CERTIFICATE
STATE OF WISCONSIN )
) ss.

PUBLIC SERVICE COMMISSION)

TO ALL WHOM THESE PRESENTS SHALL COME, GREETINGS:

I, Lewis T. Mittness, Executive Secretary of the
Public Service Commission of Wisconsin, and custodian of
the official records of said Commission, do certify that
the annexed rules relating to deposits, deferred payment
agreements, budget billing, disconnection, and dispute
procedures were duly approved and adopted by this Commission
on November 21, 1978.

I further certify that this copy of the rules has
been compared by me with the original on file in this Commission

and that the same is a true copy thereof, and of the whole

of such rules.

IN TESTIMONY WHEREOF, I have
hereunto set me hand and affixed
the official seal of the Commission
at the Hill Farms State Office
Building in the City of Madison

this 12th day of January, 1979.
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Lewis T. Mittness
Executive Secretary
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DATE MAILED

jgv_:}_olg']g_ BEFORE THE

PUBLIC SERVICE COMMISSION OF .WISCONSIN

Petition of Joanne Robertson, et. al.,
for an Order Amending Rules With
Respect to Deferred Payment Plans

and Dispute Procedures of Gas and
Electric Utility Services

1-AC-13

R N N

ORDER QGRANTING PETITION IN PART,
DISMISSING PETITION IN PART AND
PROMULGATING RULES

On June 17, 1977, the Publlc Service Commission recelved
a petition from 27 Mllwaukee-area utility consumers - all members
of Utility Consumers United - requesting changes in comm}ssion rules
regarding deferred payment agreements (ss. PSC 113.133 and 134.063,
Wis. Adm. Code) and dispute procedures (ss. PSC 113.13% and 134.064,
Wis. Adm. Code) for electric and gas public utllities and their
customers. The speciflic rule changes requested are numerous and
are in the commission file. The proposed changes concern the

following:

1. Deferred payment agreements. The petlition:

a)} proposés that deferred payment agreements include
the provision for payment of any outstanding
balances 1n installments., This rule apparently
eliminates any requirement for a "lump sum"
initial payment of a portion of existing arrearages;

b) proposes that a customer's financial means, or
abllity to pay, be the primary factor in determin-
ing the reasonableness of a deferred payment
agreement; ’

¢) places the responsibility to offer a deferred
payment agreement on the utility;

d) requests that 1f no deferred payment agreement
can be reached, the utility shall provide a written
statement to the customer including the utility's
final offer, the factors consldered in the offer,
the weight given each factor, and the customers
final offer;

e) requests that all deferred payment agreements
include a written statement &3 to the customer's
right to appeal a deferred payment agreement to
the Public Service Commission;



') requests, upon customer request, when the customer
and utllity cannot agree, that the Public Service
Commission shall order a deferred payment agree-
ment, such agreement to be based on the customer's
means 1f the failure to pay 18 caused by

" financial inability;

g) would preclude dlsconnection for failure to comply
with.a deferred payment agreement when the
customer experlences a '"substantial decline in
available income."

2. Dispute procedhves. The pefition:

a) requests that the utility confirm a customer dlspute
in writing and record all contacts with the
customer;

b) requests that the utility send the customer written
findings and conclusions on each dispute and
information on the right of appeal to the Public
Service Commission;

¢) specifies the information that a customer must
provide when filling a dispute with the Public
Service Commission;

b) would allow an already-disconnected customer to use
the dispute procedures and specifies conditions
under which the customer must be reconnected
during a diapute. :

On December 1, 1977, with Commissioner John C. Qestrelcher
dissenting, the commission issued due notlce of hearing on the
petition. Hearing was held January 18 and 19, 1978 in Milwaukee
and January 20, 1978 1n Madison before Examiner James A. Spiegel.
Appearances are contalned in the appendix A.

Testimony in support of the proposed rule changes was
presented by seventeen public witnesses.  Testimony was also
presented by witnesses for seven public utilitieé and by David J.
Qilles, Aessletant Attorney General, for the Department of Justice,
0ffice of Conauger Protectlon.

on June 29, 1978, a letter was filed with the commission
on behalf of twelve of the majJor gas and electric public utilities

proposing various guldelines for disconnectlions of service and for

deferred payment agreements. -
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On August 22, 1978 the commission incorporated the

let.ter into the record of this proceeding.

Discussion

The changes to deferred payment agreements (DPA) and
dispute procedure rules that are petitioned for in this proceeding
are summarized above. The general tenor of the requested changes
appears to be a formalization of various steps in the collection
and payment dispute process and an attempt to make financial
circumstance of the customer the major determinant of payment
agreements and dlspute resolution,

du{deljnea submitted by the twelve utilities provide
for some workable solutions to various collection problems in
order to saleguard the interests of consumers, both Individually
and collectively and to avold problems caused by utilities by
uncontrolled extension of credit.

The problems 1in customer-utility 1nteractidn in cases
of non-payment are long lived before the commission. Many problems
go deeper than the modification of rule language can address. The
commission has become aware, phrough customer contact in this and
other cases, that people are having ]émitimate problems because of
high utility bills. The commission 18 sensitive to these problems
and has taken steps to mitigate these problems, but is limited 1in
1ta abtlity to reso]va some of these bhaslce difficuities caused by
inflatlon, income distribution, and othsr economic and social realities.
Certainly, the corrections of those matters lle beyond the scope of
thls case-and the requested rule additions.

T™e commisslon’s vules governing defevred»payments and
disputes were promulgated in major part in November 1974; some
changes were made 1In 1975. 1In docket 2-U-7720, dated Novembep 13,
1974, the commission recognlized certain underlying objectives to

the promulgation of new rules. These objectives lnclude:

1, Fase of understanding and administration.

2. Preventlon of undue discrimination between customers.
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3. Proviston of rennnnéhln protection to the customer
in dealing with the ut1lity.

K. Avoidance of unreasonahle cost burden through
implementation of the rules.

Current rules on deferred payment agreements and dispute
procedures Qere an aﬁtempt to meet these obJectlves. Certain petitioned-
for changes and certaln of the guldelines advanced by the utilities;
in specific Instances may aid specific customers, and additionally may
gserve to improve on the objectives noted above. Some proposed
changes in this proceeding seem to lean most heavily in favor
of the itndividual customer and expand the potential for abuse and
delay by some customers to the detriment of others. Customer's rights
are tmportant, and the commission will élways be steadfast in protecting
those rights. To further failr protection ol due process and customer
rights, certain of the reauested changes will be approved with some
modifications. Some utility proposals will also be incorporated as

-ruleé In order to promote uniformity. »

The Following is a discussion of proposed changes and the

commission's actions to alter the current rules.

