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Answered mean8 that an employee or automated system is ready 
to provide assistance and accept the in€ormation necessaxyto 
process the call and is not simply an acknowledgment o€ the 
customer. 

Applicant 

Any person or entity requesting utility service, except as 
excluded by the sEception in the Commissionla General Senrice 
Rules, Section 3.01.B. 

A menu driven, automated, interactive, answering system which 
includes the option of transferring to an employee. 

Bushes~s O f f i c e  

A utility office where an individual may arrange for service 
connection, make or arrange to make payments on his bill, and 
ask questiuns regarding semice or the status of his account- 

Tbe nunher of calls to a call center that  received a busy 
signal divided by the number of calls tha t  w e r e  attempted. 

Call Center 

A centralized operation staffed and dedicated to responding to 
telephone calls from retail customers regarding service, 
billing, outages, and pther issues concerning regulated 
u t i l i t y  serv5ce - 

Calls Attempted 

calls received plus the  to t a l  number of busy c a l l s .  
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Calls Busy 

calls attempted by customers to the  utility's call center that 
receive a busy signal. 

calls Beceived 

calls tha t  have entered the customer premkse equipment or 
telephone system of a utility call center. 

Character of ServAce 

The distinguishing features t ha t  identify the type of sewice 
provided to t h e  customer, for example, three-phase semice or 
call waiting service. 

Class of Service 

A customer group which has similar characteristics such as 
volume of use, t h e  of use, extent of use and nature and 
purpose of use, as classified by the utility and approved by 
the Commission for  ratemaking purposes. For example, the 
commercial or residentLal class of service. 

Claaed or "FhaledU Account 

A permanent shut-off oE sewice by a u t i l i t y  to a customer 
account - 

The Arkansas public Selrvice Commission. 

Cormplaint  

Any objection from an applicant or customer concerning a 
charge, facility, rule, service, or other Commission-regulated 
actLvity that requires: 

(1) 

(2) 

an investigation or an account review; and 

corrective actioa by a utility. 
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Trouble reports, as defined in the Commissionr B Special Rules. 
shall not be considered complaints under this defini t ion.  

Customer 

~ n y  person or entity who has applied for and a w e d  to pay for 
utility sewice. 

Deposit 

A n  amount paid to a utility by an applicant or customer to 
guarantee payment for  utility service. 

To have an item conspicuously available Eor public inspection 
the  public reception area of eachu t i l i t y  business office.  

Elderly Person 

A residential customer who is at least 65 years old. 

b y  bill which does not reflect an actual m e t e r  reading €or 
gas, water, or electric service. Any actual  meter reading Zor 
electric, gas, ox w a t e r  senice which is changed by a u t i l i t y  
before billing shall also be considered an estimated b i l l .  

R e g u l a r  monthly extension or change o€ a bill’s due date by a 
utility. 

Failure to Pay 

Failure to pay includes payment by check, other negotiable 
instrument, or automatic draft that is dishonored by a bank 
for reason8 other than bank error. 
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Individual with Disabilities 

Any residential customer who is certified to t h e  utility as 
having a severe physical or mental impairment which 
substantially limits his ability to pay for utility 
service. Certification shall be provided by a physician, 
licensed psychologist, t h e  United States Veterans 
Administration, the Social Secur i ty  Administration, the 
Arkansas Department of Human Services, the Arkansas State 
Hospital, or a licensed mental h e a l t h  center. 

Insufficient Funds Check 

Any negotiable instrument such as a check  or automatic bank 
draft dishonored by a bank for reasons other than bank 
error. 

Interest 

Interest rate s e t  annually by the Commission f o r  customer 
deposits as required by Ark. Code Ann. § 23-4-206(b). 

Interruption of Service 

Temporarily stopping service f o r  maintenance, t e s t i n g ,  
repair, or s a f e t y .  

Kind of Service 

Either electric, natural gasI water, or sewer service. 

Landlord 

The owner, agent, manager, or Lessor of premises who 
receives lease, rent, or o t h e r  payments which i n c l u d e  
amounts for utility service. 

Outage 

An unplanned temporary loss of utility s e r v i c e  caused by a 
malfunction of or damage to utility facilities. 
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A business located in the community which acts as an agent f o r  
the utility by accepting utility payments from customers. 

Payment D a t e  

The date the  utility or its authorized agent receives payment 
on an account. 

Physician 

A J I ~  person licensed to practice medicine by the  Arkansas Sta te  
Medical Board or a comparable licensing authority of another 
state. 

public Utility or utility 

A jurisdictional utility as defined by Ark. Code Ann. §23-1- 
101 - 

Bider 

A tariff which includes an addition or amendment applicable to 
one or more rate schedules. 

Rules or Commission Rules 

These General Service Rules. 

Seriom Medical Condition 

An illness or injury which results in a physician's 
determination tha t  the loss of utility service would give rise 
to a substantial risk of death or gravely impair health. A 
serious medical condition shall exist in the case of elderly 
persons or infant children under the age of 12 months if a 
physician certifies tha t  the  loss of utility sewice will 
gravely impair health, regardless of the current existence a€ 
illness or injury. 
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Special Rules or C m m i s i s i o n ' g  Special Rules 

Special Rules-Electric, Special Rules-Water, or Special 
Rules-Gas. 

Srr~pens:ion of Service 

A temporary shut-off of s e d c e  by a utility without a 
customer request -- not an outage or an interruption o€ 
service. 

Tarif€ 

A rate schedule, service: regulation, or other document 
required to be filed as a tari€f by the Comissionts Rules o€ 
Practice and Procedure and approved by the Commission or by 
operation of law. 

Utility Service 

Senrice provided by a public utility and subject to regulation 
by the C O ~ S S ~ O I I .  
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SECTION 1. APPLICABILXTY AND SCOPE 

Rule  1.01. A m  l icabilitv 

These Rules shall  apply to all whose activities bring t h e m  under 
the: jurisdiction of the C o d s s i o ~  except for telecommunicatfons 
providers. 

A. These Rules s e t  f o r t h  a t a n d a d s  €or service by each utility. 
These Rules are intended to ensure adequate service, prevent 
discrimination and unfair practices, and protect both the 
consumers and utilities from unreasonable demands. 

B* Any general utility service regulation, policy, procedure, 
rule, or service application, except those approved in special 
contracts by this Cornmiasion, t ha t  conflicts with these Rules 
is void and unlawful, unless the  utility files a formal 
application fo r  an exemption and the Comission approves it. 
These Rules are not intended to, and do not, affect or replace 
any Commission-approved general sewice regulation, policy, 
procedure, rule, or service application of any utility which 
addresses i t e m s  other than those covered in these Rules. 

C .  Unless the context otherwise requires, wherever the masculine 
gender is used in these Rules, it shall include the feminine 
gender. 

D. Unless the  context otherwise requires, wherever the singular 
form of a word is used in these Rules, it shal l  include the 
plural form, and wherever the  plural form is used, it shal l  
include the singular. 

Amendments or exemptions to the Commission's Rulea may be granted 
by the Commission in conformity with the Commission's Rules of 
Practice and Procedure, or as otherwise provided within these 
Rules. 
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Rule 1.04 .  Duties Under the I;aw 

These Rubs shall in no way relieve any person or entity of any 
duty under the  Laws of the State of Arkansas ox the United States 
of america, 

Rule 1.05. D i s e r h h a t i o n  ProhibLted 

A utility shall not unlawfully discriminate against an applicant 
€or service or an e x i s t b g  customer in the provision of utility 
service based on race, color, creedl religion, national o r i g i n ,  
sex, marital status, or receipt of public assistance. 

Rnle 1.06. Retaliation Prohibsted 

A utility shall. not retaliate against any applicant or customer f o r  
exercising a right or enforcing an obligation created by any 
Commission Rule or for  acting within the l a w .  

Rule 1 . 0 7 ,  Availabilitv of Rules 

Utility employees who are responsible for the application 
and explanation of any of these Rules s h a l l  have ready 
access to those Rules which apply to their respective job 
reaponsa i l i t i e s .  Ready access to the Rules means that 
they are easily accessible to a u t i l i t y  employee in h i s  
work area at the utility*s offices. 

~ o M e m b e r s  of the: Public 

a. Notice to public 

Each u t i l i t y  business office shall  post  an 8 and % 
inch by 11 inch notice s t a t h g  that  these Rules are 
available €or public use, The notice shall  be in 
the following € o m  and will be provided through the 
Commission1s Consumer Semices Office: 

NOTICE TO C l t s S ’ S O m  
The Arkansas Public Sewice Cornmiasion 
governs mazy areas of customer service 
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for th is  utility. The C d s d o n r s  
Rules contain important information 
about Eights and reaponsibi15.ties f a r  
applicants and customers. Copies of the 

approved coqany tariffs and service 
regulatiom are on display in W s  
office and are available Ear plibXic 
iaspection. A copy a€ any pertinent 
part of these R u l e s ,  ta i f f s ,  or Barvice 
regulations is available to appliicants 
and customers upon request. 

C O ~ S S ~ O ~ '  s Rules and CnmmS~sioa- 

These Rules and any approved additions, 
revisions, or exemptions to these Rules: shall 
be on display in each utility business office 
and be available for inspection. Each utility 
shal l  provide a copy of any pertinent part of 
these Rules to an applicant or customer upon 
request. 

8.  Arkansas Public Service C w a s i o n  

These Rules shall be on display and available €or inspec- 
tLon in the Office of the Secretary of the Commission, A 
copy of t he  Rules will be provided to any member of the 
public upon request. 
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SECTSON 2, CUSTOKER BELATIONS 

R u l e  2-01. M o m a t i o n  on Utilitv Service 

(1) Each utility shall provide the information required 
fn Rule 2.01.3. in the form of one or more 
brochures. 

( 2 )  The infortnation required in Rule 2.01.B. shall be in 
plain language and printed in a format that is easy 
to xead and understand. The information shall also 
state in bold pr in t  t ha t  the Arkansas Public Service 
Commission requires utilities to provide this 
informat.ion. 

B. Information Requirements 

Each utility shall  provide the following information based 
an the class of sewice: 

(1) A lizt and description of a l l  rates for basic 
service, riders, discounts, options, and other 
information which would affect the choice of service 
within the semice class; 

.(2) A list and description of a l l  approved fees and 
charges; 

( 3 )  All billing plans and options available to the 
customer, such as Xevelized billing, extended due 
date policy, and sales t a x  exemptions; 

(4 )  A summary of ru les  and procedures for the payment, 
refund, and guarantee of deposits; 

( 5 )  A summary of b i l l i n g  and estimated billing m l e B  and 
procedures ; 

(6) An itemized bill description, if not shown on the 
bill; 

( 7 )  Procedures for verifying the accuracy o€ a bill; 

(81 A description of any automatic adjustment charge; 

(9) When service is billed by meter, instructiona on how 
to read meters; 
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(10) A summary of the rules and procedures for pay ing  
bills to include payments made to authorized 
payment agents; 

(11) A summary of the delayed payment agreement rules 
and procedures -- information on delayed payment 
agreements shall say that a customer who is having 
d i f f i c u l t y  paying a utility bill may, if 
qualified, make payments in installments; 

(12) A summary of the rules and procedures for  
suspension, reconnection, and termination of 
service; 

(13) The options available to customers to avoid shut- 
off of service when a customer is away for an 
extended period; 

(14) A summary of t h e  rules and procedures for giving 
someone else notice before shutting off  a 
customer’s service (Third-party Notification 
procedures) ; 

(15) A summary of the rules and procedures for helping 
households avoid shut-off when there is a serious 
medical condition, e lder ly  customer, or a customer 
who is an individual w i t h  disabilities; 

(16) A summary of t h e  shu t -o f f  rules  and procedures f o r  
landlords and tenants; 

(17) The utility’s local and/or toll-free telephone 
numbers, t h e  address of t h e  u t i l i t y  business 
offices for that area, and a statement t h a t  t h e  
customer may contact the utility €or a list of 
authorized payment agents in the customer’s area; 

(18) Procedures  for  making a complaint to the  utility 
and the Commission; 

( 2 9 )  Toll-free and loca l  telephone numbers of the 
Commission and t h e  mailing and street address of 
t h e  Commission; and, 

(20)  A statement that these Rules are on display and 
available th rough each utility business off ice .  
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C. Distribution Requirements 

3). 

To Applicants 

Each u t i l i t y  shall give a l l  h€ormation required by 
Rule 2.01. to each applicant. 

Business Office Displays 

Each utility shall prominently display all 
information required under Rule 2.01. in a l l  
business offices open to the public. 

on Request 
Each utility shall provide the information required 
under Rule 2-01. to anyone upon request. 

Ta Commission 

A current copy o€ all information rewired by Rule 
2.01. and any revisions to that inEormation shall be 
provided to the C o d s s i o n l s  Consumer Services 
Office. 

U t i l i t y  Tariff 6 

Each utility business office shall keep on file and, upon 
request, provide accem to its current Commission-approved 
tariffs. Suitable and conspicuous signs shall be posted 
at each location informing the  public that copies of the 
utility's Commission-approved rates and Bernice 
regulations are available f o r  inspection, See Rule 
1.07.A. (2). (kk. Code E 23-4-106.) 

