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REGULATORY POLICY PAPER: 
RETAIL CUSTOMER DISCONNECTIONS 

This paper discusses legal regulatory, policy and other considerations relevant to the 
disconnection of retail electric customers who do not pay their bills 

Background 

The Georgian electnc sector is currently experiencing a high degree of economic stress Electric 
consumers pay only a small percentage of what they owe Distribution companies in turn, pay 
their supplier only a portion of what they should And the supplier, in its turn pays generators 
only a small fraction of sums due The system produces so little revenue that electric enterprises 
cannot, for example, buy sufficient fuel, pay sector employees regularly or perform routine 
maintenance Accounting systems, to extent that they exlst at all, fail to provide useful 
information Financial controls are inadequate and interm~ttently applied 

The single most important action that can be taken to improve the sector s financial situation is 
for distribution companies to improve the rate of collections from customers Distributors have 
claimed, wth  some justification, that they are unable to increase customer collections because 
consumers will simply steal power, by wiring around electric meters or by installing new 
connections to other distribution cables, because until electric meters are moved out of 
apartments, tampering and other forms of mlschief are commonly employed to reduce recorded 
consumption levels, because the distribution companies lack the resources to move meters, 
because they lack the means to ensure proper billing and collections, and because they are 
uncertain as to their legal authority to disconnect customers who do not pay their bills 

All of these issues can and should be addressed We believe, however, that the search for 
solutions must begin somewhere and that a customer disconnect policy is an appropriate place to 
start The Georgian National Electric Regulatory Commission (GNERC) can and should address 
this issue, by explicitly authorizing distribution licensees to disconnect non-paying customers, to 
eliminate as much uncertainty on the issue as possible 

The Disconnect Policy in Context 

The USAID-funded pilot project in Rustavi has shown, we believe, that a successful 
commercialization program must consist of three elements 

b Customer service area modifications, which include physically moving meters out of 
apartments and into a secured common area, with the installation of disconnection 
switches 
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b The implementation of a commercial collections program in which the distribution 
enterprise s meter-reading billing calculations, and bill payments functions are separated 

b The initiation of a new distributor/customer relationship in which customers who timely 
pay their bills receive full-time electric service (as opposed to only a few hours a day) 
and those who don't pay their bills are disconnected 

Although the Commission's adoption of a rule permitting the disconnection of customers who do 
not pay their bills may not in and of itself solve the problems endemic to the sector (for 
example, the threat to disconnect a customer receiving only a few hours electricity per day may 
not present a meaningful incentive for that customer to pay), it is, nonetheless, an essential 
ingredient in the overall solution And it represents one of the most important contributions that 
the Commission can make to resolve the collection problem 

Legal Background 

The Electricity Law makes plain in a number of places that customers who do not pay for service 
may be disconnected as a result Clause 24 4 of the Law, for example, provides that no Licensee 
must continue to provide service in the event of nonpayment 

No Licensee shall be required by the terms of its License, by its tanff, or 
otherwise to continue supplying electricity or other electric servlces in any case 
where another Licensee, a Direct Customer, or any other Legal Person or 
individual has failed to meet its payment obligations under a contract or approved 
terms and conditions of service 

Clause 24 3, which specifies Licensees' general obligation to provide service, includes an 
exception for nonpayment 

No Licensee shall be entitled to discontinue service under any License, except as 
permitted in the License for non-payment by the customer * * *, 

These provisions amply reflect Parliament's intent that distributors have the power to disconnect 
customers for nonpayment 

Although Clause 24 3 of the Electricity Law, quoted above appears to state that discontinuation 
of service is a matter to be addressed in licenses, Clause 34 3 specifies that licensees are to 
submit disconnection procedures to the Commission for review and approval as part of the 
licensee's terms and conditions of service (emphasis added) 

According to the license conditions, each Distribution Licensee shall, for the duration of 
the license 
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c Establish and submlt to the Commission for approval procedures for obtainlng 
and termrnatzng the rlghts to servzce, meterlng bllllng and collections 

f Make available to the public for review in the Licensee s offices 

(11) The Licensee s approved terms of service governing procedures for 
obtaining and termrnatlng servlce, metering, billing, and collections 

In light of the foregoing provisions of the Electrlclty Law, ~t appears that disconnection 
procedures may be reflected elther In license conditions or m llcensees' terms and conditions of 
service, or both Perhaps the best procedure is for the Commission to impose a generic condition 
on all distribution llcenses authorlzlng the distribute to disconnect nonpaying customers as 
provlded In the procedure elsewhere specified by the Commisslon as that procedure may be In 
effect, altered or amended from tlme to tlme In that fashion, the Commission will retain the 
flexibility to modify its disconnection rule or policy based on experience or changed 
circumstances ' 
Notice and Comment Rulemaking 

