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Regulations and Policy Statements to Require Utilities to Attempt 
Contact at Disconnection of Service: 
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#13, 2/18/09 AM; ML#114396, S-964 
 
March 12, 2009 
 
 
L. Wayne Harbaugh 
Vice President, Pricing and Regulatory Services 
Baltimore Gas and Electric Company 
P.O. Box 1475 
Baltimore, Maryland 21203-1475 
 
Re: Supplement 328 to P.S.C. G-9 – Retail Gas Service Tariff and Supplement 427 to P.S.C. 
Md. E-6 – Retail Electric Service Tariff: Part 2. Terms and Conditions – Section 2.42 
Field Collection Fee 
 
 
Dear Mr. Harbaugh: 
The Public Service Commission (“Commission”) has reviewed Supplement 328 to P.S.C. G-9 – 
Retail Gas Service Tariff and Supplement 427 to P.S.C. Md. E-6 – Retail Electric Service Tariff: 
Part 2. Terms and Conditions – Section 2.42 Field Collection Fee (“Tariff Revisions”) filed by 
Baltimore Gas and Electric Company (“Company”) on January 7, 2009, which if accepted would 
permit the Company to discontinue its practice of field collections.  The matter was considered at 
the Commission’s Administrative Meeting on February 18, 2009. After hearing from Staff, the 
Company, and the Office of People’s Counsel at the Administrative Meeting, the Commission 
suspended the Tariff Revisions and took the matter under advisement. 
 
In its filing and at the Administrative Meeting, the Company cited, as a basis for its proposal to 
cease the practice of field collections, its concern for its employees’ safety. The Company also 
stated that it provides other payment options for customers to avoid disconnection. Although the 
Commission understands the Company’s concerns for its employees' safety, the Commission 



finds that, especially during this difficult economic period, acceptance of checks and credit cards 
at customers’ premises should continue to provide a customer one last chance to stay on service.   
The Commission agrees, however, that the continued acceptance of cash by the field collectors 
may place them at greater risk.  Consequently, after further deliberations, the Commission denies 
the Company’s request to completely cease the practice of field collections at customers’ 
premises, but will not require the Company to continue to accept cash from customers as part of 
its field collection practices. 
 
Accordingly, the Commission rejects the tariff revisions. 
 
 
 
By the Direction of the Commission, 
/s/ Terry J. Romine 
Terry J. Romine 
Executive Secretary 
TJR/gd 

The Ohio regulation states:   

Employees or agents who disconnect service at the premises may or may not, at the discretion of the 
company, be authorized to make extended payment arrangements. Company employees or agents who 
disconnect service shall be authorized to complete one of the following:(a) Accept payment in lieu of 
disconnection. (b) Dispatch an employee to the premises to accept payment. (c) Make available to the 
customer another means to avoid disconnection.  OAC, §4901:1-18(05).    

The Massachusetts regulation:  220 CMR 25.03 (7 states: 
 

 Procedure for Terminating Service. Upon entering any premises to shut off service to any customer therein 
pursuant to the provisions of 220 CMR 25.00, the company representative must, before shut-off, state to an 
occupant that service is to be shut off. He shall also present such occupant with a notice of the protections 
afforded customers under 220 CMR 25.03(1) and a financial hardship form. If the occupant claims protection, 
shut-off shall be postponed for 72 hours in order to allow the customer time to submit documentation supporting 
his/her claim or to obtain telephone certification from a physician, physician assistant, nurse practitioner, 
governmental agency, or religious institution as provided generally in 220 CMR 25.03(2). In the case of 
telephone certification, the company shall inform the calling party of the seven day deadline for submission of 
appropriate documentation as provided in 220 CMR 25.03(2).  

 
If service is terminated to a home when none of its occupants is present, or when entry is not allowed by 

the occupant, the company shall leave a notice describing serious illness, infant and winter protections and a 
financial hardship notice at or under the occupant's door.  

 
If, after having postponed termination due to an oral assertion of protection under 220 CMR 25.00, the 

company determines pursuant to 220 CMR 25.03(2) that a customer has not appropriately certified his or her 
claim for protection under 220 CMR 25.03(1) and the determination has not been appealed within seven days 
as set out in 220 CMR 25.03(8), the company may terminate service in accordance with 220 CMR 25.03(8). 

During the period November 15
th 

to March 15 , in addition to the requirements set out in 220 CMR 
25.03(1) through (7), the company shall give heating account customers telephone or personal notice of the 
impending shut-off no earlier than three days before the shut-off. 