Rule 2.02. Directom Listins for Utllltv B f l l h a  and 
Services 

Each utility shall Ifst, in the directory of each 
telecomunications provider which provides baaic local service 
in any area it serves, the  telephone numbers that customers may 
call toll-free to report problems or ask about bills or 
aervices. A collect call f r o m  a customer accepted by the 
utility is considered to be a toll-€ree call. 
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R u l e  2.03. Customer Notfce of Rule and SeTvice C h a n q  em 

A. The General Staff o€ the Commission w i l l .  provide each 
utility w i t h  an annual summary of Commission-approved 
changes to the General Service Rulea. Each utility shall 
adviae its customers at least annually o f  the changes to 
those Rules. The General Staff s snmmaxy wLll not be 
legally binding. 

B. I€ a utility intends to change the character or t y p e  of 
service in a way that would substantially affect the 
provision of the  sewice or the operation of any device, 
appliance, or equipment, it shall notify a l l  affected 
customers by mail, bill insert, or other reasondble m e d i u m  
at least 30 days before the change. 

R u l e  2.04, S ervice, e sac re. and B i J Z i n c r  Efistory Information 

Customers or former customers shall be able to obtain the 
following In€omation through their local, utilities' business 
offices upon request: 

A. A statement of the c u s t ~ r n e r ~ s  account record as recorded 
under Rule 7 . 0 2 .  The 
t i m e  of the request of 
the  statement. 

customer shall 
any Commission- 

be informed at 
approved charge 

the 
for 

8 .  For electric and gas utilities, a clear and concise 
statement oE actual energy consumption by the customer for 
each billing perfad during the prior 13 months. Where 
applicable, actual consumption shall be characterized as 
on-peak and off -peak consumption, Load data or 
infomation kept or recorded by the utility shall be 
provided to the customer upon request. The customer shall. 
be informed at the time of the request o€ any Commission- 
approved charge f o r  the statement or the load data. 

C.  Such information and assistance as is reasonable in order 
that the customer may secure safe and efficient service 
and may aecure appliances properly adjusted to the service 
furnished. 
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Rule 2.05, Customer Service 

A, Service Requirements 

Utility ~ E S O M E ~  who seme the  publ ic  shall be familiar 
w i t h  the content of all Commission Rules which applv to c -  - 
their  respective job responsibilities. 
shall sexve the public promptly and courteously. 

Utility personnel. 

B. Customer Access to 3usiness Office Personnel 

(1) Each utility shall have personnel available at a11 
times durhg business hours w i t h  the authority to 
make delayed payment agreements and handle customer 
guestions and complaints. 

[21 All customers s h a l l  have toll-free teleDhone access . -  
to the  appropriate business office. A Gollect call 
from a customer accepted by the utility is 
considered to be a toll-free call. 

When a customer informs a utility that he will have 
difficulty paying a bill, the utility shall offer to: 

(1) Inform the customer of h i s  rights and obligations 
under Rule 6-13, covering delayed payment 
agreements ; and, 

(2) Refer the customer to personnel with the 
authority to make payment arrangements fox the 
utility as required under R u l e  6.13. 

n. C a l l  Center Operations - Dgility Response Requjrements 
These Rules shall apply to each call center that handles 
ca l l s  from Arkansas customers. 

(1) All u t i l i t y  call. center response requirements as set 
out ia these Rulee shall  be measmed monthly on the 
basis of a twelve-month rol l ing average ending with 
the m o s t  recent month. The twelve-month rolling 
average shal l  be calculated uaing actual performance 
data rather than as an average of each month's 
perf omance. 
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a. During normal cal l  center business hours, 
eighty percent o f  all calls received shall  be 
answered within 30 seconds. 

b. During normal. call center business hours, the  
average speed to a n ~ w e r  t i m e  for a l l  received 
calls tha t  are answered sha l l  not exceed 30 
seconds. 

c. During normal call center business hours, a 
customer using an automated system shall at any 
t i m e  have the option to speak to an employee. 
Eighty percent of all such calls shall be 
answered by an employee within 30 seconds of 
the  customerrs election. 

d, During normal call center business hours, the 

Within 25 seconds of each call being received, 
automated systems shal l  allow customers to indicate 
that they are reporting a condition that is a clear 
threat to public safety. Each utility shall 
determine monthly whether it is meeting this 
standard. 

busy-out rate shall. not exceed 5%. 

Each call determined by the utility to be a clear 
threat to public safety shall be given the highest 
priority and answered by the next available 
employee,, Each utility shall determine monthly 
whether it is meeting this standard. 

Zn determining compliance with this Rule, reasonable 
considerations shall be given to any extraordinam 
circumstances that may have existed during the 
measurenent period. 

R u l e  2 - 0 6 .  C a n m l a i a t s  to the UtiJitv 

A utility shall fully andpromptly investigate a l l  complaints. 
Utilities shall ensure that perBonnel follow these procedures 
and meet these standards: 

Utility employees responsible €or dealing w i t h  the public 
sha l l  prurqt ly  handle complaints or r&er them to someone 
who can handle the complaint. When practical, employees 
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whaee primary duties involve collections shall  not 
investigate b i l l i ng  complaints. 

B. Complaint Records 

U t i l i t i e s  shall record a l l  cornplahts and keep the record 
as required by Rule 7.04 .  

A customer shall no t  be required to visit the  business 
of€ice to make a complaint. A customer may make a 
complaint either orally or in written form. 

D. E f € e c t  of CcYmplaint on Suspension 

(1) When a customer disputes a utility's reason for 
shutting off service, the utility shall not suspend 
service while the utility or the Commission 
processes the complaint, fE the utility's reason 
fo r  Elhutting of€ service is Rule 6-01-A., B,, E., 
F.# H., O., or Q - ,  the customer m a y  be r e v i r e d  to 
post a deposit w i t h  the  utility equal. to the 
disputed amount while the utility or the Comission 
processes a complaint- The customer must pay any 
undisputed amounts by t he  date printed on the most 
recent shut-off notice to avoid suspension of 
servjce. If the u t i l i t y  is in error, the depoait 
w i l l  be promptly refunded with interest. 

(21 The utility may waive the deposit allowed by this 
Rule. 

(31 Nothing contained in Rule 2.06.D. (I) shall prevent a 
customer who fails to p o s t  a deposit under this Rule 
from complaining to the Commission, but such action 
shall not  af€ect the  utility's right to suspend 
service. 

(4) The utility may suspend service for some other valid 
reason s e t  out in Rule 6-01. while the utility or 
the Codss ion pracesses the complaint. 

(1) 24 utility shall report, either by telephone, mail, 
or in person, the  results of its investigation to a 
complainant within 3 busineaa days of i t s  
completion. 

2-7 



(2) I€ the utility does not resolve the complaint, the 
utility shall: 

a. advise the complainant of his right to complain 
to the Commission without incurring a f i l i n g  
charge; 

b. include the mailing and street address and 
telephone numbers (local and toll-free) of the 
Comission's Consumer Services O f f i c e ;  a d ,  

c .  advise the complainant that he may still ask 
the Commission to review the complaint after 
suspension. 

Rule 2 - 0 7 ,  Complafnts to the Commission 

C o m p l a i n t s  may be in written or oral. form. 
Conplainants shall give a name, address, name of the 
utility involved, account number if known, detailed 
description of the complaint I and the desired 
result - 

(2) Notice to Customer and Utility 

Within 3 business days after receiving an informal 
cornplaint, the Commission shal l  : 

a, explain complaint procedures to the 
complainant by telephone or in writing; and, 

b. provide the details of the complaint to the 
utility. 

Each utility Bhall give the Commission's Consumer 
Services Office a current list of personnel who 
answer Cummission auestions about complaints. A 
utility repreaentatcve w i t h  t he  authoricy to process 
Commission questions about complaints must always be 
available during businesa hours. 
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Utilities shall imediately report any change in the 
contact personnel to the Commission's Consumer 
ServiceB O f f i c e  - 

( 4 )  C d s s i o a  Requests for Informatfon 

a. Under Ark. Code Ann. § 23-2-309 the Commission 
may, at any time, require a utility to €urnish 
any information which may be in i t a  possession 
concerning rates, tolls, fares, charges, or 
practices used in conducting its service. 

b- Requests may include, but are not limited to, 
copiea of correspondence, internal memoranda, 
and reports to the customer; and, an itemized 
billins bistorv which includes all billed 
amomti,  applicable billing and due dates, 
information contained on shut-off notices, 
customer payments, suspensions I and 
reconnections. 

( 5 )  Utility Rasponees to Requests €or Informati- 

a. A utility shall respond to C o d s s i i o n  requests 
€or in€armation concerning any complaints as 
quickly as possible but not later than 15 
calendar days after receipt. 

b. The utility shall respond directly to the 
Commission and shall not h i t i a t e  contact or 
correspond with the complahant, unless first 
authorized by a representative of the  
Conmtission's Consumer Services O f E i c e .  

( 6 )  E f f e c t  Of C o n q l a i n t  ox1 Suspension 

a. When a customer disputes a utiility's reason f o r  
shutting off service, the utility sha l l  not 
suspend- service while the utility 03: the 
Commission processes the complaint. If the 
utility's reason fo r  shutting o€f selrvice is 
Rule 6.01.A., D., E,, F,, H . ,  O . ,  or Q., the 
customer may be required to post a deposit with 
the utility equal to the disputed amount while 
the utility ox the Commission processes a 
complaint. The customer must pay any 
undisputed amounts the date printed on the 
m o s t  recent shut-off notice to avoid suspension 
of service. If the utility is in error, the 
deposit will be refunded w i t h  h te re s t .  
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b. The utility may waive the deposit allowed by 
this Rule;. 

c .  Nothing contained in Rule 2.07.A. (6)a. shall 
prevent a customer who fails to post a deposit 
under this Rule from f i l i n g  a formal complaint 
with the C Q ~ ~ ~ S S ~ O I I .  

d, The utility may suspend service for some other 
valid reason set out ir, Rule 6-01. while the 
utility or the Commission processes the 
complaint - 

( 7 )  Cmmnission kveetigakfon and Report: 

The Commission shall investigate each informal 
complaht I i sme an informal complaint investigation 
report to the  complahant, and notify the utility df 
the results of the investigation, The Commission 
w i l l  provide the utility a copy of any written 
investigation report given to t h e  complainant 

( 8 )  Disputed Results 

The utility or the  complainant may file a formal 
complaint if not satisfied w i t h  the informal 
complaint results. The Commission ahall provide 
infomatian to the complainant which explains formal 
cornplaint procedures. 

B. Formal Complaints 

a. Any chamber of comerce or board of trade, 
mercantile, agricultural, or manufacturing 
association, any public u t i l i t y ,  any munici- 
pality, any customer of a public utility, any 
person unlaw€ully treated by a public utility, 
ox any public u t i l i t y  unlawfully treated by a 
customer, may canplain to the Comissior, in 
m i  t ing - 

b. Any cQnsumer or prospective consumer of any 
utility service may complain to the Comission 
about the service, furnishing of senrice, or 
any discrimination in Bernice or rates. (Ark. 
Code Ann. S 23-3-119.) 
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a .  Cumhints must first be made to the u t i l i t y  
before they are made to the Commission. 

b. The complaint shall be filed according to the 
Commiaaion'e Rulee of Practice and Procedure. 
Sample copies of E u m l  complaintB and 
hstructioas are available €ram the Commission. 
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SECTION 3. APPLICATION FOR SERVICE 

Rule 3.01, Applicat5on for Semd-ce 

A. 

B. 

c. 

D. 

E. 

Application Methods 

New sewice, add5tional sewice, t r a d e r  of service, OX 
a change Sn service may be requested In writing, orl at 
the discretion of the utility, orally by telephone. 

Record of kpplicatian 

Each utility must keep a record of each written or verbal 
application €or utility semice as required by R u l e  7.01, 
of these Rules- 

ExcEPTfOEJ: 

Gas and w a t e r  utilities (which do not have an 
allocated territory) are not required to consider 
"requests fo r  service when it is not feasible to 
provide the facilities" as applications for senice.  
These requests €or service shall be maintained in a 
file for 2 years but are not covered by other 
requirements of Rule 3.01. 

Precedence af Service 

Utilities shall not measonably discriminate in 
processing applications for service. Priority shall be 
given to applications involving medical emergency, and 
public health and safety. 

Connection Deadlines 

Utilities shall connect service within the  time frames 
required by t h e  applicable Commission Special Rules- 

Information Provided at Time of Applicatfon 

(I) -lanations and Assistance 

a. A utility shall offer to inform applicants 
about all rates, payment plans, and equ5pment 
optt:ions available for  the applicant's class of 
service. 
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b. A utility shall explain how often a customer's 
b i l l  is mailed and when the bill is considered 
past due. 

If a utility requires a cooperative membership 
fee, a security deposit or guaranty €or the 
applicant to receive service, the utility shall 
explain requirements and payment options 

c. 

(2) Expected Semke Date 

when an applicant requestB utility sewice, a 
utility shall  provide an expected service date 
according to the service connection pracedures in 
the applicable Conmission Special Rules. 

A current copy of the form to be used f o r  the application for 
service and any revisions to t h a t  € o m  shall be provided to the 
Cormission~s Consumer Services O f f i c e .  

Rule 3.03. Extension of Sem5ce 

A. Requirements for Extension of Service 

Extension of Eacilities shall be made according to: 

a. the requirements in the Commission's Special 
Rules ; 

b. the =tension of Service Agreement set o u t  in 
Subsection 8. o€ this Rule if the applicant is 
required to pay any cost; and, 

the utilityls approved extension of faciLitfes 
tariff aB required by the Commission's Rules of 
Practice and Procedure - 

c. 

The cost of the extension shall be based on the m o s t  
economically feasible route from the utflityts 
nearest point of connection to the applicant's point 
of delivery, congi&ent w i t h  sound engineering 
design for  the u t i l i t y  system. 

