Rule 6.19.
Provisions for Landlords
and
Tenants
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A.

Account Identification

Each utility shall file with the
Commission procedures for
identifying accounts where
service is provided at an
address different from the
mailing address of the bill.
The procedures may include
requiring landlords to identify
themselves as landlords and,
B.

to, identify their tenants by name,
address, and account number.
Without that identification, the
utility shall not be required to
treat a customer as a tenant unless
it has actual knowledge or
information that reliably indicates
that the person to whom service is
provided is a tenant.

Suspension Procedures

and other areas of common
The utility shall not suspend
usage or mail a suspension
service to an identified account
notice to all tenants at least
for non-payment until it sends a
14 days before suspending
suspension notice to the
service;
landlord. If no response is
(2) Wait at least 30 days after
received from the landlord
the due date of the
within 7 days from the mail date,
landlord’s bill before
the utility shall take the
suspending service; and,
following actions:
(3) Allow any tenant to apply
(1) Post a suspension notice
for service in the tenant’s
in conspicuous locations
name if separate metering is
such as near mail boxes,
feasible.
building entrances, exits,
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C. Payment Liability
A utility shall not recover from a tenant or condition
service to a tenant on the payment of any amounts
owed by the landlord to the utility.
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continual Christmas.
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~~~~~~~~~~~~~~~~
Let’s remember when talking about this Rule that it
ONLY deals with the Landlords who maintain the
utility service for their rental property in their own
name rather than allowing the tenants to establish
service in their name. Some landlords try to use this
practice as leverage in the eviction process; what they
don’t understand is once service has been turned off
(out of their name) via by request or failure to pay the
bill, the tenant has the right to request service in their
own name and if they qualify…you must serve them
directly. I’m sure many of you have encountered this
situation along with disgruntled landlords for doing
this.

One would need to just inform the owner of
the property that the company cannot be
placed in the middle of a situation such as this
and suggest they follow the proper eviction
procedures through their local sheriff’s office.
The key point to note from this Rule would be
the steps to take for proper notification
“before” shutting the service off to an account
such as this.
So when in doubt, always remember to refer
back to section B of this Rule to insure you
are following correct procedures. Also
remember, we are just a phone call away and
are always glad to help guide you through the
Rules to insure compliance. Then of course,
NOTES, NOTES, NOTES!
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2013 Annual Interest Rate
On deposits will be

0.50%
In closing, please take a moment to give some extra thought to
those questions from customers that you find hard to answer.
Have you ever considered having a Frequently Asked Questions
(FAQ) Section on your website? Have you noticed the FAQ
Section our website? Not only is it beneficial for your customers
who are checking the site for answers, but it could also be helpful
to you when needing to give a consistent explanation to some of
the more complex questions, such as: an explanation to “weather
normalization”, “energy cost recovery” or the “Federal Universal
service fee”.

A good conscience
is a continual
Christmas.
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Having a place to go on our website for answers was a life saver
for me when I started working here. I would simply apologize for
not being fully knowledgeable yet and let them know that I would
be more than happy to read the explanation from our website. Of
course they called our office looking for answers so I was never
told “no thanks”! Yes, at times it did lead to even more questions,
but I always had the benefit of transferring the call to someone
who was even more knowledgeable on that topic!

I suggest this to you because our office seems to be fielding
more and more complaints from your customers about not
receiving a clear explanation to questions dealing with not
only the Rules, but your own company polices as well! We
hear of folks being passed around to different employees and
receiving different answers to their questions. We already
know many customers call back in the hopes of getting
someone that tells them what they want to hear, so
consistency in answering questions is very important. If you
don’t have what I like to call a “cheat sheet” for some of
those questions, try suggesting the company consider
composing one for not only you, but the customers as well.
Instilling trust is very important and can make your job
easier in the long run, but we also know how hard it is to
gain that trust back once it is lost.

And with that said….Let me be the first to wish you all a
Happy New Year! One we hope to hold more happy
customers than not!

&
Happy New Year!
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