










































































































































































ORDER NO. 22-353

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

(d) For meter tampering, diverting service or theft of service; or
(e) For an emergency endangering life or property under OAR 860-021-0315.

(4) The energy utility may not send a notice of disconnection for nonpayment of services
rendered, including failure to abide by a time payment agreement, before the due date for
payment of a bill.

(5) The energy utility must serve the +520-day notice of disconnection in person or send it by
first-class mail or electronically to the customer’s last known address. Service is complete on
the date of personal delivery, electronic transmittal, or on the day after the date of the US
Postal Service postmark or postage metering.

(6) The energy utility must provide written notice to the customer at least five business days
before disconnecting residential service except when the disconnection is made:

(a) At the request of the customer;

(b) When the facilities provided are unsafe creating an emergency endangering 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 alternatives and assistance that might be available as
required in section (2) of this rule.

(8) The energy utility must serve the five-day notice of disconnection in person or send it by
first-class mail or electronically to the customer’s last known address. Service is complete on
the date of personal delivery, electronic transmittal, or on the day after the date of the US
Postal Service postmark or postage metering.

(a) If notification is delivered to the residence, the energy utility must attempt 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 energy utility expects to disconnect
service or, where the service address has remote disconnection capability installed, at least three
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 utility must advise the
customer or an adult at the residence of the proposed disconnection; or
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(b) If contact is not made, the energy utility must:

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

(B) Where the service address has remote disconnect capability installed, aAttempt to

contact the customer at least once, two days prior to the expected date of disconnection.a

earhy-evening (6:00-pmto-8:00-pm)—Where If contact is attempted via telephone and an

answering machine or service is available, the utility must leave a message at-the-end-ef-each

ealling-dayinforming the customer of the proposed disconnection. Initialimplementation-of
cetion (9HbHB) may not occur during the winter heating season

Novembe hrouoch Anr:
Sa D e P

(10) 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 circumstances are such that 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.

(11) When the energy utility makes personal contact under this rule the utility's representative
making contact +s may be empowered to accept reasonable partial payment of the overdue
balance under the time-payment provisions of OAR 860-021-0415. If an energy utility has a
policy to not allow collections at the door, the utility representative shall attempt to notify
the customer of methods to pay the outstanding balance or a reasonable partial payment to
prevent disconnection. The energy utility shall delay disconnection as determined by the
utility and notify the customer in such case that they have a minimum of 24 hours for-the
customer to contact the energy utility and make adequate payments.

(12) 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.

STATUTORY/OTHER AUTHORITY: ORS 183, 756, 757
STATUTES/OTHER IMPLEMENTED: ORS 756.040, 757.760
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AMEND: 860-021-0406
RULE TITLE: Wildfire Displacement Protection
RULE SUMMARY: This rule establishes protections for customers displaced by a wildfire

evacuation order.
RULE TEXT:

(1) An energy utility shall make best efforts to put into effect a moratorium on the
disconnection of residential and commercial service for nonpayment on any day a
residential or commercial customer is under a level 2 or 3 evacuation notice due to
wildfires.

(2) An energy utility shall make best effort to put into effect a moratorium on the
disconnection of residential and commercial service for nonpayment on any day of a level 2
or 3 evacuation order and the day after a level 2 or 3 evacuation order has been lifted.

(3) Upon request from a customer who has been disconnected for non-payvment within the
previous 72 hours of a wildfire evacuation, after the evacuation order has been lifted, an
energy utility shall make best efforts to reconnect the customer.

(4) An energy utility shall make best efforts to have information available on its website
concerning wildfire displacement protections; and when practical, information from the
energy utility that includes energy utility contact information shall be available at local
emergency command centers, local community-based organizations, and local media.

STATUTORY/OTHER AUTHORITY: ORS 183, 756, 757
STATUTES/OTHER IMPLEMENTED: ORS 756.040, 757.760
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AMEND: 860-021-0407
RULE TITLE: Severe Weather Moratorium on Disconnection of Residential and Small
Commercial Electric or Gas Utility Service for Nonpayment

RULE SUMMARY: This rule establishes protections for customers during severe weather

conditions.
RULE TEXT:

(1) Except as set forth in section (810) of this rule, an energy utility must put into effect a
moratorium on the disconnection of residential service for nonpayment from November
through March on any day a high-temperature of less than 32 degrees Fahrenheit is forecasted
by the applicable weather reporting service or a winter storm warning indicating weather
conditions pose a threat to life or property is issued by the applicable weather reporting
service.