If the utility d z e s  facil i t ies in excess of the 
applicant's requirements for service, any cost to be 
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paid by the  applicant shall be adjusted to reflect 
only the  cost of his service requirements. 

B. Extension of Senrice Agreement 

I€ s e w i c e  will be provided, within 30 days of receipt of 
the application for  semice the utility sha l l  provide the 
Extension of Sewice Agreement  to the applicant and 
explain any payment options. T€ additional time is needed 
by the utility during t h i s  30-day period, the utility w i l l  
noti€y the applicant in writing of the reason for delay. 

If a cost ta the applicant will be required to extend 
senrice, the utility may require the applicant to sign an 
Extension of Service Agreement before construction begins. 

The Extension of Service Agreement shall include the 
following: 

Name and address of the apglicant; 

D a t e  of application; 

Location and descrLption of the sewice point; 

A summary of the engineering study, i€ any; 

A sketch o€ the construction route; 

-lanation of a l l  costs in reasonable detail ;  

Estimated starting date of construction; 

Estimated completion date of construction; 

Terns of payment; and, 

(10) Customer reimbursement by utility, if applicable. 

C.  Shar5ng the Extension 

Each utflfty shall m a k e  reasonable efforts to identify and 
notify residents and businesses in the general area of a 
proposed extension of service and give them an opportunity 
to participate in the extension. If a cost to the 
applicants will be required to exkend s e w i c e ,  the utility 
may require each applicant to sign an Extension of Service 
Agreement before construction begins. 
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Rule 3 . 0 4 .  Refusfna Service 

A. €&masons for R e f u s a l  

A utility may refuse s e n h e  to an applicant only for the 
following reasons : 

(1) A bill € r o m  the utility for the  same kind of u t i l i t y  
service remains unpaid in the applicantas name; 

EXCEPTION : 

A utility may not refuse utility semice to an 
applicant because. of unpaid b i l l s  for merchandise 
or non-utility seTviceB purchaHed, rented, or leased 
€ r o m  ox through the utility. 

Application for service fallawing the relocation of 
the applicant and a former customer to new premises 
Erom premises where a bill remains unpaid for 
service which was provided to the former customer 
while the applicant: was a full-time occupant; 

Application for service at premises where there is 
an unpaid utility bill and where: 

a. the former customer who owed the bill remains 
at the premises; 

b. a full-time occupant of the premises when the  
bill w a s  incurred remains at the premises; or, 

c. a h l l - t i m e  user of the Bernice when the  b i l l  
was incurred remains at the premises- 

The applicant is not in complfance w i t h  a Commission 
order, a delayed payment agreement, or an extenaim 
agreement w i t h  the u t i l i t y  entered w i t h  respect to 
service previously rendered by the utility to the 
applicant ; 

The applicant has not paid the utility an approved 
fee, charge, or deposit as provided €or in these 
Rules OF the utilityts approved tadffs; 

The applicant has not € m i s h e d  adequate assurance 
of payment in the  form of a deposit or other 
security for service within 20 days of an order for 
relief under the Enited States B a n k r u p t c y  Code, 
U.S.C.A. Title 11 § 366; 
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There is evidence that the applicant is using 
aervLce in an unauthorized manner or is tampering 
w l t h  the equipment furnished and owned by the 

A misrepresentation to the utility by the  applicant 
relevant to the condi t ions under wuch the applicant 
may obtain utility Service; 

The applicant has not provided acceptable evidence 
of identity.  Acceptable evidence includes the. 
following: 

a. driver's license or s t a t e  ID card; 
b. m i l . i t a q  ID; 
c, ID € r o m  place of errtplopent; 
d. social semity card; 
e. current student SD; 
f. passport; 
g . birth certificate; and, 
h. any other evidence which would establish 

If a utility reason&ly believes that the evidence 
offered is unreliable, it m a y  refuse to accept it 
and seek additional evidence Ezom the applicant. 

utility; 

identity; 

The applicant is not in compliance w i t h  a11 state  
and/or municipal regulations governing the service 
applied for; 

The applicant is not in compliance w i t h  the 
utilityts tari€fs which have been approved by t h i s  
Commission; 

The service applied for is of such character that  it 
is l i k e l y  to unfavorably affect the service to other 
customers; 

The connection of utility service to the applicantJs 
equipment would create a hazard; 

The applicant is causing or threatening i n j u r y  to a 
u t i l i t y  employee or an employee's family to 
retaliate f o r  ox prevent an act the utility performs 
in the course o€ business; 

The applicant is causing or threatening damage to 
utility property; or, 
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(161 An applicant €or a party l i n e  had party-line service 
disconnected within the previous 12 montha because 
of unreasonable, unlawful, or abusive use of tha t  
sewice. 

'El, Notice to Applicant 

Xf a utility re€uses to serve an applLcant, it shall give 
an explanation in wri t ing  to the zpplicant w i t h i n  7 
business days. The explanation shall include the 
following: 

(1) The reason €or refusing mzmice, including the 
applicable Cornmiasion Rule; 

(21 The conditions, if any, under w h i c h  semice would be 
provided; and, 

(31 The applicantls right to complain to the Commission, 
including the local and toll-free telephone numbers 
and mailing and street address of the  Commission. 

Rule 3 . 0 5 .  Disputed Charae: Providins Senrice 

A. When a utility re€uses to B m e  an applicant f o r  not 
paying a previous bill and the applicant disputes the 
amount due, the applicant m a y  complain to the Commission. 

B. A utillit-y m a y  require a deposit of the disputed amount 
before serving the applicant. However, a utility may 
waive this deposit. 

Once a deposit of the disputed amount is either posted or 
waived, the utility shall sene  the applicant, pending 
Einal disposition of the dispute, 

When the complaht is resolved, the utility shall. promptly 

C. 

D. 
refund any part of the deposit found to be due the 
applicant w i t h  interest f r o m  the date o€ the deposit. 
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A. Con&!.tians 

A utility may require a depo&t € r o m  any applicant: to 
guarantee payment f o r  service, subject to the conditiorrs 
in Subsections A. (1) and ( 2 ) .  

(1) A utility may not require a deposit or other 
guaraty based upon income I residential locat ion, 
race, color:, home ownership, creed, sex, marital 
status, age, or national origin. 

A utility shall not demand a deposit as a cona t i an  
of service from an applicant for residential seruice 
unless one or more of the following cr i te r ia  
applies : 

a. the applicant cannot provide proof of a 
satisfactory payment history w i t h  the same kind 
of utility for the  previous 12 months. 

b. the applicant has a past due, unpaid account 
for prevbus u t i l i t y  service with the u t i l i t y  
which is not in dispute. 

(2) 

c- . the applicant did not pay bills from the 
utility by the close of business on the due 
date 2 times in a row 03: any 3 times in the  
last 12 months. 

d. the applicant gave the utility 2 or more checks 
in paynent for previous u t i l i t y  senrice w i t h i n  
the most recent 12 month period of service 
which w e r e  r e t m e d  unpaid for reasons other 
than bank error- 

e. the applicantta service fxum the utility has 
been suspended during the last 24 months €ur 
one or more of the fol lowhg reasons: 

(i) nonpayment of any undisputed past due 
b<fl(s); orl 

( i i l  misrepresentation of the applicant Is 
identity for  the puzpose of obtaining 
utility sewice;  orl 
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(iii)failure to reimburse the utility for 
damages due to negligent or intentional 
acts  of the customer; or, 

(iv) obtaining, diverting, or ushg service 
without the authorization or knowledge of 
the  utility. 

E. information provided by the applicant upon 
application fo r  sewice or within the previous 
2 year period is materially false or materially 
misrepresentative of the applicant 1 s true 
status1 and the misrepresentation is relevant 
to the conditions utlder which the  applicant may 
obtain utility senrice. 

B. Amounts 

Utilities shal l  determine t h e  amount of a deposit as 
follows: 

(1) The deposit sha l l  not be more than 2 average b i l l s  
as defined in Rule 4.03. if payment for u t i l i t y  
service is due after service begins; 

EX-PTION: 

A utility m a y  receive from a landlord a deposit 
which shall  not exceed the estimated bill for 3 
average b i l l i n g  periods - 

(2)  The deposit shall not be more than 1 average b i l l  as 
delEined in Rule 4.03.  if payment for utility service 
is due before service begins; 

(3) Xf a utility discovers that an applicant has used 
the utility's service without authorization ar 
tampered with the utilityls equipment, it may 
charge that applicant a total deposit of not more 
than 6 average b i l l s ,  p lus  the potential damage to 
utility equ5pment. The utility may not charge this 
deposit if the  customer has received more than 2 
years cumulative gemice since the utility 
discovered the unauthorized use ox tampering; 

(4) If the utility has proof of a misrepresentation to 
the utility by the applicant relevant to the 
conditions under which the applicant obtained 
utility service, it may charge t ha t  applicant a 
total deposit o€ not m o r e  than twice the maximurn 
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b i l l -  The utility may not charge this deposit i€ 
the customer has received more than 2 years 
cumulative service since the utility discovered the 
misrepresentation. 

In accordance with the United States Bankruptcy 
Code, U.S.C.A. Title 11 5 3 6 6 ,  the u t i l i t y  may 
require an applicant to furnish adequate assurance 
of payment in the form of a deposit or other 
security. 

If the applicant has previously left the utility's 
semice owing a b i l l  and that bill is unpaid at the 
time of application, the utility may require a 
deposit equal to twice the maximum billing. 

Except f o r  deposits under Rule 4.QJ.B. (3) I applicants 
shall. be allowed to pay the deposit  in 2 installments - ?4 
of the deposit before receiving BerYice and the remaining 
'x with the f i s t  b i l l .  

D. R e c e i p t s  

Utilities shall give customers receipts for their deposits 
upon customer request. 

IhzLe 4-02 .  D e p o s i t s  from Customers 

A u t i l i ty  may only require a new deposit or an increase in 
the amount of a deposit from a customer far  the following 
reasons ; 

The customer €ailed to pay a bill before the close 
of business on the shut-off date within the l a s t  12 
months i 

The customer gave the utility 2 or more checks which 
were xeturned unpaid for  reasons other than bank 
error in the  last 12 months; 

The customer did not pay bills by the close of 
business on the due date 2 times in a r o w  or any 3 
times in the last 12 months; 

D u r i n g  the last 24 nmnths, the customer misrepre- 
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sented his identity or other €acts relevant to the 
con&tions under w h i c h  the  customer obtained or 
continued utility service; 

The customer used service without authorization, 
tampered w i t h  utility equipment, or infl icted damage 
to utility equipment during the last 2 years;  

The customer used more semice than the estimate on 
which the utility based t he  deposit. The utility 
may not charge ahy additional deposit under 
Subsection A. (6) after the €Eirst 12 months of 
sewvice unless the customer moves the service to a 
new location or expands the business or scope of 
operation at the original location; 

In accordance w i t h  t he  United States Bankruptcy 
Code, U.S.C.A. T i t l e  11 § 366, the utility may 
require a customer to Eurnisb adequate assurance oE 
payment in the form of a deposit or other security. 
This deposit may be in addition to all other 
deposits posted w i t h  the utility 'before the 
bankruptcy filing. 

B. Amounts 

When a utility chaxges a n e w  or additional depusit, the 
total a m o u n t  on deposit at any time shall not be more than 
the t o t a l  of the customeras 2 highest b i l l s  during the 
last 12 months. 

EXCEPTIONS: 

{I) Deposit for Fraud or Tampering 

If the  reason for requiring a deposit is 
unauthorized use of sexvice or tampering w i t h  
utility equipment, the  total amount on deposit with 
the utility shall not be more than the estimated 
bill for 6 average billing periods plus the cost of 
potential damage to utility equipment. 

See Rule 4.02.A. ( 7 )  above. 
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Written Notice c. 

D. 

E. 

A utility shall explain in writing the  reason f o r  charging 
any new or additional deposit, the amount of the deposit, 
when the deposit must be paid, and the consequences of 
failing to pay the  additional deposit. 

Payment Procedures 

Except €or d e F s i t s  under Rule 4.02.A. (51, a customer may 
pay % of any new or additional. deposit in equal 
installments with the next 2 bills. 

Receipts 

Ukilities shall give customers receipts for  their deposits 
upon customer request. 

Rule 4 - 0 3 .  Calculation of Averaqs B3.11 

A. MI, U t f l i t i e s  

Seasonal Customers 

The average bill.  is the total a€ the monthly b i l l s  
during the  "season" as defined Ln the utility's 
tariff -- fo r  example, irrigation season or ginning 
season -- divided by the number af'months of usage 
during the  season. 

Non-Seasonal Customera 

The average b i l l  is the total of t he  last 12 months' 
b i l l s  divided by 12- 

B. For Inadequate Billing Eistoxy 

If a customer or an applicant for  service has fewer than 
the required number 6f months' billing history with the  
utility, the average bill s h a l l  not be more than the 
average monthly usage for that class and character of 
service - 
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Rule 4-04-  G u a r a n t y  in Place of a Deaosit 

A. Requirements 

Residential CUetmners 

Instead of a deposit, a utility shall accept the 
written guaranty of a qualified third party to pay 
an amount equal to the deposit. If a third party is 
a residential customer of the u t i l t f t y  and meets the 
following conditions, he is qualified to act as a 
guarantor an one residential account: 

a. the customer presently has no deposit OR file 
on his o m  account; 

b. the mstomer has bad eervice for  at least 12 
months; 

c, the customer has not paid late more than two 
t i m e s  in the last 12 months; and, 

d. the customer has not had service suspended for  
failure to pay in the l a s t  12 months. 