PSC 113.133(1)
PSC 134.063(1)

hAccording, to the petition, the proposal Fop these sectlons
is that they be "modified to exclude the requirement that a customer
must pay a reagsonabhle lump-sum amount of the outstanding bill ‘as well
as apgrere to pay the balance in installments". The petition itself
hag {dentified that any initial payment shall be reasonable. 1In
certalin caBes; this may be zero. The proposal to eliminate an initial

payment 1s not warranted and will not be approved.

PSC 113.133(2)
PSC 134.063(2)

These current rule sections read as follows. The new

rule proposal 1s underlined.
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{(2) For purposes of determining reasonableness
under these rules the partles shall conslder:

{(a) Size of the delinquent account.

(b) Customer's ability to pay.

(¢) Customer's payment history.

(d) Time that the debt has been
outstanding.

(e) Reasons why debt has been
outstanding.

(f) Any other relevant factors con-
cerning the circumstances of the
customer,

The primary-factor to be considered 1n determinlng
the amount of a monthly deferred payment agreement
18 the customer’s financial means so that no eccnomic
hardship will be imposed on that customer who enters

Into a deferred payment agreement.

As indlcated above, subsection (2) of ss. 113.133 and
134,063 would contain an addihional sentence to indicate the most
important factor in determining a deferred payment agreement.

The commias;on sthrongly disagrees with this proposal and
w1ill not promulgate such a rule, All six criteria are pertinent
to the determination of & deferred payment agreement and should be
afforded dur conslderation, Adoption of this proposal would likely
render sections (2)(e)(d)(e) and (f) as irrelevant and potentially
reduce the chances for collection of any reascnable sum.

PSC 113.133(3)
PSC 134.,063(3)

Subsection (3) as proposed would be a new subsection requiring.
a utility to mske the offer for a deferred payment sgreement. The
current avallability of a deferred payment agreement is noted on the
disconnection notice, The June 27, 1978 utility proposal Pfurther
proposes an annual mailing to cusbtomers on various service related
matters, one of which is8 payment options. Buch a mailing and a
notice to new customers are responsible meana of disseminating this
1ﬁformation. The petltioner's proposal noted here will not be authorized,
however the commission will promulgate a rule to require dissemination
of information to all reaidential customers., Such rule 1s shown in

appendix B, under PSC 113.12(4) and 134.05(4).



PSC 113.133(4)
PSC 134.063(4)

.The petitioners' proposal for thls new subsection 1s to
require that when a deferred payment agreement cannot be reached,
the utllity must set forth in writing 1ts final offer, the customer's
final offer, and the factors considered 1h setting the utility offer.
The weight gilven each factor 1s to be specified.

The June 27, 1978 utility proposal does not suggest providing
written notice on each unresolved deferred payment agreement. This
proposal does state however that If the utility and customer cannot
agree "the customer shall be advised of the reasons why his offer
was not scceptable.," The utilities further indicated that they will
document "all specific payment offers and other collection efforts
with the customer'". Documentation of actions and explanations to
customers are desirable and expected by the commission. The spedific
language in the rule proposed by petitioners willl not be adopted but
the commission will adopt certain requirements on these issues in-
vcluding a requirement for wrlitten notice to customers. Such rules are
zhown in appendix B and identified as PSC 113.133(7), 113.21, 134.063(T)
and 134.17.

PSC 113.133(5)
PSC 113.063(5)

This proposed subsection would add the following language
to the deferred payment agreement form.

If vou appeal this final offer of a deferred
payment plan -to the Public Service Commission

HIll Farms Stabe Office Building, 4602 Sheboygan

hvenue, Modison, Wisconsin 53702, the company

may not teeminate your service during the appeal.

Information on the right of‘appeal to the PSC 1s contailned
on the disconnection notice; this information will further be available
in the annual malling to be reguired by these rules, as will information
on dispute procedures. However, customers should be aware of thelr
rights and. the intent of this proposal is adopted in PSC 113.133(3)

and 134.063(3), as indicated in appendix B.
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PSC 113.133(6)
PSC 134.063(6)

The proposal of this subsectlon requires the PSC to set
deferred payment agreement terms when the partles cannot agree.
Present dispute procedures 1in the code permit the staff to recommend
terms of settlement and allow for appeal to the commission. This »
.proposed section doeg not appear required. .

PSC 113.133(7)
PSC 134.063(7)

This subsection would requilre that the P3SC set defecrred
payment agreements based upon a customser's means. As discussed under
section (2) above several factors must be consldered in determining
a DPA. e sbllity te pay 1z but one facter. This rule will not be
‘&dopted. 7

PSC 113.133(8)
PSC 134.063(8)

This 1s currently subsectlon (4) and 1s unchanged.

P8C 11
PSC 134

This propossd subsection precludes disconnection for default
on a DPA if the default ls caused by a "substantlial declline 1in
available income™ to the customer. This rule 1s amblguous, fails to
recognize other lactors, énd 1s unacceptable,

PSC 113.1233(10)
PSC 134.063(10

Thia is the curcent subsection (6) and is unchanged.

PSC 113.134
PSC 134.064

Proposed changes to these sectlons requlre written Vevifica«
tion of disputes, written records of all customer contacts and written
statements upon resolution of disputes including the right to appeal
tovthé PSé, These rules also speclfy information that must be filed
by a customer when making 2 dlapute to the PSC and they permit, under
certaln conditions, use of the dispute ﬁvoceduras by a customer that
ig-already disconnected and allaws reconnectlon of that customer.

- These specific rule sections proposed by petitioners appear



to be too formal and‘administratively burdensome. Comments by the
utllities‘ln thelr June 27, 1978 letter offers proposals that meet
some of the intents of the petitioners but are better sulted for
practical use. The documentation of contacts has been discussed
above as has the provision of information to customers on an annual
basls. The utilities have not proposed to specifically allow use of
the dispute mechanlsms after disconnectlon although in practice the
current rules‘are often used in those cases, ' '

In order that certain customer rights are well announced
and to aid in ensuring protection to consumers certain rule changes
as shown in appendix B wlll be adopted.