(2) An electric utility must put into effect a moratorium on the disconnection of residential
service for nonpayment on any day a local Heat Advisory is issued by the applicable weather
reporting service.

(3) An energy utility must put into effect a moratorium on the disconnection of residential
and small commercial service for nonpayment when the Air Quality Index is at or above
100 as issued on the website AirNow.gov or a similar air quality reporting service that may
be designated by the utility.

(34) Any moratorium activated as a result of section (1), or section (2) or (3) of this rule must
remain in effect at least through the start of the next business day.

(45) For purposes of sections (1) and (2) of this rule, aAn energy utility must base the need for
a moratorium on data available from the National Weather Service or another weather reporting
service that may be designated by the utility.

(56) An energy utility need only apply a moratorium to the geographic area that meets the

conditions in sections (1) to (3) and-seetion{2) of this rule.

(67) The energy utility must obtain the required forecast data no later than 8:00 a.m. each
business day.

(#8) Each energy utility must notify the Commission’s Consumer Services Section which
weather reporting service and air quality service it will utilize in each geographic area served
by the utility in complying with the requirements of this rule; and the energy utility must notify
the Commission’s Consumer Services Section upon choosing a different weather reporting
service.

(9) Upon request from a customer who has been disconnected for nonpayment within the
previous 72 hours of a severe weather or air quality condition outlined in sections (1), (2).
and (3) of this rule, an energy utility must make best efforts to reconnect service. The
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energy utility may apply reconnection fees authorized in OAR 860-021-0330 to any
reconnection.

(810) The temperature threshold specified in section (1) of this rule does not apply if an energy
utility offers a Commission-approved winter protection program.

STATUTORY/OTHER AUTHORITY: ORS 756.060
STATUTES/OTHER IMPLEMENTED: ORS 756.040, 757.750, 757.755, 757.760
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AMEND: 860-021-0408

RULE TITLE: Disconnect Reporting Rule

RULE SUMMARY: This rule establishes a requirement for energy utilities to file a quarterly
report with the Commission regarding disconnections.

RULE TEXT:

(1) As used in this rule:

(a) “Energy assistance recipient” means a residential customer who has received bill payment
assistance with an energy bill from any federal, state, ratepayer-funded, or utility-supported bill
payment assistance fund or program at least once within the past 12 months.

(b) “Companywide” means the geographic area served by a particular energy utility within the
state of Oregon.

(c) “Local service area” means a smaller geographic unit within an energy utility’s companywide
service area, such as zip code, city, county, or other similar unit.

(2) Each energy utility must file a quarterly report with the Commission detailing the number of
residential and small commercial disconnections for non-payment and subsequent
reconnections as prescribed in this rule. An electronic report must be filed in a text-searchable
Microsoft Word, Microsoft Excel, or .pdf (Adobe Acrobat) format.

(a) For quarterly reporting purposes, the following four time periods apply: February 1 to April
30, May 1 to July 31, August 1 to October 31, and November 1 to January 31.

(b) Each energy utility must file its initial quarterly report following the first full quarter after the
effective date of this rule, unless an alternative initial reporting date is set for the utility by the

Commission’s Consumer Services Section.

(c) The energy utility must file a quarterly report as required under this rule within 20 days of the
end of each reporting period.

(3) The quarterly report must provide the following information for each month within the
quarter for an energy utility’s residential accounts:

(a) On a companywide basis:

(A) Number of active residential and small commercial accounts;

(B) Number of service disconnections for non-payment;
(C) Percentage of accounts with service disconnections for non-payment;

(D) Number of service disconnections for non-payment on energy assistance recipient accounts;
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(E) Number of service disconnections for non-payment on medical certificate holder accounts;
(F) Number of service disconnections reported under both paragraph (D) and paragraph (E)
above, Le., disconnections for non-payment on medical certificate holder accounts that are also

energy assistance recipient accounts;

(G) Number of service reconnections following a disconnection for non-payment on the same
day or next calendar day following disconnection (Days 0-1); and

(H) Number of service reconnections following a disconnection for non-payment that occur more
than one day and within 7 calendar days following disconnection (Days 2-7).