Nun-residential dustamers 

Instead uf a deposit, a utility may accept the 
written guaranty of another customer to pay an 
amount equal to the deposit. 

The utility may allow a customer to guarantee more 
thaa one account. 

B. Liability 

The liability of a guarantor shal l  be l i m i t e d  to the 
amount required f o r  a deposit when the guaranty was 
made, or a revised amount allowed by Rule 4 .02 .  and 
agreed to by the guarantor. 

The guaranty shall end when a deposit would be 
re€unded as outlined in Rule 4.06. or when the 
guarantor’s account is closed. 

The utility s h a l l  provide the guarantor a copy of 
the Guaranty Agreement Form which clearly states the 
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amount of the suarantorls liabilitv and which has 
been signed by-the guarantor and t6e  utility. The 
quarantar's agreement shal l  be i33. the form set out 
In Subsection-D. of this Rule. 

C. Collection 

A utility may collect the  guaranteed amount on t he  
guarantor's account aa if it were a charge for service. 

D. Guaranty Agzeement Form 

A guaranty agreement shall be in the following € o m  and 
must be signed by the guarantor and the u t i l i t y  
representative: 

In consideration of (utility) providing 
service to the below named person(s), 3: agree to be liable for 
an amount not to exceed $ in lieu of a deposit for  
the following person(s) : 

ADDRESS : 

ACCOUNT #: 

I also understand that (utility] m a y  transfer up 
to the above a m o u n t  to my active account if the above-named 
person does not pay a l l  of the final bill af ter  the account has 
been closed, I understand I will be responsible for the lesser 
of the deposit or the a m o u n t  the above-named person actually 
owes (utflity). T h i s  guaranty will transfer to my 
account [at other locations) should I change my service 
address. The guaranty on a residential account shall expire 
under t he  same conditions as w w l d  result in the refund of a 
deposit. 1 understand that: utilities are not required to 
re€md deposits on business or commercial accounts until the 
account is closed. I understand that I cannot terminate this 
guaranty before that t i m e  unless my account ia closed. The 
amount of the guaranty is limited to the amount reqrrired €or a 
deposit when the guaranty is made- 

Signed: Signed: 
Utility Representative Guarantor 
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D a t e  : Name : 

Address ; 

Account #: 

D a t e  : 

Witness : 

Rule 4.05. Interest Payment on D e p o s i t E t  

A. A u t i l i t y  shall pay interest annually on deposits pursuant 
to W k .  Code m. 8 23-4-206. 

3. Interest shall. not accrue on any deposit after the date 
the utility has m a d e  and documented a good faith effort to 
return the deposit to the depositor. 

R u l e  4.05, Refundins Denosits 

A- If a residential cugtomer has paid all b i l l s  by the due 
date for the last 12 months, a utLlity must promptly 
refund the  deposit. Utilities are not required to refund 
deposits on business OF commercial accounts until the 
account is closed. Refunds may be made through a credit 
on the next billing cycle. 

(1) Fraud o f  Tampering 

If the reason for  requiring a depodt is 
unauthorized use of service or tampering w i t h  
utility equipment, a utility does not have to refund 
t he  deposit until an account i& closed. 

If the deposit w a s  subject to the jurisdiction of 
the United States Banlcruptcy Courts, the utility 
shall comply with the United States Bankruptcy Code 
in refunding or retaining the  deposit- 

B. When an account is closed, a utility shall  apply any 
dep-osit and accrued interest to the  amount due the 
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ut i l i ty .  The utility shall promptly re€tmd any balance 
due the depositor, 

A utility may not require a residential customer to make or 
increase a deposit because of a name change, unless one or more 
of the conditions set out in Rule 4.02.A. applies. 

Except as provided in Rule 4.02.A-, a utility shall  not charge 
an additional deposit if a cuskomer requests that  his service 
end at one location and that the  same kind and class o€ service 
f romthe  same utility begin at another location and the change 
takes 90 days OK less. 



SECTION 5 .  BII;LmG 

Rule 5.01. Xnfonnation on B i l l  

Each b i l l  shall contain the following information: 

A- Name and account number; 

8.  For bills based on meter readings: 

(1) The beginning and ending meter readings; 

(21 The dates of the meter readings if read by the  
utility; 

( 3 )  The number of days in the billing period if the 
meter is read by the utility; 

(41 The quantity of units consumed and billed using the 
same units of measurement as the approved tar i f€;  
a d ,  

(51 The rate gchedule designation; 

C.  For noa-metered semLce, t h e  beginning and ending dates of 
the bi l l ing  period and the  bas ic  rate schedule 
designation; 

D. The net amount of all paymentsr and o ther  credits made to 
the account during the billing period; 

E. Any previaus balance due; 

F. The amount of any "late payment charge" and an explanation 
of when it will apply; 

G. The date the bill was mailed; 

E. The date the bill is due; 

I. A list of a l l  charges or credits, including: 

(1) Deposit installments; 

(2 1 Deposit refunds ; 

(3) Automatic adjustments; 
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(4) Customer or minimum charges; 

J. 

K. 

fr. 

( 5 )  Taxes, listed by kind; 

(6) Charges for other u t i l i t y  service; 

(7) Charges for non-utility merchandise, service, or 

If a utility estimates usage, this fact shall be clearly 
shown on t he  b i l l ;  

e q u i p m e n t ;  

If a utility uses industry-specific abbreviations €or 
terns tha t  ewlain the  billing, it shall identify them on 
the b i l l ;  

A statement t ha t  tbe cuatomer m a y  contact the utility 
about any problem with b i l l h g  or senrice, or for a 
delayed payment agreement. The statement shall include an 
address and a telephone number where customers can call 
the utility w i t h o u t  charge. 

A current copy of the form to be used €or b i l l i ng  and any 
revi~ions to that Tom shall be prodded to the  Commfssionts 
Consumer Services O f f i c e .  

R u l e  5.03. B i T l 5 n s  Periods and Standards 

A- (1) Utilities shall b i l l  customers regularly. 

( 2 )  The billing period shall. be no less ehan 25 days and 
no more than 35 days unlesa it is the  Eirst ox Einal 
b i l l .  

8 .  U t i l i t i e s  shall b i l l  customers within 30  days after a 
meter reading. 

If a u t i l i t y  changea a meter reading route or schedule 
which results in an alteration of a billing cycle of more 
than 5 days, it shall notify affected customers 30 days 
before the change in the  b i l l h g  cycle. A utility may 
noti€y affected crustomers by bill insert w i t h  the bill 
preceding the change. 

C. 
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D. If payment is initially made at a business office, bi l l ing  
records shall show the date payment is received. If 
payment is i d t i a l l y  made to an authorized payment agent 
before the utility's close of business on t he  due date, 
billing records may ahow the date the  payment was posted 
as long as the account record shows tha t  the payment was 
not late. 

3, If a utility discovers a billing error, it shall promptly 
notify customers who may be affected. 

Rule 5.04. M a L l h c r  D a t e  

Utilities shall not mail b i l l s  later than the mailing date 
prLnted on the bill. 

Rule 5 .05 .  Due Dates 

A. If no l a t e  charge is imposed, the due date of a bill shall 
not be less than 14 calendar days after the date a b i l l  is 
mailed- 

B. If a u t i l i t y  imposes a late payment charge, the due date 
of the  bill shall not be less than 22 calendar days after 
the date the b i l l  is mailed. 

A- Payment may be cansidered late if the utility or its  
authorized agent for payment gets the payment af ter  the 
utilityls close of business on the  due date on the b i l l -  

B. If the utility is not open on the due date, customers may 
pay by the utility's close of business on the next day the 
utility's business offices are open, without being late. 

C .  Payment shall be considered late if a check is postdated 
beyond the due date or returned unpaid for reasons other 
than bank error- 

D. If a bank error causes a late payment, the utility shall 
correct its records to show that  the  customer paid the 
b i l l  on t i m e .  
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E. If a utility iEsues a late notice or suspension R o t i c e  tu 
any customer whose payment was received by the utility or 
i t a  authorized payment agent by the utility's close of 
business ox1 the due date, the record of the late notice or 
suspension notice shall be deleted f r o m  the customer's 
account record, 

Rule 5 - 0 7 .  bate Payment Charues 

A. A utility may calculate late payment charges only on an 
overdue Fortion of a b i l l  for  utility service. 

A late payment charge m a y  not exceed 10 percent of the 
first 30 dollars of the customer's bill and 2 percent of 
the remainder. 

B. 

C .  The amount of the late payment charge shall be set for th  
in the utility's tariffed schedule of fees and charges. 

Rule 5 . 0 8 .  Estimated Usacre E a r  Billinq 

A utility may not estimate a customeras usage far more than 2 
consecutive Bills. If a utility estimates usage, it shall use 
the  customer's consumption €or the  same t i m e  at t ha t  location 
the  year before. A utility may apply a weather-sensitive 
factor to the consumption in arriving at the current monthls 
estimated usage. If no figures are available for the current 
customer at that location for the previous year, a u t i l i t y  
shal l  use the class average to estimate consumption. 

A utility may estimate b i l l s  for m o r e  than 2 months when 
the meter is inaccessible or the location is impractical 
€or reading- However, af ter  the  second estimated reading, 
the utility must noti€y the  customer in writing at the 
billing address on the customer's accowt record and 
explain tha t  the meter is inaccesBible or the location is 
impractical for readhg. The written notice must also 
explain the  action required oE the c u s t o m e r  to correct the 
situation. 

Rule 5.09. Extended Due D a t e  P o l i c y  

A. Utilities must of€er an extended due date policy to 
customers qualifying under Subsection C .  of t h i s  Rule. 
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This is intended to enable utilities to change a 
qualifying customer's utility bill papent  due date to 
coincide with or follow the customerls receipt of t ha t  
income. Customem who quali€y under this Folicy and pay 
by the new date will not be considered late on their 
utility payment. When a customer applies for an extended 
due date, utilities shall explain the policy and gLve the 
explanation to the customer in writing. 

8.  Each utility shall file an extended due date policy as a 
tariff for Comdssior? approval. A policy must include: 

(2) HOW to apply; and, 

( 3 )  The method for  setting the extended due date. 

C .  The following matornem qualify fox an extended due date: 

(1) Per:sons receiving Aid to Families with Dependent 
Children ( A E n C ) ,  or Aid to the Aged, Blind and 
Disabled (AABDJ ; 

( 2 )  Persona recefving Supplemental security Income; or, 

(31 Persons whose primary source of income is Social 
Security or Veterans Administration disability or 
retirement benefits; 

The utility may require verification of the above sources 
of income. 

D. Utilities m a y  remove a customer's extended due date 
because the customer did  not pay bills by the close of 
business on the due d a t e  2 times in a row or any 3 times 
in the  last 32 months. Utilities shall notify customers 
in writing when the  extended due date has been r e m o v e d  €or 
late payment. 

E. Utilities m a y  impose a late payment charge on plan 
participants who do not pay by the extended due date. 

Rule 5.10. Levelized B i l l i n s  Plans for  Electric  and Gas 
TJtilities 

A. Electric and gas u t i l i t i e s  must provide levelized b i l l i n g  
p l a n a  for  quaILfying residential customers. When a 



customer applies €or the plan, the utility shall explain 
the plan and give the explanation to the customer in 

El. A levelized billing plan is not a delayed payment 
agreement. rf a c u a t m e r  on a levelized billing plan 
becomes delinquent, a utility may remove the customer from 
the h v e l i z e d  b i l l i ng  plan and, if the customer quali€ies, 
o€€er the customer a delayed payment agreement. 

Utilities shall. f i l e  levelized billing plans as a tariff 
€or Commission approval. Aplan must meet the following 
stmchrds : 

writing. 

C .  

Applicants must be told about levelized billing 
plana when they apply for service; 

Qualifying customers may enter the  plan at any time; 

A utility may charge a Commission-approved 
processing fee if a customer w i t h d r a w s  from a plan 
more than 3. t i m e  in 12 months. The amount o€ the  
processing fee shall be set  forth in the utility's 
tariffed schedule of €e@= and charges. 

When a customer w i t h d r a w s  from a levelized billing 
plan, the customer shall have the option of paying 
the account balance in full, or, if qualified, under 
a delayed payment agreement; 

When a levelized billing customer terminates utility 
semice, the utility shall re€md any net credit by 
check; and, 

When a l eve l izedbi l l ing  customer withdraws from the 
plan, the utility shall refund any credit within 30 
days. The utility may refund an overpayment by 
billing credit unleas the customer requests 
otherwise, 

Rule 5.11- Extended Absence P a w e n t  'Procedure 

A. Each utility shall have bill payment options which will 
allow a customer who is away for an extended period of 
time to avoid suspension of service. 

B. The options s h a l l  be filed as a tariff F o r  Commission 
approval. 
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Rule 5.12. Method of Payment 

A. Customers may pay b i l l a  in any reasonable m a n n e r ,  
including cash or a check payable to the utility. A 
utility m a y  re€use to accept payment by check if the 
customer has given the utility 2 checks which were 
retnxned unpaid f o r  reasons other than bank error in the 
last 12 months. 

B. A utility m a y  re€use to take a second check for  the same 
b i l l  if the first check was returned unpaid for reasons 
other than bank error. 

Rule 5.13. R e f x r n e d  Check Charse 

A utility m a y  charge a Commission-approved fee for  handling a 
check w h i c h  is returned unpaid f o r  reasons other than bank 
error. The a m o u n t  oE the returned check charge shall be set 
forth in the utility's tariffed schedule of fees and charges. 

