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Appliance sales by utility companies 33
Arrearages

deferred payment plans 32–33
disputed bills 28–29
landlord’s, tenant’s liability 27–28
late charges, see Late charges
prior debts, see Prior debts
termination of service re, see Termination of

service

Bankruptcy filing by consumer 33–34
Bills, see Utility bills
Budget billing 23, 100–101

Children, termination of service affecting
30–31

cold weather protection 31–32
state regulations 73–82

Coal, see Deliverable fuels
Conservation programs, see Energy Efficiency

Programs
Consumer complaints, see Customer

complaints
Consumer protection laws 48–49
Consumer’s Guide to Intervening in State Public

Utility Proceedings, 143–179
Credit scores, use to determine deposits 6–7
Crisis funds 21, 22
Customer complaints

individual rights 39–41
seeking larger-scale change 41–42

Deferred payment plans 32–33, 95–99
Deliverable fuels 47–50

co-ops 48
consumer protection laws 48–49
described 47
help paying or lowering bills 13–19, 21
LIHEAP customers 48
loan funds 49–50
unregulated nature 47, 49–50

Denial of service
issues in obtaining service 5–12
selected state regulations 95

Deposits 5–8
alternatives 8
bankruptcy, customers who have filed for

34
calculation 7
credit scores, use 6–7
limits on collection and retention 7–8
selected state regulations 93–95
when deposits are required 5–6

Deregulation 2–3
Disabled persons, termination of service

29–30
cold weather protection 31–32
state regulations 73–82

Disconnection of service, see Termination of
service

Elderly customers, termination of service
30–31

cold weather protection 31–32
notification 31
state regulations 73–82

Electric service, see Utility service
Electric utilities

see also Public utilities
bills, see Heating bills; Utility bills
discounted rates 17–18
line extension charges 12
regulation 1–3
restructuring 2–3
termination of service, see Termination of

service
Emergency Food and Shelter Program (EFSP),

crisis funds 22
Energy efficiency programs 15–19

water conservation, see Water conservation
weatherization, see Weatherization

programs



Evictions, illegal shut-offs as self-help means 28

Federal Emergency Management Agency
(FEMA), crisis funds 22

Federal Poverty Guidelines 141–142
Fees and charges

late charges, see Late charges
line extension charges 12
reconnection charges 37–38

Financial hardship
deliverable fuels 48
federal poverty guidelines 141–142
home energy assistance program (LIHEAP)

13–15
rate reduction programs 17–18
telephone assistance programs 19–20
termination of service 29
weatherization program (WAP) 16–17

Fuel co-ops 48
Fuel funds 21

Gas service, see Utility service
Gas utilities

see also Public utilities
bills, see Heating bills; Utility bills
discounted rates 17–18
line extension charges 12
regulation 1
termination of service, see Termination of

service

Heating bills, help paying or lowering 13–19
crisis funds, 21

Heating oil, see Deliverable fuels
Home-heating fuels

help paying or lowering bills 13–19
regulated, see Utility service
unregulated, see Deliverable fuels

Identification issues 10–12
Investor Owned Utilities (IOUs)

see also Public utilities; Utility service
regulation, 1–3

Kerosene, see Deliverable fuels

Landlines 43
Landlords

illegal shut-offs 28

non-payment of utility bills 27–28
RUBS 45–46
selected state regulations 101–102

Late charges 35–37
disputed bills 36
pyramiding late charges 36–37
strategies to avoid 22–23

Levelized billing 23, 100
Lifeline program 19–20
LIHEAP, see Low Income Home Energy

Assistance Program (LIHEAP)
Line extension charges 12
Link-Up program 19–20
Liquefied petroleum gas (LPG), see

Deliverable fuels
Low Income Home Energy Assistance

Program (LIHEAP) 13–15
deliverable fuels 48
state directors, contact information

108–116
Low Income Weatherization Program (WAP)

16–17
state contact information 103–107

Low-income rate reduction programs 17–18
Low-income telephone assistance programs

19–20

Municipal Utilities (munis)
see also Public utilities; Utility service
non-regulation 1
termination of service 34

Natural gas, see Gas utilities
Non-payment of utility bills, see Arrearages
Notice of shutoff 25–26

elderly customers 31 
time frames 26–27, 83–91

Oil, see Deliverable fuels

Payment plans
budget payment plans 23, 100–101
deferred payment plans 32–33, 95–99
levelized billing 23, 100
preferred payment date programs 23, 100
selected state regulations 95–101

Poverty Guidelines 141–142
Pre-paid phone cards 43–44
Preferred payment date programs 23, 100
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Prior debts 8–10
bills from a prior address 9
bills of landlord or prior occupant 9
bills of roommate, spouse, or others 9–10

