ORDER NO. 09-324

ENTERED 08/24/09

BEFORE THE PUBLIC UTILITY COMMISSION

OF OREGON

AR 529

In the Matter of Amendments to Oregon

Administrative Rules 860-021-0305, ORDER
860-021-0405, 860-021-0505,

860-034-0180, and 860-034-0260

DISPOSITION: RULES AMENDED
l. INTRODUCTION

In this order, we amend our existing rules to make clear that a utility ma
disconnect service when an applicant for utility service uses false idattifi to obtain
service.

. PROCEDURAL HISTORY

On September 12, 2008, the Public Utility Commission of Oregon
(Commission) filed a Notice of Proposed Rulemaking Hearing (Notice) areh&at of
Need and Fiscal Impact with the Secretary of State. On September 16, 20@8yastic
provided to certain legislators specified in ORS 183.335(1)(d) and to all intereste
persons on the service lists maintained pursuant to OAR 860-011-0001. Notice of the
rulemaking was published in the October 2@»&gon Bulletin.

A public comment hearing was scheduled for October 28, 2008, and
interested persons were given until the end of the business day on November 4, 2008, to
submit written comments on the proposed amendments. Comments were submitted by
the Public Utility Commission of Oregon Staff (Staff); Northwest Nalt@as Company,
dba NW Natural (NW Natural); Avista Corporation, dba Avista Ultilities (Avist
Utilities); PacifiCorp, dba Pacific Power (Pacific Power); Ven2Northwest, Inc.

(Verizon); Qwest Corporation (Qwest); Oregon Housing and Community Services
(OHCS); Portland General Electric Company (PGE); the Community Actiand?ship
of Oregon (CAPO); and the Citizens’ Utility Board of Oregon (CUBGE also
testified in support of the proposed rules at the public comment hearing.

1 CAPO and CUB filed comments jointly.
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1. ISSUES
A. Background

A utility may disconnect a customer’s service for any of the various grounds
listed in OAR 860-021-0305 and OAR 860-034-018Generally speaking, these rules
allow a utility to disconnect a customer for failure to establish creditréaib pay for
utility service; failure to abide by the terms of a time-payment aggserand for various
health, safety, or code-related reasbrhe substantive amendments proposed in this
rulemaking address a utility’s ability to disconnect a customer who providesittyefalse
identification.

Under the Commission’s existing rules, an applicant seeking to establish
utility service must first apply for service, provide the utility positive idieation (if
requested), and be accepted by the ufllifjhe applicant must then “establish creditlf
the ap[t)ﬁlicant is unable to establish satisfactory credit, he or she maybedeq post a
deposit;

Prior to 2003, an applicant could establish credit by providing the utility a
monetary deposit, or, under some circumstances, by providing positive ideotificatieu
of a deposit. Prior to 2003, the only time an applicant was asked to provide the nyility a
positive identification was in the course of “establishing credif the utility discovered
that an applicant had submitted false identification to establish creditjlityewds
authorized to disconnect the customer on an expedited basis, with only five daysohotice
disconnection rather than the 15 days generally applicable to notices of disamnecti

In Order No. 03-550, the Commission eliminated provisions allowing
applicants or customers to “establish credit” by providing identification.v&itous
reasons, the rules were changed to require applicants or customers to estabtish c
through other methods, including credit reports, deposits, or other proof of ability fo pay.
Applicants or customers may now be required to provide positive proof of identificati
before opening an account, but that identification requirement no longer has atytthing
with the establishment of credit.

Although the Commission changed the rules for establishing utility service
in Order No. 03-550, it inadvertently failed to change related rules governing

2 OAR 860-021-0305 governs energy and large telecamizations utilities, and OAR 860-034-0180
governs small telecommunications utilities.

% See OAR 860-021-0305, OAR 860-034-0180. The utilitgyralso disconnect a customer anytime the
Commission approves disconnection. OAR 860-0215080 OAR 860-034-0180(7).

* OAR 860-021-0009(3); OAR 860-034-0030(4).

®> OAR 860-021-0009(2); OAR 860-034-0030(3).

® OAR 860-021-0200(2); OAR 860-034-0140(2).

" See, e.g., Order No. 90-1105 at 38. The theory behind reqgidertain applicants to provide positive
identification to “establish credit” was that posit identification allowed the utility to locate dudemand
payment from delinquent customers.

® See OARs 860-021-0200, 860-034-0140.
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disconnection. Consequently, the existing disconnection rules state that anatylity
disconnect a customer “[f]or failure &stablish credit by . . . providing false identification

or verification of identity.® The rule no longer has meaning, however, because applicants
no longer establish credit by providing identification.

This rulemaking is intended to correct this oversight in the Commission’s
administrative rules and to bring the provisions relating to customer idetntifi¢ato
alignment with related disconnection provisions. Amendments proposed in this rulemaking
would clearly establish a utility’s right to disconnect service when amesthas used
false identification in connection with establishing service, delinking g@dnection
provision from the customer’s establishment of credit.