Some zllegations made in this proceeding require that the
commiséion reiterate some observations on the use of the curreﬁt rules.,
Specific problem areas noted by the customers who testifled in this
proceeding were that the customer's means were not adequately considered,
that requeeta for payment are arbitrary, and that inadeguate documentatio:
of customer contacts was maintained. To these points, the commlssion
refers to its December il, 1975 letter to all electric, gas, water,
sewer and telephone utilities which reads in part:

"The Public Service Commission of Wisconsin has
received several complaints resulting from the fallure

of some utilities to comply fully with sections PSC
113.133(2), PsCc 134.063(2), and PSC 185.38(2).

This rule reguires the utllity to consider six
different criterie in determining the reaaonableness of
the proposaed delferred payment agreement terms:

Size of tHe delinquent account.
Cuatomer's abllity to pay.

Customer's payment history.

Time that thes debt has been outstanding.
Reasons why debt has been outstanding.
Any other relevent factors concerning the
circwnstances of the customer.

ﬁwﬁ;\fv«,ﬂ
o0 o
—_——lll

Items (b), (e), and (f) can be properly determined only
1f the utility personnel communicate with the customer.
Complaints have been made to the commission because utility
personnel have falled to consider or even determine those
criteria. Therefore this commission requests that all
utilities review thelr deferred payment procedures for
compliance with the Wisconsin Administrative Code. The
commission expects the information obtained from the
customer to be permanently recorded for future use in the
event the proposed payment plan is refused by the customer
and the customer requests commission action. Any counter
proposal from the customer would alsoc be pertinent informa--
tion for a commlssion investigation.
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The use hy some uttlitlies of a single broad formula
-for all deferred payment ajyrreements 1s entirely inappropriate.

(1.r., hall of the payment lmmediately and the remainder 1in

equal monthly installments.) . Such a formula does not

recognize the need for Judrment based on the clrcumstances
of each indtividual situation.”

The commission has recognized the very problem areas brought
to 1tght apain 1n this proceeding. The directives of this 1975 letter
‘remaln pertinent today and the commission expects that utilities
w11l use these rules in the apirit intended by the commisslon, Used
responslvely and responsibly, current rules serve a dual purpose of
nroteeting consumer rlghta and offering a reasonable opportunlty of
bi11l collection to the utilities. The rule changes discussed below
will asslst in the ralr conduct of actions involving utility billing.

In addition to changes resulting from the petition and
proposed by the utilitles, the commlssion has made various obher
chanyges to clarlfy some rules, to eliminate unnecessary rules, and
to create new rules as rsquired,. '

Specifically, the commission is promulgating ruies on
budget payment plans., As bills for utility services, paviicularly
for heating, continue Lo take a critical share of consumer income
the abllity to plan for uniform payments over the year becomes more
important for Individuals. To meet the needs For.budget‘billing in
a uniform fashion rules are promulgated in this order to provide
guidelines on the use of such a plan. Appendiz B contains budget
payment rules In sectlons 113.16(5) and 134.13(6), Other changes
made to clarify existing rules concern information available to
consumers, estimated meter readings, prepayment meters and various
other editorial revistons.

Findings of Fact

THE COMMISSTON FINDS:

Current administrative rules on deferred paymént agree-
ments (as. PSC 113,133 and PSC 134,063, Wis. Adm. Code) and disputs’
procedures (ss, P82 113,138 and PSC 134,064, Wis. Adm. Code) are
reasonable and are In the public interest. All the changes to these

rules petitioned for in this proceeding will not serve any construc-

tive purposes and are unnecessary to provide reasonable customer



protection. Other changes will increase the usefulness and protec-
tion of the rules. Additional changes made by the commission are
also necessary for improving the utillty customer relationship.
Problems in payment of utility bllls in many respects go
beyond the scope of the collectlon rules promulgated by this
commission. The petition will be dismissed in part and approved
in part. Certain rule changes to enhance existing conditions will
be promulgated, as in appendix B.

Concluslon of Law

THE COMMISSION CONCLUDES:

That it has Jurisdiction under chapters 196 and 227
Wis. Stats., to issue an order dismissing the petition for rule
changes as discussed above and to promulgaée rule changes concerning
electric and gas service.

Order'

THE COMMISSION THE&EFORE ORDERS:

1. That the petition of Joanne Robértson et. al., for an
order amending rules with respect to deferred payment plans and
dispute procedurgs of gas and electrlic utillty services be and 1s
dismissed in part.

2. Thsat pursgusnt to authority veated in the Public
Service Commission of Wisconsin by ss. 196.02 and 196.37, and
according to the procedure set forth in s. 227.014, ﬁis. Stats.,
the commission hereby amends rules in: sections PSC 113,12,
113.133, 113.16, 113.21, 134,05, 134.063134.13 and»l34.17 of

the Wis., Adm. Code as are shown in appendix B.

OV 9. 1978

Dated at Madison, Wisconsin,

By the Commission. o ( ]
A . ,%/ t
LIt [l iy,

"7 TExecutive{Secretary




APPENDIX

Appearances
In support:
Utility Consumers United
by
Dan Kaemmerer
and
Pat Holland
Both of Milwaukee
In opposition:
Wisconain Gas Company
bj
Robert A, Nuernberg,
Assilatant Gensral Counsel
and
Douglas N. Bartley
Attorney
Both of Milwaulkee
Wisconsin Eleciric Power Company
Wisconsin Natural Gas Company
by '
Larry J. Martin, Attorney
and
Richard R, Anderson
Manager of Accounbting Operations
Both of Milwaukee
Northern States Power Company
by
bonald P, Jolstad, Controller
Fau Claire
Wisconsin Power and Light Company
by

Curtis Swanson, Attorney
Madison



As interest may appear:

Wisconsin Department of Justice
0f fice of Consumer Protection

by
David J. Gilles
Assistant Attorney General
Madison
Wisconsin Public Service Corporation
by
Ron Grosse
Administrator. - Division Accounting
and
Daniel P, Bittner
Both of Green BRay
Madison Gas and Flectric Company
by
Roger D. Erickson
Manager - Customer Information
Madison
City Gas Company
Lake Superior District Power Company
Superior Water, Light and Power Company
Wisconsin Fuel and Light Company
Wisconsin Southern Gas Compahy
by

