




































































































ORDER NO. 22-363 

Customer experience with unregulated, 
consolidated billing 

• False marketing claims to customers from third party billing representatives 

• Widespread customer confusion and concern 

• 180 calls to our Call Center 

• Loss of customer access to utility account 

• Loss of utility ability to contact the customer 

• Impact to public safety 

• Limits receipt of notices on late payment, outage restoration, flexible load 
events, energy usage thresholds exceeded 

/p~ 
• Introduces auto pay as a criteria for program access 
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ORDER NO 22-363 

The electric bill ensures customer protections 
and access to critical information 

• How to access help for bill payment, outages and downed lines 

• Information on customer payment options: Budget Pay Plans, Equal Pay Plan, Time Payment Agreements, 
Credit Balance (per PGE Rule F) 

• Disconnect notices (per OAR 860-021-0405) 

• Details on how the bill is calculated and explanations of the billing components (per OAR 860-021-0120) 

• Details on any late payment charge, rate + rationale (per OAR 860-021-0126) 

• Details on City fees, taxes and other assessments (per OAR 860-022-0040) 

• Twice annual appeals to support low-income energy assistance through donations to Oregon Energy Fund 

• Data on energy use including daily average use, daily average weather, graphs of monthly energy use, and 
comparisons with that month the previous year (Per OAR 860-021-0120) 

• Annual notice of customer rights and responsibilities 

• Annual information on no-cost weatherization programs in English, Russian and Spanish 

• Annual energy assistance options brochure in in English, Russian and Spanish 

• Communication on Public Safety Power Shutoff awareness and preparedness 

• Communication on the new Income Qualified Bill Discount program, and how to enroll 
/p~ 
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ORDER NO. 22-363 

The bill promotes equitable access to programs 

• Decarbonizing the grid will require greater communication with our 
customers. 

• Bill inserts advertise opportunities to participate in demand side/flexible 
programs, electrification, and renewable energy options. These programs 
both implement Oregon environmental policy and offer customer bill . 
savings . 

• The bill provides customer feedback on program performance and 
itemizes program compensation/program cost. 

• PGE provides annual notice of the Community Solar Program to all 
customers via a bill insert. 

/p~ 
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ORDER NO. 22-363 

Proceed with caution: 
•supplier Consolidated Billing' in other states 
• Many diverse companies are incentivized to take over the electric bill 

• Authorized Supplier Consolidated Billing only exists in states with 
un/deregulated retail markets (e.g. TX, IL, MD) 

• Commissions in several states have paused Supplier Consolidated Billing 
over consumer protections concerns: 

• Considered and not authorized in PA and DE 
• PUC staff recommended against pilot expansion in OH 

• Regulatory implementation was heavily vetted and subjected to 
restrictions 

• Consumer protections, supplier certification, and supplier Code of Conduct 
• Treatment of delinquencies and non-payment 
• Equitable access /p~ 
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ORDER NO. 22-363 

Summary of Concerns 

• Eliminating regulatory oversight over customer communications means loss of consumer 
protection 

• Loss of utility contact with the customer compromises public safety 

• Customers lose access to information about support for vulnerable populations: bill 
assistance, no-cost weatherization, differentiated rates, etc. 

• Programs such as flexible load lose marketing ability, the ability to communicate 
performance and reward, and possibly the ability to alert customer to events. 

✓ On Jan. 5, PGE sent a letter to the OPUC raising these issues 

✓ On Jan. 5, CUB sent a letter to the OPUC recommending suspension of unregulated 
billing programs in CSP due to serious concerns about (1) ensuring consumer protections 
and (2) effect on flexible load programs /""' 

,PG~ 
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ORDER NO. 22-363 

Recommendations 

1. Continue community solar program with established billing options. 

2. PGE continues to be a willing partner in connecting customers with this 
opportunity, through the bill insert, our web page, and in conversations 
with our customers . 

3. The Commission should ban unregulated consolidated billing within CSP 
• 

• 

Timely direction is needed to protect customer experience and program access 
UM 1930 is not the appropriate place for a broader investigation 

/p~ 
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Staff Moderated Q&A ORDER NO. 22-363 

• Please raise hand in Zoom 

• Remain muted until we can get to you 

• Ask questions in chat if you may be having audio issues 

Oregon 
Public Utility 
Commission APPENDIX A 
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Next Steps ORDER NO. 22-363 

• Staff analysis of workshop findings 

• Staff proposal posted to UM 1930 for public comment 

• Staff recommendation for Commission at upcoming public meeting 
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Submitting Publie)E]et:>1rnments 

• By email - PUC.FilingCenter@puc.oregon.gov Include "COMMENTS­
DOCKET NO. UM 1930" in subject line 

• By mail - Oregon Public Utility Commission, Attn: AR 654 Public 
Comment, PO Box 1088, Salem, OR 97308-1088 

• By Phone - 503-378-6600 or 800-522-2404 or TTY 800-648-3458, 
weekdays from 8 a.m. - 5 p.m. Pacific Time 
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Thank Vio1CJ 22-363 

Staff Contact 

Joseph.abraham@puc.oregon.gov 
( 503) 428-0699 
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