The rulemaking also involves some other minor changes to the rules. The
proposed rules have been reorganized to make them easier to use, and the rulemaking
makes a clarifying change to the time limits for providing notice of discommecti
contained in OAR 860-021-0505 (commercial energy and large telecommunications
utilities) and OAR 860-034-0260 (small telecommunications utilities) to makeait that
the time limits in the rules refer to “business” days, rather than “caledags '

B. Comments and Resolution

A number of commenters, including Staff, NW Natural, Avista Utilities,
Pacific Power, PGE, and Verizon, either support the proposed changes or do not oppose
them. OHCS, CAPO, and CUB, on the other hand, contend that the proposed rule changes
may have some potentially negative impacts that should be ameliorated, anthar ¢jue
Statement of Need and Fiscal Impact fails to reflect the financiaktspéthe rule.
Finally, Qwest proposes several of its own additional modifications to the rules.

We first address the comments from OHCS, CAPO, and CUB, then address
comments from Qwest. In the end, we adopt the proposed rule amendments with some
minor changes.

1. Challenges to the Statement of Need and Fiscal Impact and Enforcement
Issues

OHCS, CAPO, and CUB question whether the Statement of Need and Fiscal
Impact accurately reflects the impacts of the proposed amendments. capgcthey
raise concerns that the revival of a utility’s ability to disconnect a cestasmo provides
false identification will harm customers who lack the ability to vethigir identification
within the five-day notice period. These commenters also raise concerneqbalut
enforcement of the rules.

° OAR 860-021-0305(1)(b) (emphasis added); OAR 888-0180(1)(b) (emphasis added).
9 This makes the time limits for the rules at issamesistent with the parallel time limits found in
OAR 860-021-0405 (residential energy).

3
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a Comments

OHCS acknowledges that utilities must be able to accurately identify
potential customers and disconnect those who falsely represent themselvésret tiie
application. Nevertheless, OHCS states that the projected impadie fomended rules
fail to account for impacts on individuals who cannot produce the identification agcess
to reestablish utility service within the proposed five-day grace period. Aongdali
OHCS, members of low-income households are less likely to have identification or
documentation necessary to verify their identity in an expedited manner, and arothus
likely to have their service disconnected. As a result, OHCS believesridasduals
may have immediate public health and safety needs, particularly relabtediéss of their
primary source of heating. According to OHCS, the public health and safety costs
associated with the disconnections will be borne by other ratepayezsageatcies, local
government, and community organizatidhSOHCS recommends that the Commission
conduct further analyses of the potential public health and safety impacts tessotia
the proposed amendments before approving the rule changes.

OHCS is also concerned that the proposed amendments may
disproportionately impact low-income customers and the agencies who ser/& them
OHCS explains that because the Statement of Need and Fiscal Impacemtlieat
amendments will have no economic impact on utilities, it must be assumedl|ities aio
not plan to spend the time and money to review the identity of every customer in their
databases, but will verify identity only in “cases which demand additiondidilstomer
interaction; namely accounts requiring debt management or collettiokctording to
OHCS, this method inherently targets low-income customers, who experiehee hig
incidence of payment problems and arrearages than other customers. OH@g&etheref
recommends inclusion of language that prevents low-income consumers from dearing t
disproportionate impacts of enforcement associated with the rule.

CAPO and CUB have similar concerns, arguing that if utilities want to make
sure the right persons are named on accounts, all customers should be required to provide
positive identification, not just some custom&rsThey argue that verifying identification

1 OHCS also notes that individuals wishing to resurtility service with their real identity may halsrge
arrearages associated with old accounts, potgnkie##ping them from re-establishing credit. Thisld
place low-income families in a “double jeopardy”safrts. Individuals wishing to update an accoueat a
faced with a choice between disconnection dueatadfior disconnection due to their inability to mkpyvn
old debt. OHCS Comments at 1-2 (Nov 4, 2008).

12 OHCS states that, “[u]p to 25% of families whoddbeir primary source of heating use unsafe method
to keep themselves warm * * *. A short term ladkot water, refrigeration, and cooking capacity ca
result in lost wages for adults and missed schamrotifildren. Families without power, even tempibyar
often face housing insecurity and evictiond.

13 OHCS explains that it serves as designated adimzitos of both the Federal LIHEAP and ratepayer
funded Oregon Energy Assistance Programs.

Y OHCS Comments at 2.

