
CONSUMER AFFAIRS:CONSUMER AFFAIRS:
Service QualityService Quality

andand
EnforcementEnforcement

JaJa--Deen Johnson, Director of Deen Johnson, Director of 
Consumer AffairsConsumer Affairs

October 20, 2005October 20, 2005



General OverviewGeneral Overview

Consumer ProtectionsConsumer Protections
Individual ConsumerIndividual Consumer
All ConsumersAll Consumers

Service QualityService Quality
Indianapolis Power and Light case studyIndianapolis Power and Light case study
Northern Indiana Public Service Company case studyNorthern Indiana Public Service Company case study

EnforcementEnforcement
Consumer AffairsConsumer Affairs
Full CommissionFull Commission



Consumer ProtectionsConsumer Protections
Individual ConsumersIndividual Consumers

Payment ArrangementsPayment Arrangements
if a customer shows cause for inability to pay then utility may if a customer shows cause for inability to pay then utility may enter enter 
into an agreement with customer to pay installments over a into an agreement with customer to pay installments over a 
specified period of timespecified period of time
Medical needsMedical needs
a disconnection of service may be postponed for a period of 10 da disconnection of service may be postponed for a period of 10 days ays 
if the customer provides the utility a medical statement indicatif the customer provides the utility a medical statement indicating ing 
the loss of service would pose an immediate threat to the healththe loss of service would pose an immediate threat to the health of of 
safety of a person in the householdsafety of a person in the household
Alternative Regulatory PlansAlternative Regulatory Plans
IURC may adopt alternative regulatory practices in the public IURC may adopt alternative regulatory practices in the public 
interestinterest

Pilot Programs for Low Income ConsumersPilot Programs for Low Income Consumers
discounts a qualifying customers bill; discounts range from 9% tdiscounts a qualifying customers bill; discounts range from 9% to 32%o 32%
Lump sum payments made on customer accountLump sum payments made on customer account
funding sources include a perfunding sources include a per--unit charge and unregulated utility fundsunit charge and unregulated utility funds







Consumer ProtectionsConsumer Protections
Individual ConsumersIndividual Consumers

Low Income Home Energy Assistance (LIHEAP)Low Income Home Energy Assistance (LIHEAP)
FundingFunding

LIHEAP is a federally funded block grant through the U.S. Dept. LIHEAP is a federally funded block grant through the U.S. Dept. of of 
Health and Human Services to provide funds to individual states Health and Human Services to provide funds to individual states to to 
assist lowassist low--income families with the high costs of home energy.income families with the high costs of home energy.

MoratoriumMoratorium
Without customer request, a utility may not, during the period fWithout customer request, a utility may not, during the period from rom 
December 1 through March 15, disconnect electric residential serDecember 1 through March 15, disconnect electric residential service to vice to 
any customer who either is receiving or who is eligible for and any customer who either is receiving or who is eligible for and had had 
applied for assistanceapplied for assistance





Consumer ProtectionsConsumer Protections
Rules Rules are are Protections for All ConsumersProtections for All Consumers

RulemakingsRulemakings
means by which current rules are altered or deleted and new means by which current rules are altered or deleted and new 
rules added to accommodate for recent trends, outdated rules added to accommodate for recent trends, outdated 
regulations, new technologies, processes or procedures (Gas regulations, new technologies, processes or procedures (Gas 
Deposits, Outage Reporting)Deposits, Outage Reporting)

TariffsTariffs
schedule of regulated recurring and nonrecurring charges schedule of regulated recurring and nonrecurring charges 
together with the appropriate general rules and regulations together with the appropriate general rules and regulations 
applicable to customers for services furnished properly filed wiapplicable to customers for services furnished properly filed with th 
and approved by the commissionand approved by the commission

Retention of Customer RecordsRetention of Customer Records
aall records shall be preserved for at least three years within thll records shall be preserved for at least three years within the e 
State at the principal place of business of the utility and shalState at the principal place of business of the utility and shall be l be 
open to examination by the commission or its representativesopen to examination by the commission or its representatives



Consumer ProtectionsConsumer Protections
All ConsumersAll Consumers

Billing Statement RequirementsBilling Statement Requirements
Meter reading informationMeter reading information
Number and kind of units suppliedNumber and kind of units supplied
Billing rate codeBilling rate code
Service or minimum chargeService or minimum charge
Previous BalancePrevious Balance
Amount of BillAmount of Bill
Total amount of bill, late charge includedTotal amount of bill, late charge included
DatesDates

Due DateDue Date
Delinquent DateDelinquent Date
Meter Reading DatesMeter Reading Dates

