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FIRST NOTICE COMMENTS OF AARP AND 

THE PEOPLE OF THE STATE OF ILLINOIS 

 

Pursuant to the schedule defined by the Commission’s Notice, dated January 15, 2014, 

and section 5-40 of the Illinois Administrative Procedure Act, AARP, through its attorney; and 

the People of the State of Illinois, ex rel. Lisa Madigan, Attorney General (“OAG”), hereby file 

their First Notice Comments on the proposed Part 280 regulations adopted by the Commission’s 

First Notice Order (“Order”) in this docket, which was on issued on November 13, 2014.  The 

Rules were published in the Illinois Register as required by law on January 17, 2014 (the 

“Rules”).  5 ILCS 100/5-40; 38 Ill. Reg. 1452 (Jan 17, 2014). 

 

Part 280.130 – Door Knock Premise Visit 

 Introduction 

The Commission’s First Notice Order would eliminate the current premises visit (or 

“door knock”) notification procedure – a troubling development that would end the current 

practice of Illinois utilities attempting in-person notification prior to the disconnection of 
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essential utility services.   This failure to attempt in-person contact with utility customers about 

to lose their utility service due to inability to pay an outstanding utility bill would potentially 

threaten public health and safety.  The First Notice Order’s elimination of the in-person door 

knock requirement would de-personalize the notification procedure, threatening to put thousands 

of customers at risk.   

The undersigned parties strongly disagree with the First Notice Order’s flawed reasoning 

for eliminating this long-standing consumer protection.  The Order discusses the financial net 

present value of AMI deployment, but does not discuss the health and safety value that the 

current premise-visit requirement provides for vulnerable individuals or families who are facing 

the disconnection of essential services.  Simply knocking on the door has the potential to save 

lives and to prevent serious medical emergencies.  These risks to public health are foreseeable, as 

discussed below.  Yet, these health risks are completely ignored by the Commission’s discussion 

of this issue in its First Notice Order. 

 For guidance on best practices, the Commission can look to several other jurisdictions 

which also require a “door knock” prior to disconnection, including states where AMI has been 

deployed.  This Commission itself has rather recently made findings (in Docket No. 12-0298) 

regarding the important health and safety protections that are afforded by the premises visit 

procedure contained in the current disconnection rule.  AARP and the OAG urge the 

Commission to reconsider its discussion of this issue (located on page 187 and page 193 of its 

First Notice Order) and replace that discussion with a more thorough analysis that retains the 

current safety procedure.   

The Door-Knock Requirement Is Necessary to Protect Public Health and Safety. 

 

Access to heating and cooling is a significant health and safety issue, especially for older 
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persons and other vulnerable customers.  Disconnection of energy service can result in serious 

health consequences, including death, due to hypothermia or exposure to extreme heat.  

Therefore, it is essential that the consumer protections governing disconnection practices give 

consumers sufficient notice and opportunity to avoid disconnection.
1
  The Commission's current 

Part 280.130(d) rule states that a utility employee must attempt to advise the customer that 

service is being discontinued by making contact "at the time service is being discontinued", 

language that has generally been understood to refer to contemporaneously knocking on the 

customer’s door during the field visit to disconnect service, but prior to disconnection.    

This premises visit requirement has been an important consumer protection included in 

the Commission's rules for decades.  AARP and the OAG believe that retaining the requirement 

for in-person contact with someone on the customer’s premises is vitally important to public 

health and safety. This last safety check prior to disconnection for nonpayment can permit utility 

workers to identify any unsafe or dangerous conditions that might exist at the premises, 

potentially affecting the decision to disconnect service, or leading to other remedial measures 

prior to disconnection.
2
  The elimination of efforts to make this safety check, in favor of a more 

expeditious termination of service, would carry health and safety risks that are foreseeable and 

that have been detailed to the Commission.
3
 

Despite these documented and serious public health risks, the Commission’s First Notice 

Order claims that the current protection would remove “flexibility” and add costs to the utility 

without any “corresponding benefit”.
4
  The order proposes to replace the in-person notification 

procedure with two phone calls to the consumer facing disconnection.  Id.  However, the record 

                                                 
1
 AARP Ex. 1.0 (Musser Direct) at 10-11. 

2
 AARP Ex. 1.0 (Musser Direct) at 11. 

3
 See pp. 56-60, Final Order, Docket No. 12-0298. 

4
 First Notice Order, November 13, 2013, p. 187. 



5 

 

is clear that telephone calls are an inadequate form of safety check.  The additional knock on the 

door is important because other forms of notice (i.e., robo-calls and form letters) may not reach 

all customers who are vulnerable and who are facing potential disconnection for nonpayment.  