15 CAPO and CUB state that, “[aJn unknown numbertdftyi accounts are currently in the names of
individuals who have passed away, changed theiesaar are in the names of individuals who have
moved away. Frankly, we do not believe this igim@fat concern to the utilities so long as thetythills
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for all customers will take time and money, so the Statement of Need andiifigaat
should reflect the costs of this requirement. They also argue that uthitielsl e
restrained from an undue reliance on outside entities, such as social sem@esages
“quasi-agents” in the search for existing customers who are not properlyietenti

Staff does not share the concerns raised by OHCS, CAPO, and CUB. Staff
notes that presently, utilities are allowed to ask applicants for valid idatioh before
accepting them for service. If a utility suspects that false ideatidic may have been used
to establish service, it will conduct an investigation and often require the custoneerfy
identification. Staff explains that this practice does not inherently tamgentcome
consumers, as any customer may be subject to this review. According to Statif trene
rules that relates to disconnection and identification requirements has furidéyne
changed with this rulemaking. “The Commission has clearly establishadithi@s have
a right to require valid ID. The recommendations of OHCS [and CAPO/CUB] would
threaten that long established principt.”

Staff also disagrees with the assertion that the proposed amendments would
result in inappropriate disconnection efforts. According to Staff, this rulemakinghdbes
change the existing five-day notice requirement period, which is alrethelsted in the
existing rules (OARs 860-021-0405, 860-021-0505, and 860-034-0260). Staff asserts that
customers who are disconnected for nonpayment have always been subject to paying
delinquent arrearages in order to have service restored.

b. Resolution

The key concern raised by OHCS, CAPO, and CUB is that utilities will use
the clarified disconnection rules as an excuse to harass and possibly disceistiegt e
customers, particularly targeting those who have fallen behind in their payments.

We first note that the justification for allowing utilities to disconnect those
who provide false identification is clear: identity theft harms those whosdtieeare
stolen; it harms utilities, who cannot collect payment from the victims of igi¢héft; and
it harms other customers, whose rates may ultimately be impacted svi@ste.

Second, we do not believe proposed rules result in significant policy
changes. The Commission’s policy allowing disconnection for providing false
identification is not new. Prior to 2003, utilities had clear authority to disconnect
customers who falsely represented their identities. Since then, our rules Haaddvetd
utilities to request identification from customers and continued to referenitiéyas ut
authority to disconnect customers who provide false identification, though that
disconnection authority is expressed in flawed language. In short, this rulemakingptioes

are being paid.” CAPO and CUB Comments at 1 (Na2008). But if the utilities do care about gaitin
the correct names associated with accounts, CARICC&HB argue, they should aggressively update their
entire databases.

16 Staff's Corrected Responsive Comments at 3 (NR088).

5
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implement new or untested policy. It simply clarifies that policy, which tcesextent has
been enforced in a de facto manner despite the existing problems with odf rules.

We emphasize that the proposed modifications to the rules are not intended
to allow utilities to purge their systems of customers who have paymenultiésc The
rules are intended to allow utilities to disconnect the limited class of apfdievho
intentionally misrepresent their identities, and we would expect utildiese the tool only
under those circumstances.

Finally, we believe the concern that utilities will use the new rules to
disconnect a significant number of customers is unfounded. Utilities have htikation
to purge their customer rolls. To the extent utilities may wish to discoousttimers who
fail to pay their bills, Staff correctly notes that utilities have alwegd the ability to
disconnect customers who fail to pay their utility bills or to abide by thestefriime-
payment agreements. In short, we do not believe the amendments at issue here open any
significant avenues for disconnection that utilities do not already haveasjtlat to
nonpaying customers, low-income or otherwise.

Despite our belief that the concerns of OHCS, CAPO, and CUB are
unfounded, we will nevertheless make one change to the time requirements for
disconnection of residential electric and natural gas customers to dresutieetr concerns
are addressed. For this subset of customers, we will limit the shortedafjvestice
period for disconnection to customers establishing new service. Specificalfiyd-day
notice period will apply during the first 60 days of a customer’s service. Thigraxide
utilities the tools necessary to quickly disconnect service in connection withaoaunts,
when false identification is most likely to be provided by applicants and discovegtbe
utility. For established customers with a payment history with the uthigyotdinary 15-
day notice period for disconnection will apply. This longer time period will ensure tha
established customers who are asked to verify their identities have antadeqedo
obtain identification before losing servite.

We find these changes strike an appropriate balance between the needs of
established customers, who may need extra time to procure proof of identity liied, uti
who need clear authority to disconnect customers who intentionally misreptiesir
identities.

71t appears that a number of utilities have fattedotice the disconnect in our rules and haveicoet to
disconnect customers for providing false identifma. To some extent, then, the Commission’s indent
to allow utilities to disconnect such customers l@sn continuously enforced in a de facto manner.
18 See OARS 860-021-0305(5), (6), 860-034-0180(5), (6).
¥ The Commission’s rules provide a number of wayststomers to verify their identitieSee OARs
860-021-0009(3), 860-034-0030(4).