Hugh H. Bell, Attorney
Madison

Municipal Flectric Utilities of Wisconsin
by

Rebecca A, Erherdt, Attorney
tadison

Wisconsin Rapids Municipal Utilities
by

Robert Stuhlmacher, Secretary-Treasurer
Wisconsin Raplds

0Of the commission staff:

Steven Levine
Assistant Chief Counsel



Appendlix B

PSC 113.12 Information available to customers. (1)
Phere-shall-be-hkept-an-£ile-in-every-station-and-offiee~of-the
vtilisy-where-paymensn-nre-reseived-vepien-of-the-rate-sohedules
appiinable-in-suesh-teentibysr--Copies—-of-bhese~rulen-and-nsueh-rules
ef-the-utility-np-nre-opplionble-ahail-be-lepb-on-file-in-eveny

‘sereval-~and-tesal-offise~of-bhe-utitity~--Reasonable-nosine-shatl

be~given-ountomers-aa-Ho~where-she-foregotng-information-is-avatiable
to~themv

Fach utility shall have available in its offices where’
payments are recelved, copiea of 1ts rates and rules applicable
to the locality. mhe ates and rules ghall be available for cus-
tomer inspection, and r@asonabl& nobicC as to their avallability
shall be provided Lo customers,

{234a}--Where-a-ounbemer-in-nligible-bo-$ake-servioe
HWAdEeP—-ARY~SRE-DP-REPe-—-f ~mere-pnbaty~sha-enmeary-nhadi-advine
9h@ ~gustamer—-in-~bhe-8 2 ~gf~-btho-pase-sp-robep-which-resuts

in-the-lowesb-gnpb-af~peryicay-baaed-on-i2-monshnl-service—-and~en
bhe—&n?apmauianwau—hnﬂ“

{BY~~The-aele
eyary-td-monbhay-nhanay
amVOQdéa€~06«h8-“P—JS~{->
phedi-bao~nesificd-

a?—ﬁei&vepyywee»%h\
g-dovor-oent-of-aary

sv-prasas-ghall-be-odmisged
2P - en@rv«+8 ~a-9 7 A-prrbess-and-whenever
vag-fpen-bho-susbernery—-~The~cusbomer
hiasbion-sf-goevises—-oReT in-vetiage
sstena-ef-any-aqguipnens-wii ooutE-n

(Note -~ Provisions of PSC 113.12(2)(a) and (b) have been
revised and moved to PSC 113.16)

{33 (2) Each electric utllity, for every municipality
in which 1t serves shall provide in the vrespectlive telephone
directories a telephone listing by which the ubility can be notified
during a 24-hour day of any utlility service deficiency or emergency

which may exist,

€43 (3) Where a secend language 1is common in a particular
area served by the utllity and so identifled by the commisslon, all
rules pertalning to billing and credit ghall be avallable upon
customer request, for distribution 1n Fnglish and that second
language {n every buainegs offilce of the utility 1in that area
accensible to the public and where customer payments are received.

(4) Fach utility shall pro: ide wplt t@ﬂ no*lc: to its
residential customers annually, and a el
resldential custom=rg, at a minimum, of &i
payment optlons including defervred payment greemﬁncL and budget
billinz, disconnectlion and dispute precedures; of the avails ufiity
of information or enerpy conservation practlces and nf the avalla-
b1lity of agencies or prozrams whilch may provide [inancial a2id as-
slstance or counseling; «nd contain a reply procedure
tomers an opporiunity dvise the utlliloy of
stances, such as the ‘nee orf infant :
use of human liie-sus eguipment ¢
to contact a qht«ﬁii v _agerncy ov ind
disceonnection action being taken.

PSC 113.133 Deferred payment agreement. The utility is
required to offer deferred payment agreements only to residential
accounts.
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(1) Fvery deferred payment agreement entered into due
to the customer's 1nabllity to pay the outstanding bill In full
shall provide that service will not he discontinued if the customer
pays o reagonable amount of the outstanding bill and agrees to pay
a reasonable portion of the remaining outstanding balance in install-
menta unttil the bi11 18 paid, .

(2} For purpose of determining reasonableness under these
rulen the parties shall conslder the:

(a) Size of the delinquent account.

{b) Customer's ability to pay.

{¢) Customer's payment history.

(d) Time that the debt has been outstanding.

{e) Reasons why debt has heen outstanding.

{f) Any other relevant factors concernling the
circumstances of the customer.

{3) A deferred payment asgrecment offered by a utility
shall state Immediately preceding the space provided for the cus-
tomer's sigpnature and in bold face print at least 2 type sizes
larger than any other used thereon, that "IF YOU ARF NOT SATISFIED
WITH THIS AGREFMENT, DO NOT SIGN. YOU HAVE THF RIGHT TO MAKF A

COUNTKN OFFER_AND, TF RCTED, YOu RAVR THE RIGHT TO_APPRAL
TOTA PROTOSED AC F M““““" “}anP’QFPVLQF COM! OF WISCON-
Ejf’ nnRrﬂP TTY MAY NOT DISCONNECT YOUR SERVICF,
Ti_ o illyf 700 PROM THE_OPLIGATION TO PAY BRILLS THAT ARE
H(URR%D TER COMMENCEMENT OF DISPUTE PROCEDURFS. 1R YOU DO SIGN

THIS AGREFMENT Yol GTVE UP YOUR RIGHT TO DISPUTE THE AMOUNT DUR
UNDER THE AGREKMENT FXCEPT FOR THFE UTILITY'S FAILURE OR REFUSAL
TO FOLLOW THE TERMS OR THIS AGREEMENT,M

{(4) A deferred payment agreement shall not include a
finance charge.

{5) 1t an applicant for utllity service has not fulfilled
terms of a deferred payment agrecment, the utility shall have the
right to disconnect pursuant to disconnection of service rules (VWis.
Adm. Code aection PSC 113.132) and under such circumstances it shall
not be required to offer subsequent negotiation cof a deferred pay-
ment agreement prior to disconnection,

(6) +#Ary Payments made by a customer in compliance with
a deferred payment sgreement ar-s$heprwige shall first be consildered
made {n payment of the previous account balance with any remainder
credited to the current bhill.