 



 
The Pennsylvania regulation:  52 PA. Code § 56.94:  
 

Procedures immediately prior to termination.   Immediately preceding the termination of service, a 
utility employee, who may be the utility employee designated to perform the termination, shall attempt to 
make personal contact with a responsible person at the residence of the ratepayer and shall attempt to make 
personal contact with a responsible person at the affected dwelling.  
   (1)  Termination prohibited in certain cases. If evidence is presented which indicates that payment has 
been made, a serious illness or medical condition exists, or a dispute or complaint is properly pending or if 
the employee is authorized to receive payment and payment in full is tendered in any reasonable manner, 
then termination shall not occur. However, if the disputing party does not pay all undisputed portions of the 
bill, termination may occur.  
   (2)  Methods of payment. Payment in any reasonable manner includes payment by personal check unless 
the ratepayer within the past year has tendered a check which has been returned for insufficient funds or for 
which payment has been stopped. 

 
 
The decision of the New York PSC concerning the need for premise visits in an AMI 

environment: 
 

Finally, we remind the companies that termination of service for nonpayment is subject 
to Home Energy Fair Practices Act (HEFPA) regardless of whether that disconnection is 
performed by physical (on site) or electronic (remote) service shut off. No utility may utilize 
AMI for remote disconnection of service for nonpayment unless it has taken all of the 
prerequisite steps required by HEFPA, including the requirement of 16 NYCRR §11.4(a)(7) 
that customers must be afforded the opportunity to make payment to utility personnel at the 
time of termination. This process requires a site visit, even where a remote device is 
utilized.”  See Order Requiring Filing of Supplemental Plan, Case Nos. 94-E-0952, 00-E-
0165, and 02-M-0454 (December 17, 2007).   

 

 
 

 

 



Regulations concerning Settlement Agreements: 

 

The Michigan regulation concerning payment arrangement criteria and requirement to confirm such 

agreements in writing: 

R 460.2170  Settlement agreement. 

   
Rule 70.  (1) If  the  utility  and  the  customer  arrive  at  a  mutually satisfactory settlement of 
a claim in dispute or if  the  customer  does  not dispute liability to the  utility,  but  claims  the  
inability  to  pay  the  outstanding bill in full,  then  a  utility  shall  offer  the  customer  the 
opportunity to enter into a settlement agreement. 
  (2) A settlement agreement shall be in writing and signed by the  customer or his or her 
authorized representative and an authorized  representative  of the utility.  The utility shall 
confirm, in writing, a settlement reached by telephone and shall transmit the settlement to the 
customer with instructions to sign a confirming copy and return it in a  postage-paid, self-
addressed envelope.  The utility shall retain the original settlement agreement for 2 years. 
  (3) In negotiating a settlement agreement due to the customer's  inability to pay an outstanding 
bill  in  full,  the  utility  shall  not  require  the customer to pay more than a reasonable amount 
of the  outstanding  bill  upon signing the agreement and not more than  reasonable  
installments  until  the remaining balance is paid. 
  (4) For purposes of determining reasonableness, the parties shall consider all of the following 
factors: 
  (a) The size of the delinquent account. 
  (b) The customer's ability to pay. 
  (c) The time that the debt has been outstanding. 
  (d) The reasons that the customer has not paid the bill. 
  (e) The customer's payment history. 
  (f) Any other relevant factors concerning the circumstances of the customer. 
  (5) A settlement agreement that  is  offered  by  a  utility  shall  state, immediately preceding 
the space provided for the customer's signature and  in bold print that is not less than 2 sizes 
larger than any other print that  is used on the form:  "IF YOU ARE NOT SATISFIED  WITH  
THIS  AGREEMENT,  DO  NOT SIGN.  YOU MAY FILE AN INFORMAL COMPLAINT 
AND HAVE A HEARING BEFORE A UTILITY  
HEARING OFFICER BEFORE YOUR SERVICE MAY BE SHUT OFF.  IF  YOU  DO  
SIGN  THIS AGREEMENT, YOU GIVE UP YOUR RIGHT TO AN INFORMAL  
HEARING  BEFORE  A  UTILITY HEARING OFFICER ON ANY MATTER INVOLVED 
IN THIS DISPUTE EXCEPT  THE  UTILITY'S FAILURE OR REFUSAL TO FOLLOW 
THE TERMS OF THIS AGREEMENT."  

 
The Pennsylvania regulation concerning payment arrangement criteria:     
 

The public utility, through its employees, shall exercise good faith and fair judgment in attempting to enter 
a reasonable settlement agreement or payment agreement or otherwise equitably resolve the matter. Factors 
to be taken into account when attempting to enter into a reasonable settlement agreement or payment 
agreement include the size of the unpaid balance, the ability of the [ratepayer] customer to pay, the 
payment history of the [ratepayer] customer and the length of time over which the bill accumulated.  52 Pa. 
Code §56.97(b). 