6
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2. Grounds for Disconnecting Utility Service—Co-Customers

Qwest proposes deleting OAR 860-021-0305(5) from the proposed rules.
Under that provision, service may be disconnected:

[w]hen the customer requests the utility to disconnect
service or close an account or when a co-customer fails to
reapply for service within 20 days after a joint account is
closed by the other co-customer, so long as the utility has
provided a notice of pending disconnection.

a. Comments

Qwest argues that if a “co-customer” orders disconnection of service and is
listed as the responsible party with another person, it would be adminisyrative
burdensome for the utility to contact the other “co-customer” with advantterwniotice
before disconnecting the service. Qwest argues that such a situatiohbedadst handled
as a change of responsibility on the account and thus proposes deleting the above provision.

PGE supports the current proposed rule language, arguing that noticing the
premises where the joint account is established of the potential for disconnectigsprom
the remaining customer to call and sign up for service, thus saving costly expEnthr
disconnecting and reconnecting service. Staff also supports the current pryp®sed
language, arguing that the provision is not new, and the rulemaking notice proposed
reorganizing it, not changing it.

b. Resolution

We decline to adopt Qwest’s proposal to delete proposed OAR 860-021-
0305(5). As Staff notes, this provision has long been part of the Commission’s rules and
has simply been moved. Deletion of the provision is beyond the scope and stated purpose
of this rulemaking.

3. Email Notice of Pending Disconnection
Qwest proposes some additional modifications to OAR 860-021-0505,
which describes disconnection procedures for all commercial electric andlggs

customers and all customers of large telecommunications utilities.

The Commission’s proposed revisions to OAR 860-021-0505(2) are
organizational in nature and read as follows:

(2) A e-telecomigations-util
} i dhthenergy or
large telecommunications utility must provide written notice to the customer
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at least five business days before disconnecting service exoeptthe
disconnection is made—a-written-notice-of- the-disconnection.

Qwest proposes that the term “written” in the third line of OAR 860-021-
0505(2), cited above, should be modified by the phrase “which may include e-mail
notification upon customer request.”

a. Comments

Qwest argues that allowing a notice of disconnection to be served by email,
rather than first class mail (at the option of the customer), will ensur@iet's e-billed
customers receive proper notice of disconnection. Qwest states that it Had e-bil
customers who may choose to receive all communications from it electrgnicalliding
notices of disconnectiof’

PGE believes that allowing notices to be sent electronically is appropriate
because customers now frequently interact with business via computer. PGEssaipport
customer’s ability to receive information via email if requested.

CAPO, CUB, and Staff argue that email should not be the sole means by
which utilities notify customers of potential disconnection. They state phathing”
scams may lead customers to dismiss email notices as potential scgmasy ditters may
divert the emails. They argue that disconnection is too important to rely solely
electronic notice. Staff adds that if an e-bill customer is in danger of hadal |
telephone service disconnected, the customer’s internet service maywedbiew®n
disconnected already, making it impossible for a customer to receive theegmail
disconnect notice. Finally, Staff notes, this proposed change has no direct conteecti
the stated purpose of the rulemaking.

b. Resolution

We agree that providing a customer a notice of disconnection solely via
email is problematic. Spam filters or disconnection of internet servicepmaagnt a
customer from receiving a notice in a timely fashion. Given the importance dtea obt
disconnection, we conclude that utility should provide a customer physical writiea obt
disconnection. Certainly a utility may choose to contact a customer viaieraddition to
sending the notice required by this section, but an emailed notice may not serveokes the s
notice of disconnectioft.

2 Qwest suggests the same change for OAR 860-03a(PRé similar provision applicable to commercial
and residential utility customers.

L In connection with this proposed modification, Gteroposed a number of additional changes to other
sections of our rules intended to conform thoséi@es to Qwest’s proposed modification regardingaso

by email. Because we reject Qwest’'s proposalltmatmailed notice to suffice as the sole means of
notifying a customer of disconnection, we rejectedtis related proposals. These include Qwest’s
proposals to modify the notice language in the psep amendments to OARs 860-034-0260(3), 860-034-
0260(5), and 860-021-0505(5).

8
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4. Grounds for Disconnection without Notice

OAR 860-021-0505 and OAR 860-034-0260 list two situations in which a
utility may disconnect a customer without notice: (1) at the request ofisheneer, or (2)
when the facilities provided are unsafe creating an emergency endgrigerar property
under OAR 860-021-0315. No other exceptions exist, nor do the Commission’s proposed
amendments seek to add any new exceptions. Nevertheless, Qwest recommagds addi
another ground for disconnecting a customer without notice: when “the customer
establishes service through identity theft, (i.e. intentionally using ancehsorgs valid
name and Social Security number to establish service).”

a Comments

Qwest argues that this new reason for disconnection without notice would
be useful in those circumstances where the customer is committing a frawdley
knowingly using a real Social Security number and name of another person.