(7Y Ir = deferred payment agrecment cannot be reached,
and 1 the customer's propoqed deferrod payment agreement 1s un-~

dCCPpTthr to fhe utilLfy} the utility shall inform the customer

in writing why the customer's offer was not acceptable.
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PSC 113.16 Billing. (1){a) FEach bill including the
customer's receipt, shall show the present and last preceding meter
readings, the date of the present reading, the number of units con-
sumed, the clasas of service 1f other than residential, and the rate
schedule under which the b1ll is computed. 1In lieu of including the
rate schedule on the bill the utility may, whenever a rate change
becomes effective and at least twice a year, supply each customer
with the schedule of rates at which the bills are computed and any
other rates that might be applicable. Bills rendered at rates re-
quiring the measurement of a number of different factors shall show
all data necessary for the customer to check the computation of the
b1ll. Minimum and estimated billls shall be distinctly marked as such.

(b) If the utility is authorized to make late payment
charges, such charges shall comply with the following requirements.

1. The bill s8hall clearly indicate the amount of the
late payment charge and the date after which the late payment charge
shall be applied.

2. Late payment charges shall be applied no sooner than
20 days alfter the date of issuance of the blll.

3. The amount of the late payment charge shall be 3% of
the bill, except a minimum charge of 304 shall apply.

4, Late payment charges shall be applied to all customer
classes and rate classificatlons.

5, The ubtility shall not walve any properly applied
late payment charges.

6. A late payment charge ahall be appiied only once
to any given amount outstanding.

i Note: The Public Service Commission in 1ts order adopting
the revision to PSC 113.16(1) states that "all public utilities
operating in Wisconslin shall be in compliance with all of the rules
adopted hereln not later than 180 days after saild rules become ef-
fective (9-1-76)."

(2)(a) 1If the billing period 1s longer or shorter than
allowed in section PSC 113,15, the bill shall he prorated on a dally
‘basls unless other provislion is made in the utility's filed rules.

(b) Tf-the-ubility-rends-bho-mebepro—ns-the-end-af-eash
billing-prriady-bhe-ubd : y5-oe-tE-peguaepted-by-the--cusbe:
ehally-teave-meser-veadinp~forup-whRen—ae 8~Eo~meberg~gaansi-be
saineds If the utility cannot read tns meier at the end of each
billing perlod, or 1if the customer requests ibt, tne utllity shail
leave weter-reading forms ab the premises for completion by the
customer, Ir no form 1s left or tha {orm 1s not returned in time
for the bllling operatlon, & minimum or estimated pill may be
rendered., In cases of emergency, the utility may render minimum
or estimated (average) bills without reading meters cor supplying
meter-reading forms to customers., Only in unusual cases or when
approval is obiained trom the customer shall more than 3 consecu-
tive cstimatesd bills be rendered.

Lhe-pending-

mekars
F-bha-uk Fy-un
Ei-supely-mebee-vanding

(e) If-she-ubility-ssheduion-
Froguenbly-+ ge—-aa :
Wige~regueon By -bhe~sudbones
for-bhe~-pevtode—~-vhen-tne-mebepr~ta-» cddted-fo-ve-—vegde-~L ¥
the-ountemer-fatlia-be~prekurn-she~mesei-rending -form~or-has~+nformed
bhe~ubilisy-he-does-net-~wish-6o-suppty—a-vreadingy-o~RintmRum-6p
eBbimosed-bili-may-be-rendered,
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If meter reading 18 not scheduled on a monthly basls,
the utllity shall supply customers with meter-reading forms for the
periods when the meter 1s not scheduled to be read by the utility.
Customers shall not be required to provide these meter readlings. If
the customer informs the utility he or she does not desire to supply
a readling or 1f the form is not returned in time for the billing

operation, a minimum or estimated bill may be rendered.

(d) Iif-an-estimated-bill-appears-Ha-be—-abnermal-when-a
subnequers-readinp-is—obsainedr—the-hill-for-the-enbire-period—shall
be-eempused-ab-a-rate-wntoh-eontempiantes-the-use-ef-pervise-during
the-enbira-poerisd-and-the-essimabed~biltl-shalt-be-deduetedy——IFf-
there-is-reasonable-evidense-that-fhe-use-eseurred—-during-only-one
bilting-periody-the-biltl-ghatl-be-so-cempused.

When an actual meter reading indicates that a previous es~
timated till was abnormally high or low the utility shall calculate
B11] for the entire period as if use of service was normally dis-
imted throughout the period. The previcus estimated charge shall
o neducbgd from the recomputed total. If there 1is evidence to in-

: that actual use was not uniform throughout the period, the
i1ving shall be adjusted according to available information.

{3)(a) Credits due a customer because of meter inaccuracles,
errers in billling, or misapplication of rates shall be shown separ-
ately and ldentified.

(b) The original billing rendered because of meter in- )
accuracy, or errors Iin billing, shall be separated from the regular
bill and the charges explalned in detall. Subseguenb-te-the-fipss
bitling-he-ameouns-ean-be-ghown-an—-a-peperaie—-ttem-en-the-pregulanr
bikie

thy--tb-thRe-end~of-caeh-bitting-pericd-the-ubility-shall
pead-att-prepeyment-reberey—-oetoulabe-the-eunsomerlao-piti-ab~the
pagutar-neb-rates-appltisablier—-repovs—the-ameuns-of-meney-in-she
mesapy-and-hilly-refundy-or-oredit-sthe-asscuns-with-the-differecnee
between~she-bitl-ab-the-regular—rates-and-the-nameuns-colleaked,
provided-she-name~-susbemcu-hag-reoeived-gervice-during-the-enbire
bilitng-periedv--Gredibs-ohati-be-tiguidated-ab-teasb-onee-a-yeap
end-uper-terminatien-ef-perviee,

453} (4) Fach bill for service shall he computed at the
proper {illed rate and the rate used shall be the cheapest applicable
rate based on 12 months' use of service. If the customer's use 1is -
such that 1t 18 difficult to be certain what rate should be applied
until there has been 12 months' use, the billing shall be adjusted
on the firsf 33tk b1ll following the end of the 12 month use peried.

(a) This rule does not prohibit contracts having terms
longer than 1 year but does require that the rates pald under #m such
contracts be the utility's lowest appllcable rates on flle with the
commission.