Not all customers have a telephone and many customers change telephone numbers without 

notifying their utility. 

Moreover, as GCI witness Barbara Alexander explained, many consumers may suffer 

from an inability to comprehend or respond to phone calls and written notifications.  She relayed 

the story of a customer in Michigan who froze to death after he was disconnected without an in-

person contact; he was possibly disoriented, senile, or otherwise unable to understand that he was 

facing a disconnection through other methods of disconnection, because when he was found, 

there was money found in his house for paying the utility bill.
5
  This is the type of tragedy that 

the undersigned consumer parties hope will be avoided through retention and clarification of the 

in-person contact requirement.  Such incidences are more likely to occur if the Commission’s 

First Notice Order is allowed to stand on this issue. 

Ameren Illinois Utility Company (“Ameren”) has been correctly and successfully 

complying with the current in-person premises visit requirement, making an attempt to directly 

contact their customers prior to disconnection for nonpayment.  Ameren witness Karman 

acknowledged that a face-to-face conversation about disconnection can be a superior form of 

notice.
6
  Ms. Karman also acknowledged that sometimes a customer who is in a bill-paying 

dispute with a utility has also lost her phone service or has a phone number that has changed 

from the phone records originally given to the utility.
7
  Because such problems exist with written 

                                                 
5
 Tr. 275-278. 

6
 Tr. 499. 

7
 Tr. 490-491.  
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notifications and robo-call notifications, the undersigned consumer parties believe that an in-

person notification attempt is essential to customer safety. 

Utilities Will Not Be Financially Impaired By Retaining the Door-Knock 

Requirement.   

 

It is important to note that utilities are not barred from disconnecting customers under the 

current premises visit notification rule, and they are not required to allow past due amounts to 

accumulate to extreme levels.  In fact, the door knock rule does not prevent electric utilities from 

using new technology to ramp up the pace of disconnection procedures, provided that a simple 

in-person contact is attempted. The current disconnection rule merely recognizes that the 

essential nature of utility services requires a simple attempt to check on whoever is inside the 

residence for the purposes of health and safety.  

It has been suggested by some regulated electric companies that new metering 

technology, such as AMI, and the new Illinois formula rate provisions, which are tied to 

investment in smart meters, somehow justifies elimination of the premises visit door knock 

requirement. See 220 ILCS 5/16-108.5, 16-108.6. However, the General Assembly recognized 

that there are issues other than cost to be considered with new meter technology.  With the new 

Energy Infrastructure Maintenance Act (“EIMA”), the legislature has left resolution of the final 

contours of permitted disconnection practices to the Commission, allowing for utility metrics to 

be modified accordingly.
8
  Recognizing the health and safety implications of remote operation 

technologies due to the potential to dilute contact between utilities and their customers, the 

General Assembly has incorporated a provision that is expressly designed to accommodate a 

Commission decision to maintain the current requirement for human contact (and a last chance 

for solutions and remedies to problems utility personnel encounter that threaten health and 

                                                 
8
 See 220 ILCS 5/16-108.6(f). 
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safety) before essential utility services are disconnected for non-payment.  See 16-108.6(f).  

Utilities will not be harmed by preserving this protective requirement.  Performance 

metrics for electric utilities that declaring themselves eligible for formula ratemaking under 

Section 16-108.5 of the Public Utility Act can be adjusted, as discussed below. Uncollectible 

expenses are recovered from all customers as a recognized cost of service, and as a shared 

responsibility of customers for services required for "the health, welfare and prosperity of all 

Illinois citizens."
9
  

The First Notice Rule’s Rejection of Retention of The Door-Knock Rule Is An 

Unexplained Deviation From Past Commission Findings. 

 

Until the First Notice Order, the Commission has steadfastly defended the current 

requirement for in-person contact at the time of disconnection for nonpayment, even with the 

implementation of new smart meter technology, thus preserving the application of the in-person 

premises visit requirement to protect the health and safety of vulnerable customers.  Starting with 

the ComEd AMI pilot program (approved in Docket No. 09-0263), continuing through Ameren 

Illinois Utilities’ performance metrics case decided under the new EIMA (Docket No. 12-0089), 

and through its pronouncements in Commonwealth Edison Company’s (“ComEd’s”) petition for 

approval of an AMI plan (Docket No. 12-0298), the Commission had consistently recognized the 

importance of the door knock notification rule.   

In the recent 12-0298 order, the Commission found that requiring a premises visit for 

attempted residential disconnections for nonpayment did not significantly impact the end result 

of ComEd’s AMI investment cost benefit analysis. The Commission’s final order explicitly 

places public safety first by preserving consumer protection rules and by clarifying the goal and 

importance of the premises visit notification requirement, despite changes to the mechanical 

                                                 
9
 220 ILCS 5/1-101. 
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requirements of new meter technology.  The following relevant portion of the Commission’s 

decision in Docket 12-0298 reveals the vital importance of this procedure to public health and 

safety of the consumer: 

 . .  

