R746. Public Service Commission, Administration.
R746-200. Residential Utility Service Rules for Electric, Gas, Water,
and Sewer Utilities.

R746-200-3. Deposits, Eligibility for Service, and Shared Meter or
Appliance.

A. Deposits and Guarantees --

1. Each utility shall submit security deposit policies and
procedures to the Commission for its approval before the
implementation and use of those policies and procedures. Each utility
shall submit third-party guarantor policies and procedures to the
Commission.

2. Each utility collecting security deposits shall pay interest
thereon at a rate as established by the Commission. For electric
cooperatives and electric service districts, interest rates shall
be determined by the governing board of directors of the cooperative
or district and filed with the Commission and shall be deemed approved
by the Commission unless ten percent or more of the customers file
a request for agency action requesting an investigation and hearing.

The deposit paid, plus accrued interest, is eligible for return to
the customer after the customer has paid the bill on time for 12
consecutive months.

3. A residential customer shall have the right to pay a security
deposit in at least three equal monthly installments if the first
installment is paid when the deposit is required.

B. Eligibility for Service --

1. Residential utility service is to be conditioned upon payment
of deposits, where required, and of any outstanding debts for past
utility service which are owed by the applicant to that public utility,
subject to Subsections R746-200-3(B)(2), and
R746-200-7[ B 1(C)(2), Reasons for Termination. Service may be
denied when unsafe conditions exist, when the applicant has furnished
false information to get utility service, or when the customer has
tampered with utility-owned equipment, such as meters and lines. An
applicant is ineligible for service if at the time of application,
the applicant is cohabiting with a delinquent account holder, whose
utility service was previously disconnected for non-payment, and the
applicant and delinquent account holder also cohabited while the
delinquent account holder received the utility"s service, whether
the service was received at the applicants present address or another
address.

2. When an applicant cannot pay an outstanding debt in full,
residential utility service shall be provided upon execution of a
written, deferred payment agreement as set forth in Section
R746-200-5.

C. Shared Meter or Appliance - In rental property where one
meter provides service to more than one unit or where appliances
provide service to more than one unit or to other occupants at the
premises, and this situation is known to the utility, the utility
will recommend that service be in the property owner®s name and the
property owner be responsible for the service. However, a qualifying
applicant will be allowed to put service in their own name provided
the applicant acknowledges that the request for services is entered
into willingly and he has knowledge of the account responsibility.



R746-200-4. Account Billing.

A. Billing Cycle -- Each gas, electric, sewer and water utility
shall use a billing cycle that has an interval between regular periodic
billing statements of not greater than two months. This section
applies to permanent continuous service customers, not to seasonal
customers.

B. Estimated Billing --

1. A gas, electric, sewer or water public utility using an
estimated billing procedure shall try to make an actual meter reading
at least once in a two-month period and give a bill for the appropriate
charge determined from that reading. When weather conditions prevent
regular meter readings, or when customers are served on a seasonal
tariff, the utility will make arrangements with the customer to get
meter reads at acceptable intervals.

2. |If a meter reader cannot gain access to a meter to make an
actual reading, the public utility shall take appropriate additional
measures In an effort to get an actual meter reading. These measures
shall include, but are not limited to, scheduling of a meter reading
at other than normal business hours, making an appointment for meter
reading, or providing a prepaid postal card with a notice of
instruction upon which an account holder may record a meter reading.

IT after two regular route visits, access has not been achieved,
the utility will notify the customer that he must make arrangements
to have the meter read as a condition of continuing service.

3. If, after compliance with Subsection R746-200-4(B)(2), a
public utility cannot make an actual meter reading it may give an
estimated bill for the current billing cycle in accordance with
Subsection R746-200-7[-B)-HH]1(C) (1) (F), Reasons for Termination.