Rule 5.14. Partial Pavments 

A. Won-Utility ChargeB 

Unless otherwise specified in writing by the customer, a 
utility shall  first credit payment to utility chxges  ff 
a customer pays part of a utility bill which includeB 
charges f o r  non-utility sewice. 

If a customer pays part o€ a bill €or utility s e h c e ,  a 
utility shall first c r e s t  the payment to earlier charges 
for utility service, This Rule does not apply when there  
is a disputed billr delayed payment agreement, or other 
written instructions. 

Rule 5.15. Overzravments 

A- Overpayments shall be credited to the  customer's account 
unless the customer requests otherwise. 

When a customer notifies the ut i l i ty  that he has overpaid 
his account and requests a refund of the overpayment, the 

B. 
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utility shall refund the amount of the overpayment w i t h i n  
30 days. 

Rule 5.16. M e t e r  Readina R e u u P r m t s  

A. Annual Readbgs 

If a utilityjs policy allows a customer to read his own 
meter, then the utility shall read that customer's meter 
at least once every 12 months. 

B. Meter Rea- Report 

A t  the customer's written request, the utility shall leave 
a report of the meter reading. 

The customer must renew the request before each 
readhg at the  customer's residence. 

A customer is allowed 2 free repor t s  every 12 months 
or only 1 if the m e t e r  iE read annually by the 
utility. 

A utility may charge a Commission-approved fee for 
additional reports- The amount of the charge shall, 
be set for th  in the utility's tar i f f ed  schedule o€ 
fees and charges. 

The report shall include: 

a. date and time of the reading; and, 

b. meter reading either in numbers or a diagram 
showing the pos i tbns  of the hands on the dial 
at the time the reading was taken- 

Rule 5.17. Billinu Metered Service 

A. B i l l s  for metered semice must be based on m e t e r  readhgs  
unless otherwise provided in a Comission-approved tar i f f  

B. Service used by the utility shall be measured by m e t e r s ,  
except for minor, incidental use where metering would not 
be practical. 
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A. Cu~komer Requested M e t e r  Tests 

A utility shall test a meter for  accuracy at the request 
of a customer under the Eollowing conditions: 

(1) Before testing, a utility must tell a customer when 
a fee w i l l  be charged and the amount of the €ee. A 
u t i l i t y  must give the customer a chance to w i t h d r a w  
the request before incurring any charge for the 
test- The utility shall also tell the customer that 
if the meter is not as accurate as the C o d s s h n t s  
Special  Rules require, there w i l l  be no charge for 
the test; 

The utility shall test the meter according to the 
Comissian's Special Rules; 

( 2 )  

(3) The utility shall tell the customer: 

a. where and when the utility will test t he  meter; 

b. that the  customer, and the customer's repre- 
sentatLve may be present when the utility tests 
the meter; 

a d ,  

( 4 )  when a ut i l i ty  mst remove a meter for a t e s t ,  it 
s h a l l  protect and seal the meter to prevent damage 
or tampering. The customer and the cus tmer fE j  
representative may be present when the  m e t e r  is 
removed; 

Within 10 daya after a test, the utility shall give 
the customer a written report. The report shall 
include the  date the utility received the customer's 
test request, the location and date of the test, the 
meterls identification numberr the results of the 
test, the Commission's Special Rules which apply, 
and whether the meter was a8 accurate as the 
Commissionfs Special Rules require. 

(5) 

A utility shall t e s t  a meter f o r  accuracy at the request 
of the Commission under the following conditions:  

(1) The utility shall test the meter according to the 
Commission's Special Rules; 

5-9 General Smite R d e s  



The u t i l i t y  shall inform the Commission where and 
when the utility w i l l  test the meter; 

When a utility must remove a meter for  a test, it 
sha l l  protect and seal t h e  meter to prevent damage 
or tampering. A Commission representative may be 
present when the m e t e r  is removed. 

Within 10 days after a test, the u t i l i t y  shall give 
the Commission a written report, The report shall. 
include the date the utility received t he  
Commission's request, the location and date of the 
test, t he  meter's identification number, the results 
of t he  test, the Commission's Special Rules which 
a p p l y ,  and whether the m e t e r  was as accurate as the 
Cammissionls Special Rules require. 

when a customer asks the Conmission to request a 
m e t e r  teBt without having first made. the request of 
the utility, the Commission shall: 

a. inform the customer when a fee will be charged 
and the amount of the fee; 

b. give the customer a chance to withdraw the 
reqnest before incurring any chaxge fo r  the 
test; 

c. inform the customer that if the meter Fs not as 
accurate as the Commission's Special Rules 
require, there will be no charge f o r  the  tes t ;  

d. inform the customer that the customer, the  
customer t s representative and a Commission 
representative may be present when the utility 
t e s t s  the meter; and, 

e. inform the customer when and where the utility 
w i l l  test the m e t e r .  

C .  trtility Charges for M e k r  T e s t s  

(1) If a test shows a meter to be as accurate as the 
Commission~s Special Rules require, the utility may 
charge a Commission-approved fee €or the test. The 
amount of the approved fee shall be set forth in the 
utility's tariffed schedule of fees and charges- 

(2) If a m e t e r  t e s t  shows that a meter is not as 
accurate as the Commission's special Rules require, 



I3 1 

(4) 

a utility may not charge a fee €or the test and it 
must correct the  customer's bill .  as required by Rule 

I€ a utility does not t e s t  a m e t e r  in the  manner 
required by the Commissionrs Special Rules, t h e  
utility may not charge a fee for the test- 

If a utility tests a meter more than once for the 
same request, and if any one of these t e s t s  shows 
the meter is not as accurate as the Commission~s 
special h l e s  require, the utility m a y  not charge a 
fee for any of the tests. 

R u l e  5.19. Bfllins Correckioner 

A. Metered Service 

A correction to a customer's account shall be made for 
m e t e r  error when a utility tests a m e t e r  accordhg to the 
Commission's Special. Rules and the error exceeds the 
tolerances allowed by the Commissionls Special Rules- 

(1) Period of Corsection 

If the date the m e t e r  f imt  became inaccurate can be 
ascertained, the period of correction shall begin 
w i t h  tha t  date and end w i t h  the date the inaccurate 
m e t e r  was  removed. If the date t he  meter €irst 
became inaccurate cannot be ascertained, t h e  
correction period shal l  begin 6 months prior to t he  
date the  inaccurate meter was removed and end with 
the  date of removal of the meter. 

If actual usage cannot be determined, it shall be 
the customerls usage at tha t  location for  the same 
time period of the previous year. A utility may 
a p p l y  a weather-sensitive factor to the consumption 
Ln amiviug at the estimated usage for the 
correction period. I€ no usage data is available 
for that customer at that location fox the previous 
year, a u t i l i t y  shall use the class average to 
est h a t  e consumption. 
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A u t i l i t y  shall apply the rates effective during the 
period of correction determined in Rule 5 -19 .A. {l) 
to the usage determined in Rule S,SS.S.(Z)- 

B. Procedures for Correcthg ap Overbilling 

(1) When a ut i l i ty  has overbilled a customer, the 
utility shall explain the reason for the  correction 
and refund the amount of the overbilling within 30 
days after discovering or being noti€ied of the  
error 

(2) The refund shall be credited to the customer's 
account unless the  customer requests otherwise, 

( 3 )  If the overbilling was the fault of t he  utility, the 
utility shall pay the customer interest on the 
overbilled amount. 

C. Procedures foz Correcting an UnderbilZkg 

When a utility discwera it has charged a customer 
less than it should have, the utility shall explain 
the error and offer a delayed payment agreement: to 
correct it- 

When a utility underbills a customer over one or 
more billing periods, the utility must allow the 
customer at l eas t  tha t  many billing periods to pay 
the correct amount under a delayed payment 
agreement. 

If the underbilling was the  fault of the customer, 
the utility may charge interest for the period of 
time during which the underbilling occurred. 

If the underbilling w a s  caused by unauthorized use 
of service or tampering w i t h  utility equipmentr the 
utility does not have to offer a delayed payment 
agreement. 

A u t i l i t y  does not have to conec t  an underbilling 
if the  cost of correcting the billing is not 
economically feasible. 
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D. T a q e r b g  

If a customer tampers w i t h  utility equipment, the utility 
may charge: a reasonable amount Tor damage to the equipment 
and for estimated sewice taken. This is in addition tu 
the remedies in Rules 4 -  01 .B. (3) , 4.02  .B. (1) and 6.01 . F .  
The utility may base the estimate on the customerls 
average lawful usage for the most recent12 month period. 
lf those figures are not available, the utility s h a l l  base 
the  estimate on the class average. 

(1) Newly Constructed 

nNewly constructed" means original construction 
which was not irrevocably approved or constructed on 
or before July I, 1981, or conversion of a building 
from one use to another involving multiple 
customers. 

a. Separate Premises 

Premises are separate and shall be separately 
metered and b i l l e d  if they are OIL di€fereatt, 
non-contiguous tracts of land. 

Premises on the same tract  or contiguous tracts 
of land may be master metezed provided that  the 
premisea: (1) are operated as one location by 
an individual customer; ( 2 )  are physically 
integrated and essentially part of each other; 
(3) provide a complete service or produce a 
complete product; 14) are similar in terms of 
the nature and purpose of energy use; and, ( 5 )  
are b the same service territory- Tracts of 
land separated by public streets, puf3lic roads, 
or public alleys are comidered contiguous. 
The customer shall own and pay for a l l  
€acilities beyond such master meter and a h d l  
pay a11 costs associated with the installation, 
removal, and rearrangement of such facilities 
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necessazy to allow the  utility to provide 
sewice t h o u g h  a single m e t e r .  

B. General Requirements 

(1) Wtilities shall separately m e t e r  and bill separate 
premises even if under common ownership. Utilities 
may not combine metering and billing unless some 
other part of this R u l e  allows it.. 

Gas and electric u t i l i t i e s  may not ins ta l l  master 
metera or combine t he  bills of individual customers 
in any n e w l y  constructed residential, commercfal, 
and industrial  complexes of 2 stories or fewer, and 
mobile borne parks. This Rule does not apply to 
dormitories, hotels, and motels. Gas and electric 
utilities shall offer to provide individual meters 
for all premises not covered by this Rule where 
multigle individual usage of gas and electricity 
could occur and where master metering would also be 
possible. 

I€ a utility or building owner applies for an exemptson of 
Subsection I3,(2) of this Rule, it must prove, in addition 
to the showing that must be made in Rule 1.03., that the 
costs of separate metering and billing would be greater 
than the long-term benefits to the utility's ratepayers as 
a whole, and provide evidence tha t  master metering does 
not conEXict with the  Arkansas Energy Code. Benefits to 
be considered may include, but are not limited to, the 
fOllOWiRg: 

Increased ef€iciency of consumption by individual 
devices ; 

Overall reduction of demand for  present and future 
energy and capacity; 

Encouragement of systems using renewable fuel 
sources other than fossil Euels; 

Providing accurate price signals which reflect the 
t rue  value and cost of energy to individual 
customers; and, 

Other benefits gained from energy efficiency and 
consemation. 
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e 5.25.  Transferti 

A ut . i l i ty  m a y  only transfer a past due balance f r o m  a 
customeras closed account to bne 'of the following active 
accorrnts : 

A. An account of the same customer f o r  the 6am class of  
service at any locat ion.  

B. The account of the customer's guarantor as allowed under 
Section 4.04.B, of these Rules. 
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SECTION 6 .  SUSPKNSIOH, T-TION ANI) RECONNECTZON OF SERVICE 

Rule 6.01. Authorized Suspension 

The 

A. 

B. 

C .  

D. 

E. 

F. 

G. 

H. 

r* 

5. 

only reasons a utility may suspend service to an account are: 

A bill for u t i l i t y  service to the current customer remains 
unpaid after the close of business on the last day to pay as 
printed OR the most recent shut-oEf notice; 

A former customer remains at the premises w h o  owes that 
utility an outstanding bill €or service at the premises; a 
full-time occupant of the premises when the bill W ~ E  

incurred remains at the premises; or, a full-time user of 
the  service when the bill was incurred remains at the 
premises. 

A current customer and a former customer who lived together 
at another location now live together at a new service 
location and the former customer owes a bill for semice 
used during the time they lived together at a €omel: 
location ; 

The customer is not in compliance w i t h  a Cornmiasion order, 
delayed payment agreement, or extension agreement with t h e  
utility; 

The customer has not paid a deposit required by a utility 
for the sewice; 

Unauthorized use of service or tampering w i t h  utility 
equipment; 

A misrepresentation of fact relevant to the conditions under 
which the applicant or customer obtained or continued 
utility sewice; 

The customer has not paid a bi l l ed  Commission-approved 
charge associated w i t h  providing senrice; 

Refusing to grant a utility access to its equipment at the 
customer's location at reasonable times; 

Violating the utility's rules designed to prevent 
interference with the use of semice by other customers, if 
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K. 

L. 

M. 

N. 

0 .  

P. 

8. 

R. 

the customer was notified first and given a reasonable 
opportunity to comply with the rules; 

Violating the utility*s mles regarding the  operation of 
nonstandard equipment or unauthorized attachments, if the 
customer was notified firsL and given a reasonable 
opportunity to comply with the rules; 

Violating federal, s t a t e ,  or local  l a w s  or regulatiom 
though use of the service; 

Abandoning the premises served; 

Causing or tfureatening injtny to a utility employee or an 
employee's family to prevent or to retaliate for  an act  the 
utility performs in the course of business; 

Causing d a m a g e  to utility property; 

Threatening to cause damage to utility property; 

Not paying for damage to utility equipment on the customer's 
premises; or 

A condition exists which poses a health or safety hazard. 

