AVENDATORY SECTI ON ( Arendi ng Docket No. UG 990294, GCeneral Order
No. R-484, filed 5/3/01, effective 6/3/01)

WAC 480-90-003 Application of rules. (1) The rules in
this chapter apply to any gas utility that is subject to the
jurisdiction of the conm ssion under RCW 80.04.010 and chapter
80.28 RCW These rules also include various requirenents of the
utility's custonmers and applicants.

(2) The tariff provisions filed by utilities nust conform
with these rules. If the comm ssion accepts a tariff that
conflicts with these rules, the acceptance does not constitute a
waiver of these rules wunless the commssion specifically
approves the variation consistent with WAC 480-90- 008, Exenption
fromrules in chapter 480-90 WAC Tariffs that conflict with
t hese rul es without approval are superseded by these rul es.

(3) Any affected person nay ask the conmssion to review
the interpretation of these rules by a utility or custoner by
posing an informal conplaint under WAC ((4806-089-150)) 480-07-
910, Informal conplaints, or by filing a formal conplaint under
WAC ((480-09-420)) 480-07-370, Pleadings and briefs--Application
for authority--Protests.

(4) No deviation from these rules is permtted wthout
witten authorization by the conm ssion. Violations wll be
subject to penalties as provided by | aw.

AVENDATORY SECTI ON ( Anendi ng Docket No. UG 990294, General Order
No. R-484, filed 5/3/01, effective 6/3/01)

WAC 480-90-008 Exenptions from rules in chapter 480-90

WAC. (1) The commssion may grant an exenption from the
provisions of any rule in this chapter if consistent with the
public interest, the purposes underlying regulation, and

appl i cabl e st at utes.

(2) To request a rule exenption, a person nust file with
the comm ssion a witten request identifying the rule for which
an exenption is sought, giving a full explanation of the reason
for requesting the exenption.

(3) The commi ssion will assign the request a docket nunber
if it does not arise in an existing docket, and will schedule
the request for consideration at one of its regularly schedul ed
open neetings or, if appropriate under chapter 34.05 RCW in an
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adj udi cation. The comm ssion will notify the person requesting
t he exenption, and other interested persons, of the date of the
hearing or open neeting when the conmm ssion will consider the
request.

(4) In determining whether to grant the request, the
comm ssion may consider whether application of the rule would
i npose undue hardship on the petitioner, of a degree or a kind
different from hardship inposed on other simlarly situated
persons, and whether the effect of applying the rule would be
contrary to the purposes of the rule.

(5) The conm ssion will enter an order granting or denying
the request or setting it for hearing, pursuant to chapter
((4806-09)) 480-07 WAC

AVENDATORY SECTI ON (Amendi ng General Order No. R 496, Docket No.
UG 990294, filed 12/3/01, effective 1/3/02)

WAC 480-90-123 Refusal of service. (1) A gas utility may
refuse to provide new or additional service if:

(a) Providing service does not conply wth governnent
regul ations or accepted natural gas industry standards;

(b) In the utility's reasonable judgnent, the applicant's
or customer's installation of piping or gas burning equipnent is
consi dered hazardous or of such a nature that safe and
satisfactory service cannot be provided;

(c) The applicant or custoner does not conply with the
utility's request that the applicant or custoner provide and
install protective devices, when the utility, in its reasonable
j udgnent deens such protective devices are necessary to protect
the wutility's or other custoners' properties from theft or
damage;

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

(e) The custonmer is known by the utility to have tanpered
with or stolen the utility's property, used service through an
illegal connection, or fraudulently obtained service and the
utility has conplied with WAC 480-90-128(2), disconnection of
servi ce.

(2) A gas wutility may not refuse to provide new or
additional service to a residential applicant or residential
customer who has a prior obligation. A prior obligation is the
dol I ar anpunt, excluding deposit ampbunts owed, the utility has
billed to the customer and for which the wutility has not
received paynent at the tine the service has been disconnected
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for nonpaynent. The wutility nust provide service once the
customer or applicant has paid all appropriate deposit and
reconnection fees. This subsection does not apply to custoners
t hat have been disconnected for failure to honor the terns of a
wi nter | owinconme paynent program

(3) The wutility may not refuse to provide service to an
applicant or customer because there are outstandi ng anmounts due
froma prior custonmer at the sanme prem ses, unless the utility
can determ ne, based on objective evidence, that a fraudul ent
act is being commtted, such that the applicant or custoner is
acting in cooperation with the prior customer with the intent to
avoi d paynent.

(4) The wutility may refuse to provide new or additional
service for reasons not expressed in subsection (1) of this
section, upon prior approval of the conmm ssion. The comm ssion
may grant the request upon determning that the utility has no
obligation to provide the requested service under RCW 80. 28. 110.
Prior to seeking conm ssion approval, the utility nmust work with
the applicant or custoner requesting service to seek resolution
of the issues invol ved.

(5) Any applicant or customer who has been refused new or
additional service my file with the conmi ssion an infornal
conpl ai nt under WAC  ((480-09-159)) 480- 07- 910, | nf or mal
conplaints; or a formal conplaint wunder WAC ((4806-09-420.

| i | briof L : : hori ; |
pleadings,  liberal  construction, — anendnents)) 480- 07- 370,

Pl eadi ngs- - General .

AVENDATORY SECTI ON ( Anendi ng Docket No. UG 990294, General Order
No. R-484, filed 5/3/01, effective 6/3/01)

WAC 480-90-173 Gas utility's responsibility for conplaints
and disputes. (1) Wien a gas utility receives a conplaint from
a custoner or an applicant for service, the wutility nust
acknow edge recei pt of the conplaint and:

(a) Upon request, identify the utility's contact to the
conpl ai nant ;

(b) Investigate the conplaint pronptly as required by the
particul ar case;

(c) Report the results of the investigation to the
conpl ai nant ;

(d) Take <corrective action, if warranted, as soon as
possi bl e under the circunstances;

(e) If the conplainant is dissatisfied with the results or
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decision, inform the conplainant that the decision may be
appealed to a supervisor at the utility; and

(f) If the conplainant is dissatisfied after speaking with
the wutility's supervisor, the supervisor nust inform the
conpl ai nant of the conplainant's right to file a conplaint with
the comm ssion and provide the comm ssion's address and toll-
free tel ephone nunber.

(2) Applicants, <custoners, or their representatives may
file with the comm ssion:

(a) An informal conplaint as described in WAC ((4806-09~
150)) 480-07-910, Informal conplaints; or

(b) A formal conplaint against the utility as described in

WAC ((480-09-420, Pleadings—and—briefs-—Applications— for
authorty-—-Protests)) 480-07-370, Pl eadings--General.

(3) When the comm ssion refers an informal conplaint to the
utility, the utility nust:

(a) Investigate and report the results to the conm ssion
within two business days. The comm ssion may grant an extension
of time for responding to the conplaint, if requested and
war r ant ed;

(b) Keep the commssion informed of progress toward the
solution and the final result; and

(c) Respond to the commssion's request for additional
informal conplaint information wthin three business days of the
request or at a date specified by the conmm ssion. The
commi ssion may grant an extension of time for responding to the
conplaint, if requested and warranted.

(4) Each gas utility nust keep a record of all conplaints
for at least three years and, upon request, make themreadily
avai |l abl e for comm ssion review. The record nust contain:

(a) The conpl ai nant's nane and address;

(b) The date and nature of the conplaint;

(c) The action taken;

(d) The final result; and

(e) Al official docunents regardi ng the conpl aint.
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