Staff and PGE oppose the addition of another exception to the notice
requirement. Staff believes that customers should always be given the oppaootunity
verify their identitiesefore service is disconnected, and believes that the existing notice
requirement is fair both to customers and utilities. Staff notes that if @wegposal
were implemented, customers could be disconnected without notice through no fault of
their own, but through the utility’s error. PGE agrees with Staff that therexisotice
requirements are appropriate.

b. Resolution

We reject Qwest’s suggestion that we add to our rules another ground for
disconnecting a customer without notice. Adding another ground for disconnection is
outside the scope of this rulemaking, and, in any case, we believe that the notice
requirements in the modified rules are fair both to the customer and the company.
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ORDER

IT IS ORDERED that:

{.  The modifications to OARs 860-021-0305, 860-021-0405, 860-021-
0505, 860-034-0180, and 860-034-0260 as set forth in Appendix A
are adopted.

2. The rule amendments become effective upon filing with the
Secretary of State.

‘ Mde, entered, and effective AUG 2 4 2009

M\_,éz}w
John Savagef

y Baum
Commissioner

A person may petition the Commission for the amendment or repeal of a rule pursuant to
ORS 183.390. A person may petition the Court of Appeals to determine the validity of a
rule pursuant to ORS 183.400.

10
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860-021-0305
Grounds for Disconnecting Utility Service

Utility service may be disconnected by an energy utility or largedeiewnications
utility:

(1) FerWhen the applicant or customerfailsure to establish-ereditby:

(a)Failingte pay a deposit or make payments in accordance with the terms of a
deposit payment arrangemgf@AR-860-021-0206);-or

)(2) When the applicant or customer jProvidesng false identificatiorio
establish service, continue servicer verifyication-of identity.

(3) When the customer fails to pay Oregon tariff or price-listed chargedue for
services rendered.

(4) When the customer fails to abide by the terms of a time-payment agnment.

(5) When the customer requests the utility to disconnect servigg close an
account or when a co-customer fails to reapply for service within 20 days aftar
joint account is closed by the other co-customer, so long as the utility hasopided a

notice of pendlnq dlsconnectlon

(7) When facilities provided are unsafe or do not comply with state and
municipal codes governing service or the utility's rules and regulations

(8) When there is evidence of meter-tampering, diverting service, orlogr theft
of service.

(49) When dangerous or emergency conditions exist at the service premises
{OAR 860- 021 -031p

(#¥10) When the Commission approves the disconnection of service.

Stat. Auth.: ORS 183, ORS 756, ORS 757, ORS 759 & Ch. 290, OL 1987

Stats. Implemented: ORS 756.040, ORS 757.035, ORS 757.225 & ORS 757.760

Hist.: PUC 6-1979, f. & ef. 10-6-79 (Order No. 79-680); PUC 5-1983, f. 5-31-83, ef. 6-1-
83 (Order No. 83-284); Renumbered from 860-021-0075; PUC 8-1983, f. & ef. 8-15-83
(Order No. 83-502); PUC 3-1989, f. 2-6-89, cert. ef. 2-8-89 (Order No. 89-038); PUC 16-
1990, f. 9-28-90, cert. ef. 10-1-90 (Order No. 90-1105); PUC 11-1995, f. & cert. ef. 11-
27-95 (Order No. 95-1217); PUC 11-1998, f. & cert. ef. 5-7-98; PUC 16-2001, f. & cert.
ef. 6-21-01

Appendix A
Page 1 of 1
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860-021-0405
Notice of Pending Disconnection of Residential Electric or Gas Uty Service

(1) When a written notice is given under these rules:

(a) The notice must conform to the requirements of OAR 860-021-0010 concerning
multilingual requirements and service on any designated representative; a

(b) The notice must conform to the requirements of OAR 860-021-0326 if the energy
utility's records show the billing address is different than the servicessduir¢he
residence is a master-metered multi-family dwelling. The notice magdiressed to
"tenant” or "occupant.” The envelope must bear a bold notice stating, "Importast not
regarding disconnection of utility service," or words to that effect.

(2) The notice must be printed in boldface type and mustistatesy-to-understand
language_ in language that is as clear and simple as possible

(a) The reason for the proposed disconnection;

(eb) The earllest date for dlsconnectlon

(gc) An explanation of the Commission's complaint process and toll-free ngmber
and

(d) If the disconnection is for nonpayment of services rendered, ingaling failure
to abide by a time payment agreement, the notice must also state:

(A) The amount to be paid to avoid disconnection;

(B) An explanation of the time payment agreement provisions of OAR 860-021-
0415;

(C) An explanation of the medical certificate provisions of OAR 860-021-0410;
and

(D) The name and telephone number of the appropriate unit of the Departent
of Human Services or other agencies that may be able to provide financial
assistance.