Rule 6 . 0 2 .  Unauthorized Suspension 

A utility may not suspend service to an account for the following 
zeasons : 

24. Not paying for  non-utility merchandise or non-utility 
services purchased, rented, or leased from or through the - 
u t i 1  i ty; 

B, Not paying for  a different kind or different class of 
service; 

C .  A utility is sewing the customer through a separate active 
account and the customer does not pay for s e n i c e  to tha t  
account; 
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R u l e  6.03. Bankruptcy 

A utility may not suspend service to a trustee or debtor in 
banIuuptcy far failure to pay a b i l l  incurred prior tu a 
bankruptcy filing i€ the trustee or the debtor pays a deposit 
under Rule 4.02.A. (7) within 2 0  days of the  order for relief in 
bankruptcy. (See United States Bankruptcy Code, U.S.C.A. Title 11 
§ 366.) 

The utility may not suspend semice during that 2 0  day period. 
I€ a debtor asks the utility to reconnect sewice during that 2 0  
day period, the utility must reconnect, 
the utility may suspend service if the customer has not paid a 
deposit. 

After the  20 day period, 

Rule 6.04. Notification o f  Suspension of Service 

A. A utility must notify a customer in writing 5 calendar days 
before it suspends s e w i c e -  
notice to the customer's premises, the utility must leave 
the notice in a conspicuous place where the notice is easy 
to see. if the utility mails the notice, the 5 days begins 
3 calendar days after the date the notice is placed in the 
U.S. mail. The utility mst send the notice to the 
customer's last known address by first-class mail. 

If a utility delivers the 

3. A utility may suspend sewice without pr ior  written notice 
under Rule 6.01.D., F., H. I 0. , P -  and R. The utility 
shall noti€y the  customer of the reason for suspension by 
first class mail QK by leaving a notice at the premises. 
Suspension procedures shall also fallow a l l  other 
requirements of Rule 6.09.B. If pr io r  written notice of 
suspension has been given, Rule 6.04-E. does not apply. 

Rule 6 . 0 5 .  Shut-Off Notice - Submission Requirements 
A current copy of the € o m  to be used for shut-off notices and 
any revisions to that form shall be provided to the Commissionqs 
Consumer Services O f f i c e .  

R u l e  6 . 0 6 .  Third-party Notif ieatiion o f  Suspension 

A residential customer may name a consenting person or agency to 
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receive a copy of all shut-off notices. A utility s h a l l  mail 1 
Copy of a l l  shut-off notices to the customer and 1 to the other 
person or agency. 

Rule 6 . 0 7 .  Form and Contents of Shut-Off N o t i c e  
Each shut-off notice shall contain t h e  following information: 

A .  

B. 

C. 

D, 

E. 

F. 

G. 

H. 

I. 

J. 

K. 

The title "SHUT-OFF NOTICE", "CUT-OFF NOTICE", or 
"DISCONNECT NOTICE" i n  type at least 1/4 inch high; 

the name and address of t h e  customer, and the  address of t h e  
service, i f  different; 

The reason for suspension and any overdue amount; 

A clear statement of what to do to avoid suspension; 

The date after which t h e  utility will suspend service unless 
the customer takes appropriate action; 

A statement that, "YOU MAY QUALIFY TO PAY YOUR BILL IN 
INSTALLMENTS AND AVOID SHUT-OFF BUT YOU MUST CONTACT THE 
UTILITY'S BUSINESS OFFICE BY THE CLOSE OF BUSINES ON THE 
LAST DAY TO FAY PRINTED ON THIS NOTICE AND ASK FOR A DELAYED 
PAYMENT AGREE MEN T " ; 

A statement that a residential customer who has a serious 
medical condition, or is 65 or older, or an individual 
w i t h  disabilities may contact: the utility about qualifying 
for delaying suspension; 

For electric and gas utilities, a statement that t h e  
customer may contact the u t i l i t y  for the names of federal, 
State,  and loca l  bill payment assistance agencies; 

What it will cost and what a customer will have to do to get 
service reconnected; 

How much the customer can be charged if utility personnel 
must go to the premises to collect: the bill; 

The telephone number and address of t h e  utility of f i ce  where 
the customer may pay the bill, make payment arrangements, or 
make a complaint; and, 
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L. A statement that any customer with an unresolved complaint 
may contact the Arkansas Public Service Commission. 
statement s h a l l  include the C o d s s i o n J s  mailing and street 
address and local and toll-free numbers. 

The 

Rule 6 . 0 8 .  Paymen t Requirements to Prevent Suspeneion 

A. A customer must pay the utility or its authorized agent 
before the  utility's close of business on the last day to 
pay as printed on the most recent shut-off notice to prevent 
suspension. 
The utility may require the customer to pay any applicable 
approved collection fee or late charge to prevent 
suspension. 

B. 

C -  A utility shall not require a customer to pay f o r  usage 
which has not been billed, or which has been billed but is 
not yet overdue, to prevent suspension. 

D. After the utility's dose of business on the last day to pay 
printed on the most recent shut-off notice, payment made 
within 24 hours of a scheduled shut-off shall not affect the 
right of the utility to suspend service and 
reconnect fee if the service wits suspended, 

charge a 

E. A utility shal l  not refuse to acdept payment made on an 
account after the utility's close of business on the last 
day to pay printed on the most recent shut-off notice. 
However ,  a utility is not required to reconnect service if 
the payment made after that time is less than the amount 
required by the. utility before reconnection- 

Rule 6.09. Suspension Procedures 

A. Suspension D a t e  and T h e  Requirements 

(1) A utility may suspend service only during normal 
utility business office hours. H o w e v e r ,  no suspension 
shall occur during the  last hour of the utility's 
normal business office hours. 

(2) A utility may not suspend  emi ice on a day, or on a day 
immediately before a day, when the utility does not 
have employees available w h o  may authorize and 
reconnect service at the normal business day charge. 
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If a utility issues more than 1 shut-o€f notice before 
suspending service, it may not suspend service before 
the  dose of business on the last day to pay as printed 
OR the most recent shut-off notice unless Rule 6.04.3. 
applies- 

A utility must suspend service within 30 days after the 
last day to pay, as printed on the most recent shut-off 
notice, unless suspension is delayed under other 
Commission Rules, or the reason €or the suspension has 
been eliminated. 

B. SuplpaFiian Procedures at the Premises 

(1) Utility employees shall not violate any s t a t e  or 
federal laws or regulations in order to suspend 
service. 
customer's premises shall identify themselves to the 
customer or any other adult at the premises and give 
the reason for  being there. 

Utility employees suspending service at a 

If the customer offers to make a payment, the utility 
employee shall accept payment at that time. The 
utility employee shall also honor a receipt f r o m  the 
u t i l i t y  or a canceled check showing that: the customer 
paid the bill. Utility employees may refuse payment in 
cash if: they give the customer 24 hours to pay at the 
business office. The employee m a y  refuse payment by 
check if the customer has given the utility 2 checks 
which w e r e  returned for  reasons other than bank error 
within the last year. 

(2) If the customer or other adult is not: at the premises 
or does not respond, the utility employee must leave a 
notice in a conspicuous place so tha t  the notice is 
eaay to see. The notice shall  contain the  following: 

a. 3 statement tha t  semice has been suspended; 

b. the reason for  the suspension; 

c .  the address and telephone number where the 
customer may arrange to have service 

reconnected; 

d. the amount past due; 
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e. any approved collection charge; and, 

f. the action and payment necessary before the 
utility will reconnect service. 
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R u l e  6 .20 .  Closing Suspended Accounts 

A utility Bhall not close a suspended account until. a customer 
has been given 7 calendar days to have service reconnected af te r  
suspension. Once an account is closed, a utility may treat a 
former customer who wants senice  again as an applicant. 

Rule 6.11. Collection Fees 

A utility may charge a Commission-approved collection fee under 
the  following conditions: 

A. The last day to pay, as printed on the shut-o€f notice, has 
passed; and, 

B. A utility employee accepts payment at the premises under 
Rule 6.09.B.(1) or, at the customer's request, visits the 
premises to collect. The employee must leave a notice as 
described in Rule 6.09.B.(2) at the premises if the  
requesting customer is not khexe as agreed. 

Rule 6 . 1 2 .  Reconnection of Service 

A. 

B. 

C. 

D. 

The utility shall reconnect service at the request of the 
customer if a l l  reasons for  suspension have been eliminated. 
The utility shall reconnect service in the normal course of 
business when suspension was the fault of the customer. The 
utility shall reconnect sen ice  immediately i€ suspension 
was the utility's fault. 

A utility shall not require a customer to pay fa r  usage 
which has not been bil led,  or which has been billed but is 
not yet overdue, before reconnecting suspended service. 

A utility m a y  require payment of any Commission-approved 
collection, late charge, or reconnection fees before 
reconnecting service if suspension followed a l l  applieable 
Commission Rules. 

If the reason for  suspension is unauthorized use of service 
or tampering with utility equLpment, the utility may require 
a reasonable payment for damage to its equipment and 
estimated usage before reconnecting service. The utility 
may refuse to reconnect unless the Commission orders 
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otherwise - 

Rule 6.13. Delaved Pa-t Aareement and Extension Aareement 

Rule 6.13. applies to any residential customer, and to small 
commercial customers whose average bill for  the most recent 12 
months is $200.00 or less. As used in this Rule, the  term 
"customertr shall mean only such customers as so defined in this 
paragraph. 

A. Customer Information 

When a customer: informs the utility that he is having 
difficulty paying a bill, the utility shall explain tha t  
delayed payment agreements are available both by telephone 
and in person through the utility's business offices.  The 
utility shall then inform the customer of his rights and 
obligations under this Rule- 

B. Extension Agreement 

I€ a utility has met a11 of the requirements of Subsection 
A. and a customer requests a payment extension of less than 
30 calendar days from the payment due date, the utility may 
offer to enter an extension agreement instead of a delayed 
payment agreement. All extensions shall be documented. The 
utility shall inform the customer o€ the uti1ity'B right 
under R u l e  6.04.B. to suspend sesvice without advance 
written notice if the customer fails to keep the terms of 
the extension agreement. 

C. Availability of Delayed Payment Agreement 

(1) A utility shsll offer and enter into a delayed payment 
agreement with a qualifyhg customer if the customer 
agrees to: 

a. pay the down payment and all installments by the 
due dates; and, 

b. pay all bills from that utility corning due during 
the period of the agreement in f u l l  by each bill's 
respective due date. 

(2) A utility may not limit the number of delayed payment 

6-9 



agreernenta a customer may enter into if the customer 
qualifies al l  other conditions of this Rule. 
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D- Qualifying 

(I) A utility does not have to enter into a delayed payment 
agreement i€ the customer has fa i led to keep the terms 
of a delayed payment agreement in the last 12 months. 
This includes failure to pay the agreed upon down 
payment within 3 business days. 

EXCEFTXON: 

Subsection D. (1) of this Rule does not apply when 
a utility corrects an underbilling. 
5.19 .D. 

See Rule 

(2) A utility does not have to enter into a delayed payment 
agreement after the last day to pay, as printed on the 
most recent shut-off notice, has passed except when 
Rules 6.16. or 6-17. apply. 

(3) A utility does not have to enter into a second delayed 
payment agreement if the customer currently is bound by 
a delayed payment agreement. 

( 4 )  If a customer has engaged in unauthorized use of 
service or has tampezed w i t h  utiliky equipment in the 
last 24 months, the u t i l i t y  does not have to enter into 
a delayed payment agreement. 

( 5 )  I€ a customer has mkrepresented a fact relevant to the 
conditions under which he obtained or continued utility 
service in the  Last 24 months, the utility does not 
have to enter into a delayed payment agreement. 

(6) The utility may require some form of identification of 
the customer or the person making the agreement. If 
the information is not provided 01: is not acceptable 
evidence of identity, the utility may refuse to enter 
into a delayed payment agreement. 

E. Delayed Payment Agreements Arranged by Telephone 

(1) Delayed payment agreements arranged by telephone shall 
meet all requirements of this Rule. 

(2) The atility may require some form of identification 
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that can be provided by telephone to verify the 
customer's identity. I€ the information is not 
provided or is incorrect, the utility may refuse to 
enter into a delayed payment agreement by telephone. 

( 3 )  The u t i l i t y  must receive the down payment by the close 
of business on the  third business day after the date 
the agreement was requested. 

( 4 )  A utility shall document a l l  delayed payment agreements 
arranged by telephone, including any failure to pay the 
down payment within 3 business days. 

F. Delayed Payment Agreement Procedure 

All delayed payment agreements shall be in writing and mst 
include relevant portions of t h i s  Rule, specifically, 
Subsections C-(l), D. (31, G., E-, I., J., and K. 

When a utility arranges a delayed payment agreement by 
telephone, the  utility sha l l  send or give t he  customer a 
copy of the delayed payment agreement within 5 business days 
of receiving the  customer's down payment. A utility may 
require the customer to sign the  agreement and return it to 
the utility within 10 calendar days of the making of the 
agreement, but the customer's signature is not necessary for 
validity and enforcement of the documented agreement under 
R u l e  6.13. 

G. & b u m  StandaEds for Delayed Payment Agreements 

(1) The utility must receive a reasonable portion of the 
overdue bill as a down payment by the close of business 
on the thi rd business day after arranging an agreement. 

overdue bill as the down payment in order to enter into 
a delayed payment agreement. 