Alternative Billing methodsAlternative Billing methods
Budget BillBudget Bill



Consumer ProtectionsConsumer Protections
All ConsumersAll Consumers

Meter ReadingMeter Reading
Estimated Estimated –– a utility may estimate a customer bill only for good a utility may estimate a customer bill only for good 
cause; customer request, inclement weather, labor dispute, cause; customer request, inclement weather, labor dispute, 
inaccessibility of meter, etc.inaccessibility of meter, etc.
Meter testingMeter testing

Customer may request directly to utilityCustomer may request directly to utility
Customer may make application to commissionCustomer may make application to commission

Disconnection TimeframesDisconnection Timeframes
Voluntary Voluntary –– customer should notify utility at least 3 days prior to customer should notify utility at least 3 days prior to 
desired date; customer is not liable for service rendered after desired date; customer is not liable for service rendered after 
the expiration of 3 days the expiration of 3 days 
Involuntary Involuntary –– in most cases utility required to provide 14 days in most cases utility required to provide 14 days 
prior written notice before service may be disconnectedprior written notice before service may be disconnected



Consumer ProtectionsConsumer Protections
All ConsumersAll Consumers

Consumer AffairsConsumer Affairs
Mediate between utility and consumerMediate between utility and consumer
Advise Commission about disturbing trendsAdvise Commission about disturbing trends
Serve as a link between consumer and Serve as a link between consumer and 
CommissionersCommissioners
Enforce compliance with rules and regulationsEnforce compliance with rules and regulations
Provide documentation of utility complaint history Provide documentation of utility complaint history 
during formally docketed casesduring formally docketed cases
Educate consumer on onerous utility issuesEducate consumer on onerous utility issues



Service QualityService Quality
MaintenanceMaintenance
every public utility is required to furnish every public utility is required to furnish 
reasonably adequate service and facilitiesreasonably adequate service and facilities

Line construction and maintenanceLine construction and maintenance
In accordance with National Electrical Safety Code as approved In accordance with National Electrical Safety Code as approved 
by the American National Standards Instituteby the American National Standards Institute
MetersMeters
standards regarding inspections and testing; customer may standards regarding inspections and testing; customer may 
even request testing supervised by Commission staffeven request testing supervised by Commission staff
Vegetation ManagementVegetation Management
utility utility shall have the right to maintain equipment by appropriate 
means including the right to trim and remove trees that may inhibit 
the operation and maintenance of facilities.



Service QualityService Quality

ReportingReporting
Indianapolis Power and Light Case StudyIndianapolis Power and Light Case Study

Commission initiated investigation resulting from storm
Settlement Agreement
Reporting Requirements
Penalties

Northern Indiana Public Service Company case study
Complaint filed by local city and county governments 
Anticipation of certain events
Settlement Agreement
Reporting Requirements



EnforcementEnforcement

Consumer AffairsConsumer Affairs
Informal ComplaintInformal Complaint

Who may file a complaint?Who may file a complaint?
Types of complaints filed with C.A.Types of complaints filed with C.A.
When may a complaint be filed?When may a complaint be filed?
Methods for filing a complaintMethods for filing a complaint
ResolutionsResolutions

Informal ReviewInformal Review
What is the difference?What is the difference?

Formal ComplaintFormal Complaint







EnforcementEnforcement

CommissionCommission
The Indiana Utility Regulatory Commission is required by state sThe Indiana Utility Regulatory Commission is required by state statute to tatute to 
make decisions that balance the interests of all parties to ensumake decisions that balance the interests of all parties to ensure the utilities re the utilities 
provide adequate and reliable service at reasonable prices.provide adequate and reliable service at reasonable prices.

Revoke Certificate of Territorial Authority (telephone)Revoke Certificate of Territorial Authority (telephone)
Any certificate of territorial authority may, after notice of heAny certificate of territorial authority may, after notice of hearing and a aring and a 
hearing, be revoked by the Commission, in whole or in part, for hearing, be revoked by the Commission, in whole or in part, for the failure the failure 
of the holder thereof to furnish reasonably adequate service witof the holder thereof to furnish reasonably adequate service within the area hin the area 
or areas determined and defined in such certificate of territorior areas determined and defined in such certificate of territorial authority.al authority.

Declare EmergencyDeclare Emergency
The Commission may temporarily alter, amend or with the consentThe Commission may temporarily alter, amend or with the consent
of the public utility concerned , suspend any existing rates, seof the public utility concerned , suspend any existing rates, service,rvice,
practices, schedules and order relating to or affecting any publpractices, schedules and order relating to or affecting any public utility.ic utility.



EnforcementEnforcement

Ameritech case studyAmeritech case study
Failed to meet service quality standardsFailed to meet service quality standards
Required service quality improvement planRequired service quality improvement plan
PenaltiesPenalties

Practical EnforcementPractical Enforcement
External PressuresExternal Pressures
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