(3) The energy utility must provide written notice to the customerAat least 15
days beforan-energy-utility-may disconneghg aresidentiakervice except when the
disconnection is made:

(a) At the request of the customer;

(b) For failure to pay a deposit or make payments in accordance with the tars
of a deposit payment arrangement;

(c) For new customers within 60 days of the establishment of newgee, for use
of false identification to establish service, continue service or véyiidentity:;

(d) For meter tampering, diverting service or theft of service; or

(e) For an emergency endanqerlnq life or property under OAR 860 021 0315.

Appendix A
Page 2 of 2
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(4) The energy utility may not send a notice of disconne¢tiopnonpayment of

services rendered, including failure to abide by a time payment agreeent, before
the due date for payment of a bill.

(5) The energy utilityraymust serve the 15-day notice of disconnection in person or
send it by first-class mail to the customer's last known address. Serndcegkete on the

date of personal delivery.af-the-netice-is-delivered-by-US-Mail,-service-iscomplete

on the day after the date of the US Postal Service postmarktbhe-day-afterthe-date
of postage metering.

(6) The energy utility must provide written notice to the customer At least five
business days befotee-propeseddisconnectnng datethe-energy-utitity-must-mail
or-delivera-written-disconnection-notie-to-the-customerresidential service except
when the disconnection is made:

(a) At the request of the customer;

(b) When the facilities provided are unsafe creating an emergency endzering
life or property under OAR 860-021-0315.

(7) The disconnection notice must inform the customer that service will be
disconnected on or after a specific date and must explain the alternativesssstance
that might be avallable as required in sectlon (2) of this-+oite

(8) The energy utility must serve the five-day notice of disconnectian person
or send it by first-class mail to the customer’s last known addres&ervice is

complete on the date of personal deliveryothe-notice-is-delivered-by-US-Mail,
service-is-completan the day after the date of the US Postal Service postmearktbe

elay—a#eHhe—elate—efpostage metenng

(ba) If notification is delivered to the residence, the energy utility must pttem
personal contact.

(b) If personal contact cannot be made with the customer or an adult resident, the
energy utility must leave the notice in a conspicuous place at the residence.

(¥9) The energy utility must make a good-faith effort to personally contact the
customer or an adult at the residence to be disconnected on the day the enigrgy utili
expects to disconnect service or, where the service address has remote disconnect
capability installed, at least thré&)}-business days prior to the day the energy utility
expects to disconnect service:

(a) If contact is made, either in person or via the telephone, the energy utiity m
advise the customer or an adult at the residence of the proposed disconnection; or

(b) If contact is not made, the energy utility must:

(A) Leave a notice in a conspicuous place at the residence informing the qustome
that service has been, or is about to be, disconnected; or

Appendix A
Page 3 of 3
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(B) Attempt to contact the customer at a service address where remotendisic
capability is installed via the telephone at least twice a day for thedbnsecutive days
prior to the proposed disconnection, and at least one call must be placed during the
morning or afternoon (8:00 am to 5:00 pm) and another call placed during early evening
(6:00 pm to 8:00 pm). Where an answering machine or service is available, the utility
must leave a message at the end of each calling day informing the custdneer of
proposed disconnection. Initial implementation of section 7(b)(B) may not occur during
the winter heating season (November 1 through April 30).

(810) When an energy utility has an in-person or telephone conversation with the
customer or an adult at the residence under this rule, and the circumstancels trat suc
a reasonable person would conclude the customer or an adult at the residence does not
understand the possible consequences of disconnection, the utility must:

(a) Notify the Department of Human Services and the Commission; and

(b) Delay the proposed disconnection date for five additional business days.

(911) When the energy utility makes personal contact under this rule, thesutility'
representative making contact is empowered to accept reasonable pani@hpaf the
overdue balance under the time-payment provisions of OAR 860-021-0415.

(2612 An energy utility must document its efforts to provide notice under this rule
and make that documentation available to the customer and the Commission upon
request.

Stat. Auth.: ORS 183, 756 & 757

Stats. Implemented: ORS 756.040 & 757.760

Hist.: PUC 6-1979, f. & ef. 10-6-79 (Order No. 79-680); PUC 5-1983, f. 5-31-83, ef. 6-1-
83 (Order No. 83-284); Renumbered from 860-021-0085; PUC 16-1990, f. 9-28-90, cert.
ef. 10-1-90 (Order No. 90-1105); PUC 11-1998, f. & cert. ef. 5-7-98; PUC 4-1999, f. &
cert. ef. 8-12-99; PUC 16-2001, f. & cert. ef. 6-21-01; PUC 7-2005, f. & cert. ef. 11-30-
05; PUC 4-2006, f. & cert. ef. 2-27-06

860-021-0505
Disconnection Procedures for All Commercial Electric and Gas Uity Customers
and All Customers of Large Telecommunications Utilities

(1) This rule applies to the involuntary termination of all commercial etestd
natural gas customers and all utility services provided by large telasoications
utilities.