The utility may not require more than 1/4 of the 

(2) A utility shall allow the customer to make equal 
installment paymentB for  at l eas t  3 months f r o m  the 
date of the down payment. 
be considered an installment payment. 

The down payment shall not 

EXCEPTIONS : 

Subsections G.(l) & (2 )  of this Rule do not apply 
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H. 

T. 

3. 

K. 

when a utility corrects an underbilling. 
5.19.D, 

See Rule 

( 3 )  In offering terms for an agreement, a utility may take 
into account: 

(a) the customer's ability to pay; 

the size of the unpaid account ; 

(c) the customer's payment history w i t h  the utility; 
and, 

(d) the reason payment is late. 
Renegotiating the Delayed Payment Agreement 

If a customer can substantiate a change in a b i l i t y  to pay 
resulting f r o m  a serious medical condition or the loss of a 
major source or' income, the utility must document its good 
fa i th  effort to renegotiate a delayed payment agreement 1 
time during the period of the  agreement. 
this right i€ any tern of the delayed payment agreement is 
not kept. 
payment agreement. 

The customer loses 

A renegotiated agreement is not a new delayed 

Finance Charge QP Delayed Payment  Agreements 

A utility may charge interest on delayed payment agreement 
installments. 

Suspension of Service 

A utility may suspend service without prior  written notice, 
subject to the  conditions of Rule 6.04.B., if a customer 
does not keep the tema of a delayed payment agreement or 
extension agreement. 

Right to Complain 

A customer does not give up any right to complain to the 
Commission by signing a delayed payment agreement or 
entering an extension agreement. 

Rule 6.14. Delayed Payment A g r e a l e n t  - Submission 
Requirements 
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A c m e n t  copy of the form to be used for delayed payment 
agreements and any revisions to that form shall be provided to 
the Commissionls Consumer Services Office. 
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Rule 6.15. Cold Weather Rule 

A. Electric and gas uti l i t ies  may not suspend residential service 
on a day w h e n  the National Weather Service forecasts that a 
tmerature of 32 degrees Fahrenheit or lower will occur at any 
time during the  following 24 hour period. The utility must obtain 
the most recent forecast for the customer's weather zone from the 
National Weather Senrice reports on the muzning oE the day that 
the customer's shut-off is scheduled. 

3. Gas utilities may not suspend residmtial gas service during 
the suspension moratorium period of November 1 to March 31 for 
low income customers subject to the following h e m  and 
conditions: 

1. The term "low income customersn is defined to include any 
individual gas utility customer of record who is approved to 
receive either Food St-s,  WZC, TEA, Medicaid, or LIHEAP 
assistance. 

2 .  To avoid a suspension of gas service, such customer must 
directly no t i fy  the gas utility before the suspension date 
indicated on a received shut-off notice or before the receipt of 
a shut-off notice that they are approved to receive either Food 
Stampa, WIC, TEA, Nedicaid or LIHEAP assistance. Official written 
praof of such approval mst be provided by such customer directly 
to the gaa utility within fourteen (14) days of thedaleoftheinitial 
notice to the gae utility. 

3. Such customer mst execute a written Suspension Moratorium 
Agreement (lfSMA1t) with the gas utility obligating the customer to 
make a m i n i m u m  monthly payment far  gas senrice during the 
suspension moratorium period. Said minimum monthly payment Elhall. 
be equal to the minimum monthly payment which otherwise would be 
required under the gas utility's approved voluntary "average 
monthly billing plan" or "levelized payment plan", and shall be 
payable an the customers normal monthly payment due date. 

4 .  Such customer also must agree to and execute a Delayed Payment 
Agreement (]IDPA" 1 covering (a) the cumulative deferred monthly 
bill amounts for  the period November  1 to March 31; as w e l l  as 
(b) any past due amounts owing at the time of execution of the 
SMA. Such customer must timely pay the total  deferred billing 
amounts in seven (7) equal monthly installment payments to be 
made April through October. InteEest shall not begin to accrue on 
any deferred amount until repayment of the deferred amount 
General Service Rules 6-15 
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begins. Payments under the DPA shall be in addition to the n o m 1  
monthly billed amounts during the seven ( 7 )  m o n t h  DPA tern. 

5- In the w e n t  of misuse, fraud, or failure to make required 
monthly payments under the provisions of Rule 6.15-B by such 
customer, the gas utility may initiate Commission approved 
service suspension procedures notwithstanding the provisions of 
Rule 6.15.B. 6. In the event of a s e r v i c e  suspension pursuant to 
the provisions of Rule 6.15-B.5 such customer will not be allowed 
to again c l a i m  the service suspension moratorium protection of 
Rule 6-15.B. until a l l  past due amounts owed to the gas utility 
have been paid in full. 

7. If necessalry to preserve and protect the public sa€ety, the 
gas utility may initiate emergency suspension procedures 
notwithstanding the provisions of R u l e  6.15-El until such time as 
the specific public safety issue has been satisfactorily 
resolved. 

Rule 6.16. Aaencv Guarantv of Pavmeat 

A, Requirements 

When a social. semice agency agrees orally or in writing Lo 
pay at l eas t  1/4 of an overdue bill, the utility sha l l  
continue service, or restore service suspended fo r  
non-payment, if the  customer qualifies for  and agrees to pay 
any remaining overdue amounts and any additional deposit 
under a delayed payment agreement. The agency payment shall 
be considered the down pqment for  the delayed payment 
agreement. 
any agency. 

The utility may verify any notice received E r o m  

B. Confirmation 

The utility may require the agency to give written 
confirmation of an oral agreement within 10 days of the  date 
of ora l  agreement. 

C. Service Suspension 

If an account remains unpaid 40 days af ter  an agency 
notifies a utility, a6 set out in Rule 6.16.A., that they 
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will be making a payment, the utility may suspend semice 
after giving the customer an additional.5 calendar days 
written notice. 

Rule 6.17. Hedical Need for utility Service 

A. G e n e r a l  Requirements 

Each utility must honor a physician's certificate which 
at tests  to the fact t ha t  a residential utility customer or 
any other permanent resident of the household has a serious 
medical condition. The certificate must clearly state tha t  
the suapension o€ utility service would give rise to a 
substantial risk of death or gravely impair the health of 
the customer or another permanent household Kesident. 

A physician, nurse, nurse practitioner, physician's 
assistant, or public or private agency providing physical or 
mental health care services may notiZy the u t i l i t y  in 
person, by telephone, or by l e t te r  that  the serious medical 
condition exists. When a utility is notiEied, It must 
inform the health care profesaional that a physician's 
certificate is reqmired w i t h i n  7 days. 
verify notice given by telephone. 

The utility may 

C .  D e l a y  of Suspensfon or Reconnection of Semice 

11) When notified under Subsection 13. of this Rule, a 
utility shall postpone suspension or reconnect service 
which has been suspended fo r  3 0  days or less, The 
utility shall not be required to continue to provide 
service for longer than 30 days unless the medical 
certificate is renewed under Rule 6.17.C-(5)- 

(2) The utility must receive a physician's certificate 
within 7 days after being notified according to 
Subsection B .  of this Rule. 

(3) A utility may suspend service if it does not  receive a 
physician's certificate within 7 days after being 
notiEied according to Subsection B. of th is  Rule. 

(4 )  U p o n  receipt of a physician's certificate, the utility 

General Service Rules 
Revised 11/05 

6-17 



shall notify the customer, in writing, of  the receipt 
of the certificate, the date the certificate was 
received, the date the  postponement of suspension or 
reconnection a€ sewice was commenced, and the date on 
which the postponement of suspension or reconnection 
shall expire. The notice shall contain an explanation 
of the customer's rights to r e n e w  the certificate. The 
notice shall specifically state the last day the 
cuatomer has to renew the certificate, The notice may 
be delivered by first class mail ox by delivery tu an 
adult person at the residence. 

(5) A customer may renew a certificate 1 t i m e  f o x  up to an 
additional 3 0  days. The certificate must be renewed by 
the customer before the  30 day time period expires, To 
renew a current certificate, the customer must provide 
a n e w  certificate f r o m  the physician. 

(6) A utility is not required to accept more than 1 
physician's certificate per household each year. 
renewal a€ a cer t i f icate  is not a second certifi- cate. 

A 

D. Phyeician's Certificate 

A completed physician's certificate must be signed by a 
physician and must be in the following form. 
ahall provide a copy of the physician's certificate form to 
the physician. 

The utility 

PHYSICIAN'S CF.RTIFXCA?!E OF MEDICAL NEED FOR UTILITY SERVIC3 

The Arkansas Public Service Commission requires utilities 
under its jurisdiction to honor physician's certificates which 
attest to the fact tha t  a utility customer or any permanent 
resident of t h e  household has a serious medical condition- The 
certificate must clearly state that the suspension o€ utility 
senrice would give rise to a substantial r isk  of death or gravely 
impair the health of the customer or another permanent household 
resident. 

A licensed physician or other health care professional 
providing health care services to the patient may notify the 
utility of the serious medical condition. The notice must be 
followed within 7 days by a certificate. The certificate is 
valid for up to 30 days and may be extended for one additional 30 
day period by reverification by the physician or health care 
professional pr ior  to the expiration d a t e  of the first 
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certificate. 
certificate be submitted to the utility. 

This reverification requires that an additional 

You are being asked to verify that  the stated condition 
exists- This certificate allows the utility customer time to 
secure payment for utility service or to make alternate 
arrangements for care o€ the patient- 

Thank you €or your cooperation. 

TO : 
{Name of Utility) D a t e  

1 certify that loss of utility service would give rise to a 
substantial r isk of death or gravely impair the health of 

who lives at 

The nature of the serious medical condition is 

The effect of loss of utility senice would be 

This condition is expected to continue 
T am licensed to practice medicine by the Arkansas State 

Medical Board or a comparable licensing authority in the State of 

days - 

Physician 

Phone number 

E. Additional Medical Opinion 

(1) A utility may, at its expense, obtain an additional 
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medical report or cer t i f i ca te  from a physician of its  choice, 
The additional medical report or certificate shall be based on 
that physician's examination of the customer. 

Failure of the customer without good cause to attend the 
utility-required medical appointment s h a l l  be s u f f i c i e n t  reason 
for suspension of service by the utility. 

If the information in the additional report or certificate does 
not meet the criteria in this Rule for delaying suspension, 
utility may suspend service after giving the customer an 
additional 5 days written notice. 

a 

F. L i a b i l i t y  for Payment for Service 

Delaying suspension or reconnecting service under this Rule does not  
excuse the customer from having to pay for the service. 

G .  Contact Procedures Before Suspension of Service 

If suspension has been postponed under t h i s  Rule, 
cer t i f i ca te  has expired, 
requirement of Rule 6.04. (A) prior to suspension. 

and the medical 
the u t i l i t y  must follow the notif icat ion 

Rule 6.18. Elderly and Individuals w i t h  D i s a b i l i t i e s  

This Rule only applies to residential customers. 

A. Identification of the Elderly and Individuals w i t h  
D i s a b i l i t i e s  for Registration 

Utilities shall attempt to identify eligible individuals by informing 
them that a special program is available for customers who qualify 
under t h i s  Rule and shall then ask qualifying applicants or customers 
whether they wish to be registered as provided in this Rule: 

11) When an applicant requests service; 

12) When asked if there are options for elderly customers and 
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customers who are individuals with disabilities; and, 

( 3 )  When contacted by a customer about suspension. 

B, Customer Contact 

A t  least 72 hours before suspending service to the account: of 
an i d e n t i f i e d  elderly or individual with disabilities, a 
utility must make 2 attempts at different  times of day to 
contact the customer, an adult at the premises, or someone 
previously designated by the customer, either in person or by 
telephone. 

(1) If t h e  attempt to contact is successful, the utility 
shall; 

a. offer to explain to the customer, an adult at the 
premises, or someone previously designated by the  
customer, what can be done to avoid suspension; 
and, 

b. offer to explain t h e  payment and assistance 
opt ions  s e t  out in Subsection C. of this Rule. 

(2) I f  the attempt to make personal contact  with the  
customer, an adult at the premises, OK other designated 
individual is not successful, t h e  utility must give 24 
hours written notice, which explains what can be done 
to avoid suspension, before suspending service. I f  the 
utility delivers the notice to t h e  customer's premises, 
t h e  u t i l i t y  must leave the notice in a conspicuous 
place where t h e  notice is easy to see. 
mails the notice, the 24 hours begins 3 calendar days 
after the date t h e  notice is postmarked. The utility 
must send the  notice to the customer's address by 
f irst-class  mail. 

If t h e  utility 

C. Payment and Assistance Options 

When an identified e lder ly  customer or customer who is an 
individual with disabilities tells a utility they cannot  pay 
a bill on time, or upon c o n t a c t i n g  an identified elderly 
customer or customer who is an individual w i t h  disabilities 
under Subsection B. of this Rule, the  utility shall offer  to: 

(1) Arrange a delayed payment agreement, or, for electric 

(2) 
and gas utilities, arrange for levelized billing; 
Explain t h e  right to third party notice before 
suspension of service; and, 
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( 3 )  Provide t h e  names of federal, sta te ,  and local b i l l  
payment assistance agencies. 

D. Records 

A utility shall mark the accounts of identified elderly 
customers or customers who are individuals with  disabilities. 
Utilities s h a l l  keep a record as required by Rule 7.02. of 
how they handled overdue accounts of elderly customers and 
customers.who are individuals with disabilities. 

