WAC 480-100-128(2)(a); WAC
480-100-123(4); and WAC 480-100-128(5). Reading the rules together, the '
company can refuse service when a prior cust lives at the residence who has
prior obligation and is there's intent of fraud (outstanding amounts WAC
100-123(4)). But the company can only require any charges {o be paid as a
result of the fraud which is not prior (WAC 100-128(2)(a)). Medical
emergency (WAC 480-100-128(5))y allows 120 day payment arrangement

L will have to ask PSE to refigure the 120 payment arrangement based upon
the above interpretation. Thank you.

Roger Kouchi
WUTC Consumer Affairs
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MEMORANDUM
June 29, 2004

TO: Chairwoman Showalter
Commissioner Hemstad
Commissioner Oshie

. At
FROM: Glenn Blackmon,,@irect 1, Regulatory Services 66
icki Elliotf, Assistant Director, Consumer Affairs
Graciela Etchart, Regulatory Analyst
Tani Thurston, Regulatory Analyst
Pam Smith, Consumer Program Specialist

Subject: Prior obligation Dockets UG-011352 and UE-011353

At the September 12, 2001, open meeting, the Commission adopted revised rules for
electric and gas companies (WAC Chapters 90 and 100). At the same time, the
Commission discussed the need for further information from regulated companies
regarding WAC 480-90-123 and WAC 480-100-123. These rules describe when a utility
may or may not withhold utility service to applicants or customers. In particular,
WAC 480-90-123(2) and WAC 480-100-123(3) state that a utility may not withhold
service because an applicant or customer has a prior unpaid balance with the
company. The prior unpaid balance is called a prior obligation. Under the rules, a
company may collect the balance through traditional collection methods, but may not
withhold service, as long as the applicant or customer pays an appropriate deposit.

The Comumission directed electric and natural gas companies to keep track of the use
of the prior obligation provision by their customers, as well as the amount of .
uncollectibles related to prior obligation, for a period of eighteen months. Specifically,
the Commission ordered that: ”

(1) From October 1, 2001 to March 31, 2003, electric [natural gas] companies must
keep records of the total number of prior obligations procedures involved by
its residential customers per month and of the frequency of usage through that
month (for example, how many customers with one prior obligation invoked
the rule, how many customers with two prior obligations, etc.), and the
amount owed by each customer that used a prior obligation procedure.

(2) Electric [natural gas] companies must report this information on a quarterly
basis, beginning on October 1, 2002, with the first report due no later than
January 15, 2002, and each subsequent report due within fifteen days after the
eiid 6f thie qUETEet.