(2) At least five days before an energy or large telecommunications utility
disconnects-service-fornonpaymentiorservicesrendered,tide energy or large
telecommunicationsutility must providewritten notice to the customeat least five
business days before disconnecting service except when the digmmtion is made:a

(a) At the request of the customer; or

(b) When the facilities provided are unsafe creating an emergency endagring
life or property under OAR 860-021-0315.

(3) The notice must be printed in bold face type and mustistatesy-te-understand
langdage in lanquage that is as clear and simple as possible
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(a) The reasons for the proposed disconnection;

(b) The earliest date for disconnection;

(c) Theenergy-orlarge-telecommunications-utility shall-prominenthyie
amountrecessanto be paid to avoid disconnection of regulated services;

(d) An explanation of the Commission's complaint process and the Commission's toll-
free number; and

(e) An explanation of the availability of an emergency medical cer#fiicatiocal
exchange residential telecommunications service customers under OAR 860-021-0510.

(4) The energy or large telecommunications utility may not send the notice bador
due date for payment for the services billed.

(5) The energy or large telecommunications utif#gymust serve the notice of
disconnection in person or send it by first class mail to the last known addreses of
customer and the customer's designated representative. Service is compheteate of
personal delivery or, if service is by U S Mail, on the day after the U S PostaleSe
postmark or the day after the date of postage metering.

(6) If a premises visit is required to complete disconnection, the energger lar
telecommunications utility must make a good-faith effort to personatitact the
customer or a resident at the service address to be disconnected. If ¢yeoetenge
telecommunications utility's attempt to make personal contact fails, titye mtist leave
a notice in a conspicuous place at the premises informing the customer thatrsesvice
been disconnected.

(7) In lieu of permanent disconnection, a large telecommunications utility may
temporarily curtail service by preventing the transmission of incomiaghehe
messages and/or outgoing toll messages while continuing to let the custdmer ma
outgoing local messages. Temporary curtailment of service, as defitied section,
shall be permitted only upon five days' written notice as set forth in section (83 of t
rule. The notice shall state that permanent disconnection will follow withidags
unless the customer makes full payment of any overdue amount or any other obligation.

(8) Except for telecommunications service provided by an office incapable of
restricting toll service, a large telecommunications utility shall n@bdisect or deny
local exchange service for an applicant's or customer's failure to pagfares not
under the local exchange utility's tariff or price list. A telecommuranatutility may
limit access to toll and special services using the "9XX" prefix or Numdp&an Area
(NPA) for the failure to pay for such services.

(9) A large telecommunications utility may not disconnect or deny local se¢ovice
customers or applicants, who are eligible to receive OTAP, for failure tmlpaparges.

(10) A large telecommunications utility may request a limited waiver of the
requirement of section (9) of this rule upon meeting all the following conditions:

(a) Showing the large telecommunications utility would incur substantial icosts
complying with the requirement;

(b) Demonstrating the large telecommunications utility offers tollki@rservices
to customers identified in section (9) of this rule; and

(c) Showing that telecommunications subscribership among low-income custiamer
its service area in Oregon is at least as high as the national subbgibers| for low-
income customers.
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Stat. Auth.: ORS 183, ORS 756, ORS 757, ORS 759 & 290, OL 1987

Stats. Implemented: ORS 756.040, ORS 757.750, ORS 757.755, ORS 757.060 & ORS
290, OL1987

Hist.: PUC 6-1979, f. & ef. 10-6-79 (Order No. 79-680); PUC 5-1983, f. 5-31-83, ef. 6-1-
83 (Order No. 83-284); Renumbered from 860-021-0105; PUC 3-1989, f. 2-6-89, cert. ef.
2-8-89 (Order No. 89-038); PUC 6-1989, f. & cert. ef. 5-22-89 (Order No. 89-662); PUC
16-1990, f. 9-28-90, cert. ef. 10-1-90 (Order No. 90-1105); PUC 13-1997, f. & cert. ef.
11-12-97; PUC 17-1997(Temp), f. 12-11-97, cert. ef. 1-1-98 thru 6-29-98; PUC 5-1998,
f. & cert. ef. 3-13-98; PUC 4-1999, f. & cert. ef. 8-12-99; PUC 5-1999(Temp), f. & cert.
ef. 9-21-99 thru 3-18-00; PUC 14-1999, f. & cert. ef. 12-15-99; PUC 16-2001, f. cert. ef.
6-21-01
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860-034-0180
Grounds for Disconnecting Utility Service

Utility service may be disconnected by a small telecommunicationy:utilit

(1) Fer-When the applicant or customerfailsure to establish-credit-by

a)Failing-to-pay a deposit or make payments in accordance with the terms of a
deposit payment arrangem¢StAR-860-034-0150):-of

(b2) When the applicant or customer @Providesng false identificatiortio establish
service, continue servicegr verifyication-ef-identity.

(3) When the customer fails to pay Oregon tariff or price listed chargesus for
services rendered.

(4) When the customer fails to abide by the terms of a time payment agreent.