(b) This rule applies to service as 1t 1is being suppliled.
If the customer could reduce his or her bllls by installing egulpment,
comblining or separating services, he or she should be notified as
required by section PSC 113.12623 113.76(H)(d), but no change in rates
shall be made until the customer makes the necessary changes.
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(¢) Where a customer 1is eligible to take service
under more than one rate schedule, the utility shall inform the
customer how to select the rate that results in the lowest cost of

service, based on 12 months service and on the information at hand.

(d) The customer shall be informed of the selection of a
rate every 12 monthus, whenever there is a change In rates that would
affect the cuatomer, and at any other time the customer so requests.
‘The customer shall be notified iF any comblnation of service, change
in voltage of dellvery, or the installation of any equipment will
result In a lower cost of service

(5) Fach utllity shall offer a budget payment plan to
all prospective and existing residential customers and to all com-
merclal accounts for which the orimary purpose of the service is to
provi@e for regidential living, subject to the following minimum

(a) A budget payment plan tariff shall be on file
with the Public Service Commission, appiicable only to charges
for utility services under P3C Jjurisdiction.

(b) A budget payment plan may be established at any
time of the year. hudget mients shall be calculated on the basis
of the eastlmated consumptlion and %ftlﬂs zd apnllcable rates Tor the
12 months subsequent ©o plishing the plan.

(c) A prouLevt-7a bude

vlan customer chall be informed
at the time of applicatlon abing bulgst plan customer
gach renewal that budgst payments gubtect o change at 6G-month
Intervals in order to reflsct current clrcunstances.

A oAy

A

,‘L‘P

(d) Customers who have arrvearages shall be allowed to
establish & budget payment plan by slgnine a deferred paymenb ggree-

LU

ment for the arrears, according to the provisions of s, PSC 113 ‘33

(e) Fach budget plan account shall bz monitored
intervals and the budget payment amount srﬁll be appropriat
Juated if the total undertliled or overbill v@ﬁg;_pnce in th
exceeds the ecquivalent of one budget nayment amount over th
month budget plan perlod.

at b-month
21y ade-

e account
e full 12—

When an adjustment is made to a budpget payment amount, the
cuatomer shall be adequately Iinformed of the adjustment at the same
time the bill contalning the adjustment 1s rendered.

() Budget payment plans shall be subject to the late
payment cherge provisions of sgesction P'SC 113.1A(1)(b). TIn addition,
if a budget payment 13 nob pald, the customer shall be appropriately
notifled with the next billing, if proper paynent is not received
subsequent to this notificatlion, the next regular bllling may ef-
fectuate the removsl of the customer from thne budget plan and reilect
the appropriate amount due.

{g) A customer removed from the budast payment plan
either at the cuslomer’s requ=st or by the niility for nonpay
may not resubscribe to the i tov a _paricd of b montho.

ent

(h) At the end of a customsr's full 12-month budget plan
period, 1f an underbilied or overbilled baiance exlsts in the ac-—

count, the account adjustments shall be as follows at the customer's

option.
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1. An underbilled balance may be charged to the
account, or subject to a deferred payment agree=

ment, or carried over to the next budget plan period.

2.  An overbilled balance may be applied to the
account, refunded, or carried over to the next budget

plan period.

PSC 113.21 Customer's complaints. Each utllity shall
1nveqt1gate and keep a record of complaints received by it from 1its
cuatomers in regard to safety, service, or rates, and the operation
of 1ts system. The record shall show the name and address of the
complalnant, the date and nature of the complaint, and its disposltion
and the date thereof.

Fach utility also shall document all contacts and actilons
relative to deferred payment agreements and disputes.

PSC 134.05 1Information available to customers. (1) There
phatl-be-kepb-en-filte-in-every-nbation-and-sffice-of-the-ubttiby
whepe-supbomer—-paymenbe-are-reserved-eoptes-of-bhese-rutes-and-sueh
ruten-of-Hhe-ubitify-as~-ave-appltieabte~shall-be~keps-on-£filte-in-eveny
generat-and-desat-effieec-of-she-usttity---Renasonabte-notise-chati-be
pivan-sustemers~aa~be-where-She-foregeing-informatien~-in—-available-69
thew.

Fach utility shall have avallable In its offices where
paeyments are received, copies of its rates and rules applicable to
the locallity. The rates and rules shall bhe avallable for customer
inspection and reasonable notlce as to thelp availability shall be
provided to customers. '

(2)--Whera-a-susbemep—-in-eckigible-$o-sake-servige-unden
any-aRe—-opP-nope~-af-Z-ar-mare—-rasess-fhe-eorpany-shetl-adviae-She
avstemer-+n-bhe-seleation-of-bhe~-rave-or~vrases~waroh-regnls-in-she
tewess-seab-of~gepvicey-baned-on-2-menshal-pervioe—~and-on-she~-4n-
Feemaston—ab-hand,

€33(2) -Each gas utllity, for every municipality Iin which
1t serves, shall provide in the respective telephone directories a
telephone listing by which the utility can be notifled during a 24-
hour day of any utility service defliciency or emergency which may
exist.

£43(3) Where a second language is common in a particular
area served by the utility and so identifled by the Commission, all
rules pertaining to billing and credilt shall be avallable upon cus-—
tomer request for distribution in English and that second language
in every business office of the utility in that area accessible to
the public and where customer payments are recelved.

(4) ¥ach utility shall provide written notice to its
residential customers annually) and a written notice to all new
residential customers, at a minimum, of the rules on deposits,
payment options including deferred payment agreements and budget
billing, disconnection and dispute procedures; of the avallability
of apgencles or programs which may provide financial aild assistance
or counseling; and contain a reply procedure to allow customers
an opportunity to advise the utility of any speclal circumstances,
auch as the presgence of infants or elderly persons or the use of
human 11ife sustaining equipment, and to advise the utility to con-
tact a specific third party agency or individual prior to any
disconnection action belng taken.
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PSC 134.063 Deferred payment agreement. The utility is
required to offer deferred payment agfreements only to resldential
accounts,

(1) Fvery deferred payment agreement entered into due
to the customer's inability to pay the outstanding bi1l in full shall
provide that service will not be discontinued i1f the customer pays
a reansonahle amount of the outstanding bill and agrees to pay a
reasonable portlon of the remainineg outstanding balance in install-
ments until the bill 1s paid.