REGULATIONS GOVERNING MEDICAL CERTIFICATIONS AND EMERGENCIES 
 

 

Ohio Medical Emergency Regulation: 

4901:1-18-05      (C) Medical certification 
 

(1) The company shall not disconnect service for nonpayment if the disconnection of service 
would be especially dangerous to health. The health condition must be certified in accordance 
with this rule. 

 
(2) When the disconnection of service would make operation of necessary medical or life-

supporting equipment impossible or impractical, the company shall not disconnect service for 
nonpayment, if the customer establishes an inability to pay the amount due in full and enters 
into and makes payments in accordance with an extended payment plan. The necessary 
medical or life-supporting equipment must be certified in accordance with this rule. 

 
(3) The electric distribution company shall give notice of availability of medical certification to its 

residential customers by means of bill inserts or special notices at the beginning of the winter 
heating period and at the beginning of the summer cooling period. The natural gas company 
shall give notice of the availability of medical certification to its residential customers by 
means of bill inserts or special notices at the beginning of the winter heating period. 

 
(4) The company shall provide application forms for health care professionals or local board of 

health physicians for certification upon request of any residential consumer. 
 
(5) Any consumer who is a permanent resident of the premises where the service is rendered 

may qualify for certification. 
 
(6) The condition shall be certified to the company by a licensed physician, physician assistant, 

clinical nurse specialist, certified nurse practitioner, certified nurse-midwife, or local board of 
health physician. 

 
(a) The certification required by paragraphs (C)(1) and (C)(2) of this rule shall be in writing 

and shall include the name of the person to be certified, a statement that the person is a 
permanent resident of the premises in question, the name, business address, and 
telephone number of the certifying party, the nature of the condition, and a signed 
statement by the certifying party that disconnection of service will be especially 
dangerous to health. 

 
(b) Initial certification by the certifying party may be by telephone if written certification is 

forwarded to the company within seven days. 
 
(c) In the event service has been disconnected within twenty-one days prior to certification 

of special danger to health for a qualifying resident, service shall be restored to that 
residence if proper certification is made in accordance with the foregoing provisions 
and the customer agrees to an extended payment plan. 

 
(d) Certification shall prohibit disconnection of service for thirty days. Certification may be 

renewed two additional times (thirty days each) by a licensed physician, physician 
assistant, clinical nurse specialist, certified nurse practitioner, certified nurse-midwife, 
or local board of health physician by providing an additional certificate to the company. 
The total certification period is not to exceed ninety days per household in any twelve-
month period. 

 



(e) Upon renewal of certification, company personnel shall personally contact the customer 
and advise the customer of the governmental assistance programs that may be 
available. In the event that the best efforts of the company fail to result in personal 
contact, the company shall provide assistance information by mail. 

 
(f) If a medical certificate is used to avoid disconnection, the customer shall enter into an 

extended payment plan prior to the end of the medical certification period or be subject 
to disconnection. The initial payment on the plan shall not be due until the end of the 
certification period. 

 
 

Pennsylvania Medical Emergency regulation:  52 Pa. Code  

§ 56.112. Postponement of termination pending receipt of certificate. 

 If, prior to termination of service, the utility employee is informed that an occupant is seriously 
ill or is affected with a medical condition which will be aggravated by a cessation of service and 
that a medical certification will be procured, termination may not occur for at least 3 days. 
Service may be terminated if no certification is produced within that 3-day period. 

§ 56.113. Medical certifications. 

 Certifications initially may be written or oral, subject to the right of the utility to verify the 
certification by calling the physician or to require written confirmation within 7 days. 
Certifications, whether written or oral, shall include all of the following:  

   (1)  The name and address of the ratepayer in whose name the account is registered.  

   (2)  The name and address of the afflicted person and his relationship to the ratepayer.  

   (3)  The nature and anticipated length of the affliction.  

   (4)  The specific reason for which the service is required.  

   (5)  The name, office address and telephone number of the certifying physician. 

 56.114. Length of postponement; renewals. 

 Service may not be terminated for the time period specified in a medical certification; the 
maximum length of the certification shall be 30 days.  

   (1)  Time period not specified. If no length of time is specified or if the time period is not 
readily ascertainable, service may not be terminated for at least 30 days.  



   (2)  Renewals. Certifications may be renewed in the same manner and for the same time period 
as provided in § §  56.112 and 56.113 (relating to postponement of termination pending receipt 
of certificate; and medical certifications) and this section if the ratepayer has met the obligation 
under §  56.116 (relating to duty of ratepayer to pay bills). In instances where a ratepayer has not 
met the obligation in §  56.116 to equitably make payments on all bills, the number of renewals 
is limited to two 30-day certifications. If a utility wishes to contest the renewal, it shall follow 
§  56.118(3) (relating to the right of utility to petition the Commission).  

 

 