(5) When the customer requests the small telecommunications Ly to
disconnect service or close an account.

(26) When facilities provided are unsafe or do not comply with state and municipal
codes governing service or the rules and regulations of the small telecaratounsi

utility {OAR 860-034-0250)

(47) When dangerous or emergency condrtrons exist at the service premisgs
{OAR 860-034-020p

(58) Fortfailure-to-pay-Oregon-taritforprice listed-charges-due-forservices
rendered{OAR-860-034-0260)-orWhen there is evidence of diverting service aheft

of service.

(#9) Wheen the Commission approves the disconnection of service.

Stat. Auth.: ORS 183, ORS 756 & ORS 759

Stats. Implemented: ORS 759.045

Hist.: PUC 6-1993, f. & cert. ef. 2-19-93 (Order No. 93-185); PUC 12-1998, f. & cert. ef.
5-7-98; PUC 15-2001, f. & cert. ef. 6-21-01

860-034-0260
Disconnection Procedures for Commercial and Residential Utility Cstomers

(1) This rule applies to the involuntary termination of all utility service giediby a
small telecommunications utility.

(2) Atleastfive-days-before-dhe small telecommunications utilitpust provide
written notice to the customer at Ieast five business davs befouiesconneeh 8ing
servicefe ;
euetemeea—nm{{en—nenee—ef—the—d%eenneeneerxcept when the drsconnectron IS
made:

(a) At the request of the customer; or

(b) When the facilities provided are unsafe creating an emergency endagring
life or property under OAR 860-021-0315
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(3) The notice must be printed in boldface type and mustistatesy-to-understand
languagelanguage that is as clear and simple as possible

(a) The reasons for the proposed disconnection;

(b) The earliest date for disconnection;

(c) Thesmal-telecommunications-utiity-shal-prominently-identify-the amount
necessanto be paid to avoid disconnection of utility services;

(d) An explanation of the Commission's complaint process and the Commission's toll-
free number; and

(e) An explanation of the availability of an emergency medical cer#fiicatiocal
exchange residential service customers under OAR 860-034-0270.

(4) The small telecommunications utility may not send the notice before the due dat
for payment for the utility services billed.

(5) The small telecommunications utiltyaymust serve the notice of disconnection
in person or send it by first-class mail to the last known addresses of the cumtontiee
customer's designated representative. Notice is served on the date of pets@nglate
if delivery is by U S Mail, on the day after the U S Postal Service postmésk-day
afterthe-date-ef postage metering.

(6) If a premises visit is required to complete disconnection, the small
telecommunications utility must make a good-faith effort to personatitact the
customer or a resident at the service address to be disconnected. If the smal
telecommunications utility's attempt to make personal contact fails,iliberatst leave
a notice in a conspicuous place at the premises informing the customer thatrsesvice
been disconnected.

(7) In lieu of permanent disconnection, a small telecommunications utility ma
temporarily curtail utility service by preventing the transmission afnmog telephone
messages and/or outgoing toll messages while continuing to let the custdmer ma
outgoing local messages. Temporary curtailment of utility serviadefased in this
section, shall be permitted only upon five days' written notice as set forthiong@jtof
this rule. The notice shall state that permanent disconnection will follow wethidays
unless the customer makes full payment of any overdue amount or any otherasbligati

(8) Except for utility service provided by a small telecommunicationsyutditts
customers served by an office incapable of restricting toll serviceakh s
telecommunications utility shall not disconnect or deny local exchangeesérr an
applicant's or customer's failure to pay for utility services not under theshodtzange
utility's tariff or price list. A small telecommunications utility miayit access to toll and
special services using the "9XX" prefix or Numbering Plan Area (NPAhifdilure to
pay for such services.

(9) A small telecommunications utility may not disconnect or deny local setvic
customers or applicants, who are eligible to receive OTAP, for failure tmlpanarges.

(10) A small telecommunications utility may request a limited waivenef t
requirement of section (9) of this rule upon meeting all the following conditions:

(a) Showing the small telecommunications utility would incur substantiad oost
complying with the requirement;

(b) Demonstrating the small telecommunications utility offers toll-bloglservices
to customers identified in section (9) of this rule; and
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(c) Showing that telecommunications subscribership among low-income custiamer
its service area in Oregon is at least as high as the national sulssdpitbevel for low-
income customers.

Stat. Auth.: ORS 183, ORS 756, ORS 759 & Ch. 290, OL 1987

Stats. Implemented: ORS 759.045 & Ch. 290, OL 1987

Hist.: PUC 6-1993, f. & cert. ef. 2-19-93 (Order No. 93-185); PUC 17-1997(Temp), f.
12-11-97, cert. ef. 1-1-98 thru 6-29-98; PUC 5-1998, f. & cert. ef. 3-13-98; PUC 4-1999,
f. & cert. ef. 8-12-99; PUC 15-2001, f. & cert. ef. 6-21-01
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