E. Hot Weather Protection 

(1) An electric or gas utility shall no t  suspend 
residential service to an elderly customer or customer 
who is an individual w i t h  disabilities on a day when 
the  National Weather Service forecasts t h a t  a 
temperature of 95 degrees  Fahrenheit or  higher will 
occur at any time during the following 24-hour period. 
Fox gas utilities, ho t  weather protection shall be 
limited to elderly or individuals with  disabilities a i r  
conditioning customers only. 

( 2 )  The utility must obtain the Eorecast f o r  t h e  customer's 
weather zone from t h e  Nat ional  Weather Service reports 
on the morning of t h e  day that the customer's shut-off 
is scheduled. 

F. False Information 

If a customer gives f a l s e  information to a utility to qualify 
as elderly or an individual with disabilities, the utility 
may suspend service under Rule 6.01.G. 

Rule 6.19, Provisions f o r  Landlords and Tenants 

A. Account Identification 

Each utility shall file with  t h e  Commission procedures for 
ident i fy ing  accounts where service is provided a t  an address 
different from the mailing address of the bill. The 
procedures may include requiring landlords to identify 
themselves as landlords and to identify t h e i r  tenants by 
name, address, and account  number. Without that  
identification, the utility shall n o t  be required to t r e a t  a 
customer as a tenant unless it has actual knowledge or 
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information that reliably indicates tha t  the person to whom 
service is provided is a tenant. 

B. Suspension Procedures 

The utility shall not suspend service to an identified 
account far non-payment until it sends a suspension notice 
to the landlord. 
landlord within 7 days f r o m  the mi1 date, the utility shall 
take the following actions: 

If no response is received f r o m  the 

(1) P o s t  a suspension notice in compicuaus locations such 
as near mail boxes, building entrances, exits, and 
other areas of common usage or mail a suspension notice 
to all tenants at least 14 days before suspending 
service; 

(2) Wait at least 30 daya after the due date of the 
landlord's bill beEore suspendhg sewice; and, 

(3) Allow any tenant to apply for  senrice in the tenant's 
name if separate metering is feasible. 

C .  Payment Liability 

A utility shall not recover f r o m  a t enan t  or condition 
sewice to a tenant on the payment of any amounts awed by 
the landlord to the utility. 

Ru1.a 6 . 2 0 .  Stopping Service at Customer Request 

A, Notice 

A customer who wants to stop Bernice must tell the utility 
at least 5 days before the requested disconnection date. 

The minimum 5 day notice period begins: 

(1) On the day the customer telephones the utility; 

( 2 )  When the customer personally informs the local business 
office; or, 

(3) Three days after the  customer has mailed the notice to 
the utility. 
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The customer does not have to pay fur service after the 
disconnection date requested by the customer, so lung as 
proper notice was given according to Subsection A. of this 
Rule. 

A utility must confirm the disconnection date if the 
customer asks. 
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SECTION 7 ,  RECORDS AND REPORTS 

Rule 7.01. Application Records 

A. Each utility must keep a record of each w r i t t e n  or verbal 
application for u t i l i t y  service except as provided in the Exception to 
Rule 3.01.B. Records of applications must be kept for a t  l eas t  2 years 
unless cancelled or withdrawn. If an application is still active at  
t h e  end of the 2 year period, it must be kept until it: is served or 
until the application i s  cancelled or withdrawn. 

B. Each application record shal l  include: 

Name and current  address of the applicant; 

Address of location where service is being re- 
quested; 

Date of the request; 

Date service i s  desired; 

Estimated service date; 

Class of service applied for; 

Availability of facil i t ies;  and, 

The date service was provided or the reason service was delayed 
or deferred. 

Rule 7 .02  . Account Records 

A. Each u t i l i t y  shal l  keep a ledger or other record of 
billings to and a l l  money paid by each customer. 

B .  The record sha l l  contain all information necessary to figure b i l l s ,  
including customer name, mailing address, service location, account 
number, dates service was provided, meter readings, b i l l e d  mounts, 
rate schedules and payment plans, any payment arrangements, and each 
transaction concerning each deposit. 

C. A utility sha l l  mark the accounts of identified elderly and customers 
who are individuals with disabilities. Utilit ies s h a l l  keep a record 

7-1 (Rev. 3/26/12) General Service Rules 



of how they handled overdue accounts of elderly customers and 
customers who are individuals with disabilities. 

D, Utilities shall keep records so that costs and payments for separate 
services can be easily identified. 

Rule 7.03. Denosit Records 

Each utility shall keep a record containing the following information for 
each customer account: 

(1) 

(2) The service location; 

The name of the customer for whom the deposit is made,- 

(3) The deposit amount; 

( 4 )  The deposit date; 

(5) 

(6) Each transaction concerning each deposit; and, 

The reason for the deposit; 

{7) A l l  efforts to return the deposit to the customer. 

Rule 7.04. Comnlaint Records 

A utility shall keep an up-to-date record of all customer complaints, 
showing t h e  name and address of the complainant, the account number, the 
date and character of the complaint, action taken to resolve the complaint, 
and t h e  date of resolution. 

A. Utilities s h a l l  keep the record in a way that allows 
reporting by name, account number, or telephone number; and category. 

3. Each utility shall establish categories for a l l  complaints 
which allow utilities to record complaints by specif ic  type. 

C. Utilities s h a l l  keep complaint records at least 3 years. 
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R u l e  7 . 0 5 .  Test and Inspection R e c o r d s  

Utilities shall m a k e  a complete record of evexy t e s t  or 
inspection which these Rules require. The record shall include 
the t i m e ,  date, place, tester, inspector, and the results. 
U t i l i t i e s  shall  keep test and ixpec t ion  records at least 2 
years, or as specified in these Rules or in the Commissionf s 
Special Flulea. 

Rule 7 . 0 6 .  m eratinu R e c o r d s  

A. 

B. 

C.  

Each utility shall keep a detailed record of i t s  
production, transmission, and/or distribution operations. 

(1) The record s h a l l  include any units of sewice 
produced, purchased, and sent out.  The record shall  
also include any Euels or other raw materials used 

t he  production of the utility's product acd the 
length of time each d t  which produced the 
utility's product w a s  operating, if applicable. 

The record shall be detai led  enough to substantially 
replicate the operations of each production, 
transmission, and/or distribution unit f o r  use in 
atatistical and analytical studies for  regulatory 
purposes. 

All utilities shall keep records s-0 tha t  costs €or 
separate kinds of services or no=-utility enterprises can 
be easily ident i f ied-  

Each utility shall  keep records oE its customer call 
center operations. The records shall be kept in 
sufficient detail to calculate the utilityls performance 
as required by Rule 2.05.D- The records shall be kept 

Utilities shall 
keep the  records at least 3 yea~s.  These records shlI be 
maintained by month and shall include, but are not limited 
to: 

(2) 

. separately fo r  each customer call center, 

111 
(2) 
(31 
( 4 )  

( 5 )  

The total number of c a l l s  attempted; 
The to ta l  number of calls receiving a busy signal; 
The to ta l  nu&r of calla received; 
The to ta l  number of received calls a n s w e r e d  within 
3 0  seconds; 
The t o t a l  number of calls answered w i t h i n  30 seconds 
of the customer requesting an employee; 
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( 6 )  Witfin an automated system, the t o t a l  number of 
cal ls  where a customer selects to speak to an 
employee i 

(7) The average speed to answer time for  received calls 
that  are answered; 

( 8 )  The results of the utilityls monthly detednat iona 
req i red  by Rules 2.05.P. (2) and (3); and, 

( 9 )  The nurriber of abandoned calla. 

Rule 7 . 0 7 .  Sewice Outaqe Records 

Each utility sha l l  keep records of a l l  detected or documented 
service outages- Each record shall include the time, date, 
location, duration, cause, and extent of each outage. 
Utilities shall keep the records at Least 2 years. 

Rule 7 . 0 8 .  Location of Recorder 

Utilities shall keep records within the S t a t e  of Arkansas, at 
the offices of the utility, or at locations outside t h e  S t a t e  
of Arkansas authorized by the Comm5.ss~on. Such records s h a l l  
be ava2labl-e at a l l  reasonable hours for examination by the 
Commission, its representatives, or others authorized by the 
Commission. 

Rule 7.09.  Reports tu the C d s s i o n  

A. Outages 

Utilities shall promptly report outages in an individual 
city, t om,  or in the same general area, which last more 
than 4 huzs and affect 100 or more customers by telephone 
to the Cormnjssionts C o n s u m e r  Services Office. After 
normal business hours and on weekends and holidays, 
u t i l i t i e s  may report outages by leaving a message on the 
Commission's Consumer Services Office zecorder. 

B, -gas in Service 

Each utility shall n o t i f y  the Commission* B Consumer 
SemLces office in writing at least 30 days before making 
any major changes in its method of operation or in the 
character of service. For example, the closing of a 
utility business office and the moving of a utility's 
billing department out of state would be considered major 
changes for the purposes of this Sub=. 
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C. 

D. 

E. 

Upon request, each utility shal l  m a k e  available in writing 
to the. Commission the number of customer complaints by 
category as required by R u l e  7.04.B. E o r  the requested 
time period. 

Reference Saf ormation 

Each ut i l i ty  shall. provide the Cornmhsion's Consumer 
Senrices office w i t h  current copies of the fo1.lowhg 
required information: 

Current list of utility personnel who a n s w e r  
Cormnission questions about complaints (Rule 2 . 0 7 .  
A. (3)); 

Service Application Form (Rule 3.02. ; 

Bill Form (Rule 5 . 0 2 , )  ; 

Shut-Off Notice Fom (Rule 6 . 0 5 . ) ;  and, 

Delayed Payment A g r e e m e n t  Form (Rule 6.14.). 

co~ies of the information shall be provided to the 
Commissian1 s Consumer Services Of r'ice- whenever the 
inf omation is revised. 

C d s s f o n  Requests for Reports 

The Commission may request any informatfon in any €om 
f r o m  a utility which it has a right to obtain. (Azk. Code 
AIXI, 5 23-2-309-) 

7-5 



SEffION 8 .  GENERA& SERVICE STANDARDS 

Rule 8.01. Safe and Adeauats Semice 

A. Each utility shal l  operate and maintain its  entire system 
so that sewice  is sa€e, adequate, and reliable. 

B. Each utility shall inspect its entire system as necessary 
to have a reasonable knowledge of the system's conat ion  
at a l l  thtes. 

Rule 8 - 0 2 .  Electrical. Tnductive and Conductive E f f e c t s  

All utility companies shall coordinate their efforts and use 
all reasonable m e a n s  to minimize the detrimental electrical 
inductive and conductive ef€ec ts  between utility systems. 
Priority shall be given to e l imha thg  stray currents that 
affect quality of service 01 create potential hazards to the 
puhlic - 

Rule 8.03. 3xtensians, Additions, R e p a i r s ,  Chanaea and 
lhrarovements 

After a public hearing, the Commission may require a utility to. 
m a k e  extensions, additions, repairs, or changes in or 
improvements to any equipment, main, or line if the Commission 
finds that they should reasonably be made to promote the 
security or convenience o€ the public or to secure adequate 
service or facilities. 

Rule 8 . 0 4 .  Service Interruptions 

A. Scheduled Interruptiom 

Scheduling 

Except in an emergency, u t i l i t i e s  sha l l  schedule 
interruptions so t ha t  t h e  inconvenience to customers 
is minimized. 

Notice 

Utilities shal l  m a k e  reasonable efforts to n o t i e  
customers affected by a scheduled i n t e m p t i o n  as 
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far ahead as practical and give them the date, t i m e ,  
and planned length of the i n t e m p t i o n .  

E. Unforeseen Tntexxupthns 

Utilities shall make reasonable efforts to notify 
customers affected by an unforeseen interruption as soan 
as practical and e q l a i n  the cause and how long At will 
last. 

C. Restoratfon Priority 

U t i l i t i e s  shall. make every reasonable ef€ort  to first 
restore. service w h i c h  affects public health and safety. 

A. Each u t i l i t y  shall perform emergency repair service. The 
utility shall take into account both the needs of the 
customer and the safety of utility personnel. Emergency 
restoration requirements are in the  Comntissian' s Special 
Rules. 

B. Each utility shall Ifst in the  directory of each 
telecommunicatiom provider w h i c h  provides basic local 
senrice in any area it serves an emergency repair service 
n u d e r  w h e r e  a customer may call toll-free. (Collect 
c a l l s  accepted by the u t i l i t y  are considered to be 
toll-free cal l s .  ) The emergency number sha l l  be manned 24 
hours a day or shal l  have a recording or answering semice 
directing the caller to a nuu-ber manned 24 hours a day. 

Rule 8 . 0 6 .  Emeraencv Remonse to OukaqeEt 

A. R e s t m a t L o n  Pxiority 

Utilities shall first attempt to restore service w b i c h  
affects public health and sa€ety. 

33. Restoration Procedures 

Each utility shall have written procedures for designated 
enployees to follow durhg major service outages, The 
procedures shall contain at least the following: 

(11 Notification procedures f o r  emergency response 
personnel; 
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(2)  General locationIs1 of equipment, tools, and 
materials normally needed to restore service; 

(3) Procedures €or n o t i e i n g  €ire, police, medical and 
other public officials; and, 

( 4 )  General procedures to determine whether the system 
is safe. 

R u l e  8 . 0 7 ,  Markins Locations of Underwound Facilities 

Unless otherwise agreed to by the excavator, each utility shal l  
mark the approximate location a€ i t a  underground €acilit ies,  in 
compliance with Ark- Code 2bm. 55 14-271-110 and 14-271-311, 
within 2 working days of notiiication f romthe  One Call Center 
or the excavator. 
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