(b) For each local service area within the companywide area used for reporting:

(A) Number of active residential and small commercial accounts;

(B) Number of service disconnections for non-payment;
(C) Number of service disconnections for non-payment on energy assistance recipient accounts;

(D) Number of service disconnections for non-payment on emergency medical certificate holder
accounts;

(E) Number of service disconnections reported under both paragraph (C) and paragraph (D)
above, Le., disconnections for non-payment on medical certificate holder accounts that are also
energy assistance recipient accounts; and

(F) Number of days on which the energy utility was required to impose a moratorium on service
disconnection for severe weather per OAR 860-021-0407.

(c) Zip codes must be used to identify a local service area unless a different unit is pre-approved
by the Commission’s Consumer Services Section for a utility’s use in its reporting under this
rule.

(4) Upon request of the Commission’s Consumer Services Section, when made within one year
of the date a quarterly report is filed with the Commission, the energy utility must provide a
breakdown by zip code of the of service disconnection data reported under section (3) of this
rule.

STATUTORY/OTHER AUTHORITY: ORS 756.060
STATUTES/OTHER IMPLEMENTED: ORS 756.040
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AMEND: 860-021-0410

RULE TITLE: Emergency Medical Certificate for Residential Electric and Gas Service

RULE SUMMARY: This rule establishes the requirements for a customer to certify a medical
condition for which disconnection would significantly endanger the physical health of the
customer or another member of the household, as well as the circumstances under which a utility

may disconnect a customer that has provided such certification.
RULE TEXT:

(1) An energy utility shall not disconnect residential service if the customer submits certification
from a qualified medical professional stating or self-certifies that disconnection would
significantly endanger the physical health of the customer or a member of the customer’s
household. For purposes of this rule, “Qualified medical professional” means a licensed
physician, nurse-practitioner, or physician’s assistant authorized to diagnose and treat the
medical condition described without direct supervision by a physician.

(2) FheAny oral certification by a qualified medical professional and any residential
customer’s initial self-certification, to the utility must be confirmed in writing within 14 30
days by thea qualified medical professional prescribing medical care. Written-ECertifications
must include:

(a) The name of the person to whom the certificate applies and relationship to the customer;
(b) A complete description of the health conditions;

(c) An explanation of how the person’s health will be significantly endangered by terminating
the service;

(d) A statement indicating how long the health condition is expected to last;

(e) A statement specifying the particular type of utility service required (for example, electricity
for respirator); and

(f) The signature of the qualified medical professional prescribing medical care.

(3) If a medical certificate is not submitted in compliance with sections (1) and (2) of this rule,
the energy utility may disconnect service after providing a five-day notice to the customer. The
notice shall comply with the requirements of OAR 860-021-0405, except subsection (1)(b),
subsection (2)(e), and section (4) of this rule shall not be applicable.

(4) An emergency medical certificate shall be valid only for the length of time the health
endangerment is certified to exist, but no longer than six months without renewal for certificates
not specifying chronic illnesses and no longer than twelve months for certificates specifying
illnesses identified as chronic by a “Qualified Medical Professional” as defined in this rule. At
least 15 days before the certificate’s expiration date, an energy utility will give the customer
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written notice of the date the certificate expires unless it is renewed with the utility before that
day arrives.

(5) A customer submitting a medical certificate is not excused from paying for electric or gas
service:

(a) Customers are required to enter into a written time-payment agreement with the energy utility
when an overdue balance exists. Terms of the time-payment agreement shall be those in OAR
860-021-0415 or such other terms as the parties agree upon in writing;

(b) When financial hardship can be shown, a customer with a medical certificate may renegotiate
the terms of a time-payment agreement with the energy utility and

(c) Time-payment arrangements in effect when a medical certificate terminates remain in effect
for the balance then owing. If a customer fails to pay charges incurred after the certificate
terminates, the provisions of OAR 860-021-0415 (standard time-payment provisions) shall apply
to payment of the arrearage incurred after the medical certificate expires. The terms of the
medical certificate time-payment plan continue to apply to the arrearage accrued during the
disability.