C. Periodic Billing Statement -- Except when a residential
utility service account is considered uncollectible or when collection
or termination procedures have been started, a public utility shall
mail or deliver an accurate bill to the account holder for each billing
cycle at the end of which there is an outstanding debit balance for
current service, a statement which the account holder may keep, setting
forth each of the following disclosures to the extent applicable:

1. the outstanding balance in the account at the beginning of
the current billing cycle using a term such as "previous balance;

2. the amount of charges debited to the account during the current
billing cycle using a term such as "current service';

3. the amount of payments made to the account during the current
billing cycle using a term such as "payments';

4. the amount of credits other than payments to the account
during the current billing cycle using a term such as "credits";

5. the amount of late payment charges debited to the account
during the current billing cycle using a term such as "late charge™;

6. the closing date of the current billing cycle and the
outstanding balance in the account on that date using a term such
as "amount due';

7. a listing of the statement due date by which payment of the
new balance must be made to avoid assessment of a late charge;

8. a statement that a late charge, expressed as an annual
percentage rate and a periodic rate, may be assessed against the
account for late payment;



9. the following notice: "If you have any questions about this
bill, please call the Company."

D. Late Charge --

1. Commencing not sooner than the end of the first billing cycle
after the statement due date, a late charge of a periodic rate as
established by the Commission may be assessed against an unpaid balance
in excess of new charges debited to the account during the current
billing cycle. The Commission may change the rate of interest.

2. No other charge, whether described as a finance charge,
service charge, discount, net or gross charge may be applied to an
account for failure to pay an outstanding bill by the statement due
date. This section does not apply to reconnection charges or return
check service charges.

E. Statement Due Date -- An account holder shall have not less
than 20 days from the date the current bill was prepared to pay the
new balance, which date shall be the statement due date.

F. Disputed Bill --

1. In disputing a periodic billing statement, an account holder
shall first try to resolve the issue by discussion with the public
utility™s collections personnel.

2. When an account holder has proceeded pursuant to Subsection
R746-200-4(F)(1), the public utility"s collections personnel shall
investigate the disputed issue and shall try to resolve that issue
by negotiation.

3. IT the negotiation does not resolve the dispute, the account
holder may obtain informal and formal review of the dispute as set
forth in Section R746-200-8, Informal Review, and R746-200-9, Formal
Review.

4. While an account holder is proceeding with either informal
or formal review of a dispute, no termination of service shall be
permitted if amounts not disputed are paid when due.

G. Unpaid Bills - Utilities transferring unpaid bills from
inactive or past accounts to active or current accounts shall follow
these limitations:

1. A utility company may only transfer bills between similar
classes of service, such as residential to residential, not commercial
to residential.

2. Unpaid amounts for billing cycles older than four years before
the time of transfer cannot be transferred to an active or current
account.

3. The customer shall be provided with an explanation of the
transferred amounts from earlier billing cycles and informed of the
customer®s ability to dispute the transferred amount.

4. The customer may dispute the transferred amount pursuant
to R746-200-4(F).

R746-200-7. Termination of Service.

A. Definitions. As used in this section (R746-200-7):

1. "Licensed medical provider™ means a medical provider:

a. who holds a current and active medical Ticense under Utah
Code Title 58; and

b. whose scope of practice authorizes the medical provider to
diagnose the condition described by the medical provider under this
rule;




2. "Life-supporting equipment”™ means life-supporting medical
equipment:

a. with normal operation that requires continuation of public
utility service; and

b. used by an individual who would require assistance from medical
personnel to sustain life 1T the lTife supporting equipment ceased
normal operations.

3. "Life-supporting equipment statement'” means a written
statement:

a. signed by the account holder or resident who utilizes
life-supporting equipment; and

b. 1ncluding:

1. a description of the medical need of the account holder or
resident who utilizes life-supporting equipment;

11. the account holder®s name and address; and

111. the name and contact i1nformation of the licensed medical
provider for the resident who utilizes life-supporting equipment;

4_ "Serious 1llness or iInfirmity statement™ means a written
statement:

a. signed by a licensed medical provider;

b. written on:

1. a form obtained from the public utility; or

11. the lTicensed medical provider®s letterhead stationary;

c. legibly describing:

1. a diagnosed medical condition under which termination of
utility service will 1njure the person®s health or aggravate the
persons i1llness; and

11. the anticipated duration of the diagnosed medical condition.