' (2) Tor purposes of determining reasonablenaess under
these rules the parties shall consider the:

(a) 8ize ol the delinquent account.

(b) Customer's ability to pay.

(¢) Customer's payment history.

(d) Time that the debt haz been outstanding.

(e) PReasons why debt has been outstanding.

(') Any other relevant fators concerning the
circumstances of the customer.

(3) A deferred payment agreement offered by a utility
shall state Immediately preceding the space provided for the customer's
gipnature and In bold face print at least 2 Ltype sizes larger than
any other used thereon, that "IF YOU AR® NOT SATISFIFD WITH THIS
AGREFMENT, DO NOT SIGH. YOU HAVE THE RICGHT T0 MAKFE A COUNTFR OFPWER

AND, TF IT IS REJECTED, YOU TAVE TIE HIGHT MO APPFAL THIS PROPOSED
WHTOH

ACKEFWENT 5 TF PUAL(C EFAVIGE f T N OF WISCOHSTH, [URING
THE_UPTTT7Y MAY ] SERVIGR. - THIS P,L
HFI Izvr You PReM TR fAi_g;bLs THAT ARF INCU
T i 3. IF YOU DO 3IGN THIS AGRE
FUP TTOUR RI DISPUTE THFE AMOUNT DUF GNDER THR AG
MENT RXCEPT POR THR UTTLITY'S FAILURE OR RRFUSAL TO FOLLOW THE
TERMS OF THIS AGRREMENT.”

"ER

(43 A deferred payment agreement shall not include a
finance charye.

{5) It an applicant For utility service has not Tullfilled
terma of a deferred payment agreement, the utility shall have the
right to disconnect pursuqnt to disconnection of secrvice rules (Wis,
Adm. Code acction PSC 134.062) and under such circumstances, 1t
shall not he required to offer subsequent negetlation of a deferred
payment agreement prior to disconnection.

(6) Any Payments made by a customer in compliance with
a deferred payment agrecment, sp-eSheswiasy shall be first considered
made 1n payment of the previous account balance with any remainder
credited to the current bill. '

(7)_ If a deferred payment agreement cannobt be reached,
i_payl 5

~and Al the customer's proposed de Tarred payment agreement is

unacceptanle to the utility, the uti]i*y shall inform the cus
tomer in welting why the customer's offer was not accnptaole,

PSC 134.13 Billling (1)(a) Faeh bill, including the
customer's receipt, ahall show the present and last preceding meter
readings ., the date of the present reading, the number of units con-
sumed, the clasa of service I other than residential, and the rate
schedule under whnieh the h1ll 18 computed. In lieu of including
the prate schedule on the bill the utiltity may, whenever a rate change
becomes effective and at least twlce a year, supply each customer with
the schedule of rates at which the bills are computed and any other
rates that might be applicable. Bills rendered at rates requiring
the measurement of a number of different factors shall show all data
necessary for the customer to check the computation of the bill,
Minimum and estimated bills shall be distinctly marked as such.
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(b) If the utility 1s authorized to make late payment
charges, such charges shall comply with the followlng requirements.

1. The bill shall clearly indicate the amount of the
late payment charge and the date after which the late
payment charge shall be applied.

2. Late payment charges shall be applied no sooner
than 20 days after the date of issuance of the bill.

3., The amount of the late payment charge shall be 3%
of the bill, except a minimum charge of 304 shall

apply.

4, Late payment charges shall be applied to all
customer classes and rate classifications.

5. The utility shall not walve any properly applied
late payment charges.

6. A late payment charge shall be applied only once
to any glven asmount outstanding.

Note: The Public Service Commission in 1ts order
adopting the revision to P3C 134.13(1) states that
all public utilities operating in Wisconsin shall
be in compliance with all of the rules adopted
herein not later than 180 days after sald rules
become effective (9-1-76)."

(2)(a) If the billing period is longer or shorter than
allowed in Wis. Adm. Code section PSC 134.12, the bill shall be
prorated on a daily basis unless other provision is made in the
utility's filed rules.

(BY——If-bhe-ubidisy-pesda-the-nebera-as-the-end-of-eneh
Bitting-pevriedy-~she-viitiby-mays-ep-if-peguesbed-by-the—cusborenr,
ohali-teave-meter-peading-forne-when-ecacas-bo-mebers-eannob-be
getred., If the utility cannot read the meter at the end of each
billing period, or if the customer requests 1t, the utility shall
leave meter-reading forms at the premises for completion by the
customer. If no form 18 left or the form is not returned in time

rendered. In cases of emergency, the utility may render minimum

or estimated (average) bills without reading meters opr supplylng
meter-reading forms to customers. Only in unusual cases or when
approval is obtained from the customer shall more than 3 consecutive
catimated bllls he rendered.

for~-If-tha-ubitisy-~nehedulens-the-reading-of-meters-Less
Frequentiy-than-anse-caeh-bitiing-pericdy-bhe—ubkitisy-unlesg-abhep~-
wipr-requensed—-by-She~susbemery-ahall-guppiy-neber-reading-forng-fop
the-perioda-when-bhe-meder-is-pes~-esheduicd-to-be-readr—~—Iif-bhe—oun-
semer~fatlp-to-veburn~sho-Redep-reading-forr-cr-has-irfermed-the )
usitdsy-he-decs-nes~wieh-Se-supply-a-veadingr-a-mindnun—-er-esbinabed
biti-may-be-vendeved.



If meter reading 1s not scheduled on a monthly basis,
the utllity shall supply customers with meter-reading forms for the
periods when the meter 18 not scheduled to be read by the utilifty.
Customers shall not be required to provide these meter readings. 1If
the customer informs the utility he or she does not desire to supply
8 reading or If the form 18 not returned in time for the billing opera-
tion, a minimum or estimated bill may be rendered.

{d}--If-pn-estimated-bill-pppears-bo-be-abrermat-when—-a
pubnequens-readinp-is-obtainedy-bhe-bitl-fopr~the-ensire-poriod-shaltid
be-osmpubed-at-A-rate-whish-eenbemplates—-the-une—of-service-during-the
sRtire-perind-and-sho-nsbimased-bill-snaltli-be-dedueobedr—--If-bhers-is
venssnablae-evidenee~bhnal-the-une—-sosurvred-during-enty-ene-bidting
pericdy-the-hiil-shali-be-oo-~oompubed.