(6) If a medical certificate customer fails to enter into a written time-payment agreement within
20 days of filing the certificate, or to abide by its terms, the energy utility shall notify the
Commission’s Consumer Services Division of its intent to disconnect service and the reason for
the disconnection. The energy utility may disconnect service after providing a notice +5 20 days
in advance of disconnection for nonpayment, or five days before disconnection for failure to
enter into a written time-payment agreement. The notice shall comply with the requirements of
OAR 860-021-0405, except paragraph (2)(d)(C) shall not be applicable. A hearing may
thereafter be held to determine whether the energy utility should be permitted to disconnect
service to the customer.

(7) An energy utility may verify the accuracy of a medical certificate. If the energy utility
believes a customer does not qualify, or no longer qualifies for a medical certificate, the utility
may apply to the Commission to terminate the service of the customer.

STATUTORY/OTHER AUTHORITY: ORS 183, 756, 757 & Ch. 290 & OL 1987
STATUTES/OTHER IMPLEMENTED: ORS 756.040, 757.750, 757.755 & 757.760
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AMEND: 860-021-0414

RULE TITLE: Equal-Payment Plans for Residential and Small Commercial Electric and Gas
Service

RULE SUMMARY: This rule establishes the requirements under which electric and gas utilities
must provide equal-payment plans to residential and small commercial customers.

RULE TEXT:

Electric companies and gas utilities will make equal-payment plans available to residential and
small commercial customers. A customer with no outstanding balance who agrees to remain on
an equal-payment plan for 12 months may enter into equal-payment agreement at any time
during the year. The plan will provide for an annual adjustment between the estimated charge
and the actual charges. If a customer changes residences or place of business during the term of
the agreement, the payments may be adjusted to reflect the anticipated change in usage. Nothing
in this rule is intended to restrict a utility’s right to adopt additional payment options.

STATUTORY/OTHER AUTHORITY: ORS 183 & 756
STATUTES/OTHER IMPLEMENTED: ORS 756.040, 757.750 & 757.760
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AMEND: 860-021-0415

RULE TITLE: Time-Payment Agreements for Residential Electric and Gas Service (Nonmedical
Certificate Customers)

RULE SUMMARY: This rule establishes the requirements for time-payment agreements and the
circumstances under which a customer may obtain an alternate payment arrangement and under

which a utility may disconnect a customer with a payment arrangement.
RULE TEXT:

(1) An energy utility may not disconnect residential service for nonpayment if a customer enters
into a written time-payment plan. An energy utility will offer customers a choice of payment
agreements. At a minimum, the customer may choose between a levelized payment plan and an
equal-pay arrearage plan.

(2) A customer who selects a levelized payment plan will pay a down payment equal to the
average annual bill including the account balance, divided by 12, and a like payment each month
for 11 months thereafter:

(a) The energy utility shall review the monthly installment plan periodically. If needed due to
changing rates or variations in the amount of service used by the customer, the installment
amount may be adjusted to bring the account into balance within the time specified in the
original agreement;

(b) If a customer changes service address at any time during the period of a time-payment
agreement, provided that payments are then current and the customer pays other tariff charges
associated with the change in residence, the energy utility shall recalculate the customer’s
deposit and/or monthly installment. The recalculated amount shall reflect the balance of the
account at the previous service address and the average annual bill at the new service address for
the months remaining in the original time-payment agreement. When installments on a time-
payment agreement have not been kept current, a customer shall pay all past-due installments
and any other applicable charges before service is provided at the new residence.

(3) A customer who selects an equal-pay arrearage plan will pay a down payment equal to one-
twelfth the amount owed for past electric or gas service (including the overdue amount and any
amounts owed for a current bill or a bill being prepared but not yet delivered to the customer)
each month, for the next 11 months, an amount equal to the down payment will be added to, and
payable with, the current charges due for utility service. If a customer changes service address at
any time during the period of an equal-pay arrearage plan, the plan continues. However, the
customer must pay any past-due charges and all other applicable charges before the energy utility
provides service at the new address.