B. Delinquent Account --

1. Aresidential utility service bill which has remained unpaid
beyond the statement due date is a delinquent account.

2. When an account is a delinquent account, a public utility,
before termination of service, shall issue a written late notice to
inform the account holder of the delinquent status. A late notice
or reminder notice must include the following information:

a. A statement that the account is a delinquent account and
should be paid promptly;

b. A statement that the account holder should communicate with
the public utility"s collection department, by calling the company,
if he has a question concerning the account;

c. A statement of the delinquent account balance, using a term
such as "delinquent account balance."

3. When the account holder responds to a late notice or reminder
notice the public utility®s collections personnel shall iInvestigate
disputed issues and shall try to resolve the issues by negotiation.

During this investigation and negotiation no other action shall be
taken to disconnect the residential utility service if the account
holder pays the undisputed portion of the account subject to the
utility™s right to terminate utility service pursuant to
R746-200-7(F), Termination of Service Without Notice.

4. A copy of the "Statement of Customer Rights and
Responsibilities” referred to in Subsection R746-200-1(G) of these
rules shall be issued to the account holder with the first notice
of Impending service disconnection.




[BIC. Reasons for Termination of Service --

1. Residential utility service may be terminated for the
following reasons:

a. Nonpayment of a delinquent account;

b. Nonpayment of a deposit when required;

c. Failure to comply with the terms of a deferred payment
agreement or Commission order;

d. Unauthorized use of, or diversion of, residential utility
service or tampering with wires, pipes, meters, or other equipment;

e. Subterfuge or deliberately furnishing false information;
or

. Failure to provide access to meter during the regular route
visit to the premises following proper notification and opportunity
to make arrangements iIn accordance with R746-200-4(B), Estimated
Billing, Subsection (2).

2. The following shall be insufficient grounds for termination
of service:

a. A delingquent account, accrued before a divorce or separate
maintenance action iIn the courts, in the name of a former spouse,
cannot be the basis for termination of the current account holder-s
service;

b. Cohabitation of a current account holder with a delinquent
account holder whose utility service was previously terminated for
non-payment, unless the current and delingquent account holders also
cohabited while the delinquent account holder received the utility"s
service, whether the service was received at the current account
holder®s present address or another address;

c. When the delinquent account balance is less than $25.00,
unless no payment has been made for two months;

d. Failure to pay an amount in bona fide dispute before the
Commission;

e. Payment delinquency for third party services billed by the
regulated utility company, unless prior approval is obtained from
the Commission.

[E]D. Restrictions upon Termination of Service [During-Serious
HHness]for Medical Reasons --

1. Serious Illness or Infirmity. If a public utility receives

R746-200-7(CY(2) .
———2-—-Upon-—receipt—of-a] serious illness or infirmity statement

a. [a]the public Gtility [wiH]shall continue or restore
residential utility service for the period set forth in the statement



or one month, whichever is less;
b. the Commission may, upon receipt of a [

petition from
the account holder of the residence, or the person whose health would
be threatened or 1lIness aggravated by termination of utility service,
grant][theCommisston—For] an extension [eF—tmme]that normally will
not exceed one additional month; and

c. the account holder i1s li1able for the cost of residential
utility service during the period of continued service.

2. Life-Supporting Equipment.

a. Within two business days after receiving a life-supporting
equipment statement, a public utility shall submit to the licensed
medical provider identified 1n the life-supporting equipment
statement a request for information indicating:

1. the health infirmity and expected duration;

11. 1dentification of the lTife-support equipment that requires
the utility™s service; and

111. an explanation of how termination of utility service will
injure the person®s health or aggravate the person™s i1llness.

b. After receiving a response from the licensed medical provider
with the required information, the public utility:

1. shall mark and identify applicable meter boxes where the
life-supporting equipment 1Is used;

11. may not terminate service to the residence unless the public
utility has obtained prior approval from the Commission; and

111. may request annual verification from the licensed medical
provider of the life-supporting equipment.