4. Commission Analysis and Conclusion  

 . . . For the purposes of this docket, it is clear that the additional cost of 

performing a “door knock,” as ComEd defines this, does not on its own cause the AMI 

Plan to fail the EIMA’s cost/beneficial requirement.  

Prior to the advent of AMI, ComEd has been limited in making disconnections by 

the number of available technicians and trucks, the time it took to go to the customer 

premises, and the ability to access customer meters. With AMI, ComEd will have the 

capacity to remotely disconnect and reconnect its customers without a premises visit. 

When specifically addressing the issue of disconnection for non-payment, however, there 

may be separate policy reasons to be considered. The Commission believes this ability to 

make remote disconnections can have significant benefits to ComEd and its customers 

when used for purposes other than non-payment. Nevertheless, the flip side is the 

potential negative impact on customers caused by increased disconnections for non-

payment of vulnerable customers. The Commission observes that there is currently 

pending a Part 280 rulemaking which is addressing, among other issues, the 

disconnection provisions of the applicable administrative code. However, the 

Commission also notes that this rulemaking will not be completed for some time and an 

implementation period may be required after adoption. In the interim, it is the opinion of 

the Commission that ComEd must comply with the Part 280 rules in effect regarding the 

notice that must be given to customers prior to disconnection.  

The City’s proposal regarding the increased disconnection assistance is helpful in 

targeting the dissemination of information and resources to economically vulnerable 

customers, and may prevent some customers from getting to the point of actually being 

disconnected which is a beneficial function. However, there will still be customers who 

get to the stage of actually facing disconnection, and the City’s proposal does not provide 

the critical contact for those customers. The Commission must therefore also consider its 

duty to provide adequate safeguards for customers who actually get to the point of 

disconnection. The Commission takes note that disconnections that render medically 

necessary equipment inoperative can turn non-payment into a life-or-death situation for 

the affected customer. This is more serious if it is to be carried out without regard to 

consumer protections regarding advanced notification and in-person contact with the 

customer. More common, but no less dangerous, potential by-products of remote 

disconnection for non-payment are the negative health and safety impacts that can result 

from the use of alternative, risky sources for heating and light, or from the deprivation of 

all energy sources. Overall, the Commission is confident that the Part 280 rulemaking 

will conduct the appropriate and lawful review of all the issues and arguments related to 

this important provision. 
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Consistent with the Commission’s determination in ComEd’s AMI Pilot Program, 

Docket No. 09-0263, and most recently Docket No. 12-0089, the Commission agrees 

with AG/AARP that remote disconnection should occur in a manner that is compliant 

with current rules. The Commission wishes to make clear that in cases of disconnection 

for non-payment regardless of the technical capabilities of a meter, the on-site contact 

and premises visit shall be retained, given the existing language of Section 280.130(d). 

The Commission continues to believe that Section 280.130(d) is an important consumer 

protection that can prevent dangerous health and safety conditions due to the loss of 

essential electricity service.  At the present time, this Section requires notice at a premises  

prior to disconnection for non-payment. As noted earlier, the Part 280 rulemaking is in 

progress. During the period of time until completion of that rulemaking process, ComEd 

is required to be in compliance with the existing Section 280.130(d) as it implements this 

Commission-approved AMI Plan.”
10

 

 

AARP and the OAG request that the Commission revisit this concern for the health and 

safety of vulnerable customers by reinstating the door knock requirement in the analysis and 

findings in its Second Notice order.  This “last chance” notification procedure should not be 

eliminated simply due to the desire to expeditiously streamline disconnection practices.  

At page 187 of the First Notice Order, the Commission questions whether utility 

personnel can properly address problems on-site “because they are not trained or empowered to 

address medical or mental health questions”.
11

  However, the door knock requirement does not 

require a utility employee to resolve such problems; rather it simply provides the opportunity to 

inquire about or otherwise identify potential health and safety problems.  The contact at the door 

of a home may allow a customer to inform a utility technician about a medical emergency, 

medical equipment in the home that requires electricity, a recent payment, or other dispute or 

concern that may justify further contact with the utility or other agencies in order to resolve.  The 

purpose of the door knock is not necessarily for the utility technician to engage in resolving such 

concerns, but to temporarily halt the disconnection long enough for other individuals or agencies 

                                                 
10

 Docket No. 12-0298, Order of June 22, 2012 at pp. 61-62 (emphasis added). 
11

 Id.. 
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to resolve problems that may potentially avoid disconnection altogether, or to otherwise allow 

life-threatening situations to be resolved prior to disconnection. 