(4) The energy utility and customer may agree in writing to alternate payment arrangement,
including time-payment agreements of longer duration, provided the utility first informs the
customer of the availability of the payment terms in sections (2) and (3) of this rule.
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(5) A customer whose financial condition changes during the term of a time-payvment
agsreement and who defaults on such an agreement may renegotiate their time-payment
agreement at least one time under the same terms specified above.

(56) If a customer fails to abide by the time-payment agreement, the energy utility may
disconnect service after serving +5 20 days’ notice. The notice shall comply with OAR 860-021-
0405, except subsection (2)(d) of this rule shall not be applicable. If a medical certificate is in
effect, 860-021-0410(6) shall apply.

STATUTORY/OTHER AUTHORITY: ORS 183, 756, 757 & Ch. 290 & OL 1987
STATUTES/OTHER IMPLEMENTED: ORS 756.040, 757.750 & 757.760
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AMEND: 860-021-0420
RULE TITLE: Field Visit Charge
RULE SUMMARY: This rule establishes the circumstances under which an energy utility may

charge a fee for visits to a residential service address.
RULE TEXT:

A Commission approved fee may be charged whenever an energy utility visits a residential
service address intending to reconnect or disconnect service, but due to customer action, the
energy utility is unable to complete the reconnection or disconnection at the time of the visit. An
energy utility shall waive the first field visit charge within a 12-month window to low-
income residential customers.

STATUTORY/OTHER AUTHORITY: ORS 183, 756 & 757
STATUTES/OTHER IMPLEMENTED: ORS 756.040 & 757.225
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AMEND: 860-021-0505
RULE TITLE: Disconnection Procedures for All Commercial Electric and Gas Utility
Customers and All Customers of Large Telecommunications Utilities

RULE SUMMARY: This rule establishes the procedures a utility must follow before
disconnecting service to any customer.
RULE TEXT:

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

(2) The energy or large telecommunications utility must provide written notice to the customer at
least five business days before disconnecting service except when the disconnection is made:

(a) At the request of the customer; or

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

(3) The notice must be printed in bold face type and must state, in language that is as clear and
simple as possible:

(a) The reasons for the proposed disconnection;
(b) The earliest date for disconnection;
(c) The amount to 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 certificate for local exchange
residential telecommunications service customers under OAR 860-021-0510.

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

(5) The energy or large telecommunications utility must serve the notice of disconnection in
person or send it by first class mail, or electronically, to the last known addresses of the
customer and the customer’s designated representative. Service is complete on the date of
personal delivery, electronic transmittal, or, if service is by U S Mail, on the day after the U S
Postal Service postmark or the day after the date of postage metering.

(6) If a premises visit is required to complete disconnection, the energy or large
telecommunications utility must make a good-faith effort to personally contact the customer or a
resident at the service address to be disconnected. If the energy or large telecommunications
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utility’s attempt to make personal contact fails, the utility must leave a notice in a conspicuous
place at the premises informing the customer that service has been disconnected.

(7) In lieu of permanent disconnection, a large telecommunications utility may temporarily
curtail service by preventing the transmission of incoming telephone messages and/or outgoing
toll messages while continuing to let the customer make outgoing local messages. Temporary
curtailment of service, as defined in this section, shall be permitted only upon five days' written
notice as set forth in section (3) of this rule. The notice shall state that permanent disconnection
will follow within ten days 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 not disconnect or deny local exchange service
for an applicant’s or customer’s failure to pay for services not under the local exchange utility's
tariff or price list. A telecommunications utility may limit access to toll and special services
using the “9XX” prefix or Numbering Plan Area (NPA) for the failure to pay for such services.

(9) A large telecommunications utility may not disconnect or deny local service to customers or
applicants, who are eligible to receive OTAP, for failure to pay toll charges.

(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 costs in complying with
the requirement;

(b) Demonstrating the large telecommunications utility offers toll-blocking services to customers
identified in section (9) of this rule; and

(c) Showing that telecommunications subscribership among low-income customers in its service
area in Oregon is at least as high as the national subscribership level for low-income customers.

STATUTORY/OTHER AUTHORITY: ORS 183, 756, 757, 759 & 290 & OL 1987
STATUTES/OTHER IMPLEMENTED: ORS 756.040, 757.750, 757.755, 757.760 & 290 & OL
1987
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