c. A public utility may petition the Commission for authorization
to terminate service on an account where the public utility has
received a l1fe-supporting equipment statement and the related medical
provider verification:

1. 1T the account is in default;

11. 1T the utility has:

AA. Tfollowed R746-200-5 on offering a deferred payment agreement;

or
o BB. 1T R746-200-5 does not apply, allowed the customer one month
to enter 1Into a deferred payment agreement that may last up to 12
months; and

111. by filing its petition with the Commission and providing
a copy to the Division.

d. A petition for authorization to terminate service shall
contain:

1. the public utility"s written request to the Commission to
terminate service;

11. the Tife-supporting equipment statement;

111. the iInformation provided to the public utility by the
licensed medical provider;

1v. a copy of a letter sent to the account holder and, if
appropriate, to a third party, notifying the account holder of the
account holder™s right to file a protest with the Commission within
10 days; and

v. an affidavit verifying the public utility provided the account
holder and, 1T appropriate, a third party, the information required
by this rule.




e. Within two business days after receiving a petition for
authorization to terminate service, the Division shall:

1. notify the account holder by regular and certified mail that
the utility 1Is requesting authorization from the Commission to
terminate service; and

11. Instruct the account holder to contact the utility for further
information.

T. After receiving a petition for authorization to terminate
service, the Commission may:

1. schedule an expedited hearing if a protest is received within
10 days; or

11. Issue an order authorizing termination of service iIf the
requirements of this rule have been satisfied.

g- IT a public utility receilves authorization to terminate
service, the public utility shall provide a 48 hour notice of
termination to the customer consistent with R746-200-7.G.2.

h. The account holder i1s liable for the cost of residential
utility service during all proceedings related to life-supporting

equipment.

E. Payments [ferHEAT;] from the Home Energy ASS|stance Target
('HEAT:)[5] Program -- [+

] Suppliers may not discontinue
utility service to a low-income household for at least 30 days after
[recetpt—of]receiving utility payment or verification of utility
payment from the [stateprogram]HEAT Program on behalf of the
Tow-income household.

F. Termination of Service Without Notice -- Any provision
contained in these rules notwithstanding, a public utility may
terminate residential utility service without notice when, in its
judgment, a clear emergency or serious health or safety hazard exists
for so long as the conditions exist, or when there is unauthorized
use or diversion of residential utility service or tampering with
wires, pipes, meters, or other equipment owned by the utility. The
utility shall immediately try to notify the customer of the termination
of service and the reasons therefor.

G. Notice of Proposed Termination of Service --




1. At least 10 calendar days before a proposed termination of
residential utility service, a public utility shall give written
notice of disconnection for nonpayment to the account holder. The
10-day time period is computed from the date the bill is postmarked.

The notice shall be given by first class mail or delivery to the
premises and shall contain a summary of the following information:

a. a Statement of Customer Rights and Responsibilities under
existing state law and Commission rules;

b. the Commission-approved policy on termination of service
for that utility;

c. the availability of deferred payment agreements and sources
of possible financial assistance including but not limited to state
and federal energy assistance programs;

d. informal and formal procedures to dispute bills and to appeal
adverse decisions, including the Commission®s address and telephone
number ;

e. specific steps, printed in a conspicuous fashion, that may
be taken by the consumer to avoid termination of service;

f. the date on which payment arrangements must be made to avoid
termination of service; and

g- subject to the provision of Subsection R746-200-1(E),
Customer Information, a conspicuous statement, in Spanish, that the
notice is a termination of service notice and that the utility has
a Spanish edition of i1ts customer information pamphlet and whether
it has personnel available during regular business hours to
communicate with Spanish-speaking customers.

2. At least 48 hours before termination of service is scheduled,
the utility shall make good faith efforts to notify the account holder
or an adult member of the household, by mail, by telephone or by a
personal visit to the residence. If personal notification has not
been made either directly by the utility or by the customer in response
to a mailed notice, the utility shall leave a written termination
of service notice at the residence. Personal notification, such as
a visit to the residence or telephone conversation with the customer,
is required only during the winter months, October 1 through March
31. Other months of the year, the mailed 48-hour notice can be the
Tinal notice before the termination of service.