Propane, see Deliverable fuels
Public utilities

see also Utility service
appliance sales 33
billing, see Utility bills
complaints against 39–41
deregulation 2–3
electricity, see Electric utilities
investor-owned, see Investor Owned

Utilities (IOUs)
municipally-owned, see Municipal Utilities

(munis)
natural gas, see Gas utilities
rates, see Utility rates
regulation, see Public Utility Commissions

(PUCs); Regulation of utility service
restructuring 2–3
rural electric, see Rural Electric

Cooperatives (co-ops)
water, see Water utilities

Public Utility Commissions (PUCs)
see also Regulation of utility service
individual complaints to 39–41
intervening in state proceedings 42,

143–179
regulation of utility service 1–3
see king larger-scale change 41–42
state commissions, contact information

116–120
Pyramiding late charges 36–37

Rates, see Utility rates
Ratio Utility Billing System (RUBS) 45–46
Reconnection charges 37–38
Regulation of utility service

see also Public Utility Commissions (PUCs)
bills owed by others or from prior address

8–10
denial of service 95
deposits 5–8, 93–95
disconnections 25–34, 94–95
electricity 1–3
identification issues 10–12
landlord-tenant procedures 27–28,

101–102

late charges 35–37
line extension charges 12
natural gas 1
overview 1–3
payment plans 95–101
reconnections 37–38
selected regulations 93–102
state regulations 129–139
telephone service 43–44
water 44–45

Restructuring 2–3
Rural Electric Cooperatives (co-ops)

see also Public utilities; Utility service
non-regulation 1

Seasonal termination protections
cold weather protections 31–32
hot weather protections 32
state regulations 61–72

Seniors, see Elderly customers
Serious illness protection 29–30, 73–82

sample certification 125–127
Shutoffs, see Termination of service
State regulations

see also Regulation of utility service
denial of service 95
deposits 93–95
disconnections 94–95
landlord-tenant procedures 101–102
payment plans 95–101
utility regulations 129–139

State utility commissions, see Public Utility
Commissions (PUCs)

Submetering 45–46

Telephone bills, help paying or lowering
19–20

Telephone service
see also Utility service
regulation 43–44

Tenants
disconnection due to non-payment by

landlord 27–28
illegal shut-offs by landlord 28
selected state regulations 101–102
submetering issues 45–46

Termination of service 25–34
age-related protections 30–31, 73–82
appliance sales, non-payment 33
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Termination of service, continued
bankruptcy protections 33-34
cold weather protection 31–32
deferred payment plans 32–33
disabled persons 29–30
disputed bills 28–29
elderly customers 30–31
exceptions to termination protections 27
financial hardship situations 29
hot weather protection 32
illegal shut-offs by landlords 28
landlord’s non-payment 27–28
limits on times or days 26
municipal utilities 34
notice period 26, 83–91
regulated utilities 25
restoring service 37–38
seasonal protection regulations 61–72
selected state regulations 94–95
serious illness protections 29–30, 73–82
shutoff notice 25–27
time frame 26, 83–91
water utilities 44–46

UDAP laws 48–49
Utility bills

arrearages, see Arrearages
budget billing 23, 100–101
deferred payment plans 32–33, 95–99
disputed bills 28–29, 36
heating bills, see Heating bills
help paying or lowering bills 13–23
late charges, see Late charges
levelized payments 23, 100
owed previously, see Prior debts
payment period 25–26, 35, 83–91
preferred payment date programs 23, 100
RUBS 45–46
telephone bills, see Telephone bills
water bills, see Water bills

Utility commissions, see Public Utility
Commissions (PUCs)

Utility companies, see Public utilities
Utility rates

billings, see Utility bills
low-income discount rates 17–18

Utility Service
billings, see Utility bills
denial of service, selected state regulations 95
electricity, see Electric utilities
help with paying or lowering bills 13–23
line extension charges 12
natural gas, see Gas utilities
obtaining service 5–12
provision, see Public utilities
rates, see Utility rates
regulation, see Public Utility Commissions

(PUCs); Regulation of utility service
submetering 45–46
telephone, see Telephone service
termination, see Termination of service
water, see Water utilities

WAP weatherization program 16–17
contact information 103–107

Water bills, help paying or lowering 20–21
Water conservation 19, 21
Water funds 21
Water utilities

see also Utility service
regulation 44–45
submetering 45–46

Weather, termination protections based on, see
Seasonal termination protections

Weatherization programs 15–19
government sponsored programs 16–17
self-help weatherization 18–19
state contact information 103–107

Wireless service 43
Wood, see Deliverable fuels
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