When an actual meter reading indicates that a previous
estimated blll was abnormally high or low the utility shall calculate

the bill for the entire peviod as 1F use of service was nOPmallydigifimﬁ@d
ﬁhggggbout the “PPith_ Thne previous estimated charge snall b

deducted from the recomputed total. TI7 there 1s avidence to indicate
that actual uge was nobt uniform throughout the period, the biliiﬂx

shall be adjustved according to avallabie information.

(3){a) Credits due a custocmer because of meter in-
acenracles, ervora in billing, or misapolication of rates shall
be shown separately and fdentifiled.

meter
rom the
'eew€qémép

{(b) The original
inaccuracy, or errors in Di ng,. shall be se
regular b11l and the charg explained in
bhe-Lippb-billing-the-omound~oarn-be-sRo%nN-09
the-vegultar-bi

5
L

billing rendeved
1is

i x .

LhYy--Ab-Ehe-ond-of-o
road-ad l-%ﬂ@%syweﬂm—wgﬁe=s»
pegrnlay-ne -
mebery-and-
bebwesn-brie-
E”S”iﬂeﬁ~%hn-

4§}£ﬂl Bach nill for service shall be computed at the
proper flled rate and the rate used shall be the cheapest applicable
rate based on 12 months'! uze of service. If the customer's use 1s such
that it 1s difficult to be certain what rate should be applied until
there has heen 12 months' use, the billing shall be adjusted on the
first 426k 0111 followling the end of the 12 month use pertod.’

(a) This rule subseeobisn doe: not prohibit contracts
having terms longer than 1 year bub does requlre that the rates in
pald under such contracts be the utility’s lowest eheapess applicable

rates on file wlth the commission,

(b) Where a customer 1s elligible te take service under
BRy-ere-sr-mere-of-2-9p more than one ratea schedule the eempany
Utiltgy shall edvige Iinform the customer now fo tna~-%he selectd

the rate er-vabea~whisgh-wisd that results la the lowest cost of cer-

vice, based on 12 months' service and on the information at hand.
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te)}-—The-neleetion-of-a-rate-op-rases-shali-be-peviewed
evepy-id-menshay-whenevep-there-in—a-ehange-in-ratesy-and-whenever
a-request-te-do-po-is-reoeived-from—-the--ounbomes,

The customer shall be informed of the selection of a rate
every 12 months, whenever there 1s a change in rates that would affect
the customer and at any other time the customer so requests.

(d) Section PSC 134.13453(4)(a)(b) and (c) applies to
service as 1t is being supplied. If the customer could reduce his
or her bills by Installing equipment, combining or separating ser-
vices, he or she should be notified, but no change in rates shall be
made until the customer makes the necessary changes. The-ubiiiby-is
nab-required-bo~adviae~-bthe-suasbemer-eoncerntng-She-effioiency-ef-hta
ubtiiratton—-equipnent-er-prosens,

£63(5) A utility may base 1ts rates on elther a volumetriec
baslis or a "therm" basis but permission must be obftalined from thils
commigsion to change any rate from one method to another. The unit
of service on a volumetric basis shall be the cubic foot. If the
volume billed is at a different pressure and/or temperature base than
the registered volume, the rate shall specify the billing pressure
and temperature. The "therm”" billing unit shall be 100,000 British
thermal units of total dry heating value. Where therm billing is
used, the heating value shall be the average for the billling period
or a flled lessecer amount. AdJjustment of veolumes or therms bllled
shall not be made because of the dellvery of standby or peak shaving
gas without commission approval.

(6) Fach utility shall offer a budpet payment plan to
all prospective and existing residentisal customers and to all commercial
accounts for whleh the primary purpose of the service 1s to provide
for residential living, subject to the followling minimum requirements.

{(a) A budget payment plan tariff shall be on file with the
Fubliic Service Commisgsion, applicable only fto charges for
utility services under PSC jurisdiction.

(b) A budget payment plan may be established at any
time of the year. Budget payments shall be calculated
on the basis of the estimated consumption and estimated
applicable rates f'or the 12 months subsequent to estab-
lishing the plan.

(¢) A prospective budget plan customer shall be .
informed at the time of application and an existing
budpget plan customer abt ecach renewal that budget pay-
ments are subject fo change at S-month intervals in
order to reflect current circunstances.

(d) Cuatomers who have arrearages shall be allowed
to establish & budget payment plan by signing a
def'erred payment apgreement for the arrears, according
to the provisions of s. PSC 134.063.

(e} Fach budget plan account shall be monitored at
G-morith intervals and the budget payment amount shall

be appropriately adjusted 1f the total underbilled or
overbilled balance 1n the account exceeds the eguivalent
of one budget payment emount over the full 12-month
budget plan period.
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When an adjustment 1s made to a budget payment amount
the customer shall be adequately informed of the adjust~-
ment at the same time the bill containing the adjustment
i8 rendered.

(f) Budget payment plans shall be subject to the late
payment charge provisions of sectlon PSC 134.13(2)(b).

In addition, if a budget payment 18 not paid the cus-

tomer shall be appropriately notified with the next billing.

If proper payment is not rcceived subsequent to this notifi-
catlon, the next regular billling may effectuate the removal

of the cuﬂtomer from the budget payment plan and reflect the
appropriate amount due.

(g) A customer removed from the budget payment plan
either st the customer's request or by the utility Tor
nonpayment may not resubscribe to the budget plan for a
period of & monthsa,

(h) At the end of a customer's full 12-month budget

plan period, if an underbilied or overbilled valance

cxlsts 1In the account, the account adjustments shall be
as follows at the customer’s opbion,

1. An underpillled balance mav be charg=d to the
account, subject to a defervad payment acreemsnt, or
carrled over to the next budmet plan period.

2, MAn overbllled balance may be applled to the
account, refunded, or carrled over to the next tudgeb
plan period,

) P3C 134.17 Complaints, FEach utility shall investigate and
keep a record of complaints received by 1t from 1ts customers in re-
garq to safety, service, or rates, and the operation of 1its system.
The record shall show the name and address of the complainant, the
date and nature of the complaint, and 1ts dlaposltion and the date
thereof. A summary of thls record for thé previous calendar year
shall be gent to the commission by Aprii 1 of each year.

Each utility also snhall document all contacts and actions
relatlve to deferred payment acrangements and disputes.