IT termination of service is not accomplished within 15 business
days following the 48-hour notice, the utility company will follow
the same procedures for another 48-hour notice.

3. A public utility shall send duplicate copies of 10-day
termination of service notices to a third party designated by the
account holder and shall make reasonable efforts to personally contact
the third party designated by the account holder before termination
of service occurs, If the third party resides within Its service area.

A utility shall inform its account holders of the third-party
notification procedure at the time of application for service and
at least once each year.

4. In rental property situations where the tenant is not the
account holder and that fact is known to the utility, the utility
shall post a notice of proposed termination of service on the premises
in a conspicuous place and shall make reasonable efforts to give actual
notice to the occupants by personal visits or other appropriate means
at least five calendar days before the proposed termination of service.



The posted notice shall contain the information listed in Subsection
R746-200-7(G)(1). This notice provision applies to residential
premises when the account holder has requested termination of service
or the account holder has a delinquent bill. [If nonpayment is the
basis for the termination of service, the utility shall also advise
the tenants that they may continue to receive utility service for
an additional 30 days by paying the charges due for the 30-day period
Jjust past.

H. Termination of Service -- Upon expiration of the notice of
proposed termination of service, the public utility may terminate
residential utility service. Except for service diversion or for
safety considerations, utility service shall not be disconnected
between Thursday at 4:00 p.m. and Monday at 9:00 a.m. or on legal
holidays recognized by Utah, or other times the utility"s business
offices are not open for business. Service may be disconnected only
between the hours of 9:00 a.m. and 4:00 p.m.

I. Customer-Requested Termination of Service --

1. A customer shall advise a public utility at least three days
in advance of the day on which he wants service disconnected to his
residence. The public utility shall disconnect the service within
four working days of the requested disconnect date. The customer
shall not be liable for the services rendered to or at the address
or location after the four days, unless access to the meter has been
delayed by the customer.

2. A customer who is not an occupant at the residence for which
termination of service is requested shall advise the public utility
at least 10 days in advance of the day on which he wants service
disconnected and sign an affidavit that he iIs not requesting
termination of service as a means of evicting his tenants.
Alternatively, the customer may sign an affidavit that there are no
occupants at the residence for which termination of service 1is
requested and thereupon the disconnection may occur within four days
of the requested disconnection date.

J. Restrictions Upon Termination of Service Practices -- A public
utility shall not use termination of service practices other than
those set forth in these rules. A utility shall have the right to
use or pursue legal methods to ensure collections of obligations due
it.

K. Policy Statement Regarding Elderly and Handicapped -- The
state recognizes that the elderly and handicapped may be seriously
affected by termination of utility service. In addition, the risk
of inappropriate termination of service may be greater for the elderly
and handicapped due to communication barriers which may exist by reason
of age or infirmity. Therefore, this section is specifically intended
to prevent inappropriate terminations of service which may be
hazardous to these individuals. |In particular, Subsection
R746-200-7(G), requiring adequate notice of impending terminations
of service, Including notification to third parties upon the request
of the account holder, Subsection R746-200-7[€S)](D)(1), restricting
termination of service when the termination of service will cause
or aggravate a serious illness or infirmity of a person living in
the residence, and Subsection R746-200-7(D)(2), restricting
terminations of service to residences when life-supporting equipment
IS in use, are intended to meet the special needs of elderly and



handicapped persons, as well as those of the public In general.

L. Load Limiter as a Substitute for Termination of Service,
Electric Utilities --

1. Anelectric utility may, but only with the customer®s consent,
install a load limiter as an alternative to terminating electric
service for non-payment of a delinquent account or for failure to
comply with the terms of a deferred payment agreement or Commission
order. Conditions precedent to the termination of electric service
must be met before the installation of a load limiter.

2. Disputes about the level of load limitation are subject to
the informal review procedure of Subsection R746-200-8.

3. Electric utilities shall submit load limiter policies and
procedures to the Commission for their review before the
implementation and use of those policies.
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