The First Notice Order further rationalizes its rejection of the retention of customer 

contact at the time of disconnection for nonpayment because "Illinois law prevents 

disconnections during cold or very hot weather, lessening the danger to vulnerable customers."
12

  

This conclusion, however, suggests that public health and safety risks associated with utility 

service disconnections are present only during these weather-related prohibitions.  In reality, 

vulnerable populations, such as seniors, young children and the medically infirm, are subject to 

the public health and safety risks associated with utility service disconnections at any time of the 

year.  For example, if a customer's electric service is disconnected in April (when the winter 

disconnect prohibition is not in effect), the likelihood that the affected customer will resort to the 

use of other means to generate light and heat still exists.  Another example of a serious issue that 

can be identified during an in-person “door knock” involves an individual who is relying upon an 

electronically-powered medical device in the home.  

Other States Have Retained the Door-Knock Requirement Notwithstanding the 

Installation of AMI. 

 

In an attempt to clarify the requirements of the current premises visit rule, AARP and the 

AG recommend the insertion of proposed language that would more clearly lay out the 

expectations of the customer contact requirement in a manner consistent with recent Commission 

orders.  This language would codify the purpose that a utility worker would serve in the field.  

The First Notice Order rejected this language as unnecessary.
13

  The Commission should revisit 

that conclusion and include the following language in the Second Notice Order:  

                                                 
12

 Id. at 187. 
13

 First Notice Order, November 13, 2013, p. 193. 



11 

 

Immediately preceding the disconnection of service, the employee of the utility 

designated to perform this function, except where the safety of the employee is 

endangered, shall make a reasonable effort to contact and identify him/herself to the 

customer or a responsible person then upon the premises and shall announce the purpose 

of his/her presence.
14

 

 

This language is based upon the notification procedure contained in the residential billing rules 

of the Missouri Public Service Commission (“MoPSC”).  The MoPSC very recently re-affirmed 

this important consumer protection in a rulemaking order on December 4, 2013, and was 

published in the Missouri Register on February 18, 2014.
15

 

 This language is also consistent with protective language still in place in other states, 

including states that have deployed AMI meters.  The in-person residential disconnection rules 

discussed in this record that were promulgated by the Ohio Public Utilities Commission and by 

the New York Public Service Commission are still in place.
16

  In Pennsylvania, where AMI has 

been fully deployed in several areas of that state, a door knock is still required pursuant to state 

law.
17

  The Delaware Public Service Commission rules require a premises visit prior to 

termination, even though Delmarva Power has fully deployed AMI in that state.
18

  New 

                                                 
14

 The undersigned parties are indifferent as to the location of this provision within Chapter 280.130; the main 

concern is that Illinois’ residential billing rules not allow robo-calls to replace the door knock notification 

requirement, and that this requirement for an  in-person contact is made clear within the rules. 
15

 Missouri Register, February 18, 2014, Vol. 39 No.4, p. 500. 
16

 GCI Ex. 1.0 at 31. 
17

 52 Pa Code § 56.94. Procedures immediately prior to termination. Immediately preceding the termination of 

service, a public utility employee, who may be the public utility employee designated to perform the termination, 

shall attempt to make personal contact with a responsible adult occupant at the residence of the customer. 
18

 3.3 Final Contact Prior to Termination.  The employee of the utility who is to disconnect service shall make a 

reasonable good faith attempt to make personal contact at the premises to be disconnected. If personal contact is 

made, the employee shall: 

3.3.1 Identify himself or herself to the customer or some responsible person then upon the premises and shall 

announce the purpose of his or her presence. 

3.3.2 Identify and record the name of the person contacted. 

3.3.3 Accept payment of all amounts tendered which are necessary to avert disconnection and issue a receipt for 

such payment. If the form of payment is unacceptable to the utility, the employee can make other payment 

arrangements with the customer. 

3.3.4 Record and report to his or her supervisor any statements disputing the accuracy of the utility's findings 

concerning the cause for termination of service. 

3.3.5 Record and report to his or her supervisor statements or other information concerning the existence of any 

condition on the premises which would result in a medical emergency if service were terminated. 
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technology was not used as an excuse to eliminate health and safety protections in those states, 

and certainly does not justify putting vulnerable Illinois consumers at risk.   

WHEREFORE, for all of the reasons cited above, AARP and the People of Illinois urge 

the Commission to enter an order in this proceeding reconsidering its First Notice Order 

regarding in-person door knock safety notification procedures, consistent with the arguments 

presented in these comments. 

  Respectfully submitted, 
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