We have suggested to the Commisslon, in workshops and in private tutorials on admlnlstratlve 
procedure, that notlce and comment procedure has much to recommend it In the current 
Georgian regulatory context We believe that a notice and comment procedure would be 
particularly beneficial to the Commlssion, to the electric sector, and to llcensees in the 
formulation of a procedure for disconnecting customers for nonpayment The Commission may 
propose the text of a draft rule for comment, and in an explanatory statement descrlbe issues on 
which ~t particularly invltes comments, explain its rationale for the proposed resolution of 
selected Issues, and identify optlons for different policy cholces Use of notice and comment 
procedure would make the regulatory process more transparent, would promote public 
particlpatlon, and would serve to make the electnc sector feel included in the process of 

' A l~censee m~ght  suggest to the Commlssion that the terns and condlt~ons of servlce are to be presented to 
the Commiss~on for revlew and approval under Clause 35 ("The Comm~ss~on shall revlew and approve 
mod@ or d~sapprove the rates and terms and cond~tions of servlce prov~ded by Licensees ') and that the 
Commlss~on lacks the author~ty to dlctate servlce terms and cond~t~ons Termination of servlce for nonpayment 
IS, however, specifically mentioned as a l~cense condlt~on by Clause 24 3 In any event there 1s nothing to stop 
the Commission from adopting a rule, and stating that to the extent a licensee submlts the procedure spec~fied 
in the rule as part of ~ t s  terms and cond~t~ons of serv~ce the Commlssion will approve that part of the terms and 
cond~tions, wlthout further inqulry 
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decisionmaking And the Commission can only benefit from the expression of views and 
proffers of facts from the public 

The Fundamentals of a Disconnect~on Procedure 

Although a disconnection procedure presents several policy considerations requiring the 
regulator to choose from among options (some of which we discuss below) there are some 
fundamentals which requlre neither a choice from among options nor much elaboration These 
fundamentals include the following 

The disconnection procedure must be in writing 

It should go without saying that the disconnect pol~cy should be in writing The requirement that 
the policy be in writing should, however, apply to the several levels on which the policv will 
work First, the Commission itself should articulate the disconnect policy, the reasons for the 
policy, and the regulation itself on a public level, so that electric sector l~censees agencies of 
government (Georgian Ministries and municipalities, for example) will have access to ~t Second 
Distribution licensees should keep the wntten procedure for customer disconnections on file at 
their offices, as required by Clause 34 3 f(ii) of the Electricity Law And, as we next discuss the 
policy should be communicated In writing to the customers directly and indirectly 

The disconnection procedure must be communicated to the customers 

Even the best-wntten, most thoughtfully considered policy will not serve its purpose unless it is 
communicated to the customers The most effective way to communicate the essence of the 
policy--pay, or be disconnected--may be to include a statement to that effect In the customer 
bills 

A distribution utility might, without more simply adopt a disconnect pol~cy and implement ~t 
We belleve, however, that adoption of a disconnect policy is far more effective if accompanied 
by a campaign of public information, designed to educate customers and to seek their support 
For the USAID-funded commercialization pilot project in Rustavi for example, Hagler Bailly 
designed a comprehensive public information campaign to explain the commercialization 
program and promote its objectives We have attached the elements of the Rustavi public 
information program (Attachment B) Such a program would be far more effective than the 
adoption of a disconnection pollcy, wthout more 

The d~sconnectron procedure must be clear and easy to understand 

The essence of any disconnection program is simply that a customer must pay its bill or be 
disconnected That essence is what must be communicated to the customer 

Disconnect policies can and do, however, address many other issues, some of which we discuss 
below A disconnect policy may acquire additional elements over t~me, as the distribution utility 

Hagler Bariiy 



and the regulator are confronted over a long period of time with issues relating to the policv A 
utility based in California, for example Pacific Gas & Electric Companq has a policy (Rule 11) 
for "Discontinuance and Restoration of Service' that is 13 pages long (we have attached the 
company's Rule 11 as filed wlth the California Public Utilities Commission as Appendix A) 
We antlcipate that GNERC itself will address several of the issues commonl\ presented by 
disconnect policies Nonetheless we recommend that the polick be stated as clearly and 
concisely as possible 

The procedure must be enforced strictly and on a nondiscrim~natory bas~s 

Distnbution companies should strictly enforce the disconnect policy once it is adopted All 
customers should be cut off promptly, when they have failed to pay their bills If distributors 
delay in cutting off customers they risk undercutting the very purpose of a disconnect program 
which is to encourage all customers to take electricity on a stable, predictable basis Delays or 
inconsistent enforcement of the program will undercut the distributor s credibility and create 
disincentives to payment 

The distributors should also enforce disconnections on a completely nondiscriminatory bass  
Nothing will cause more resentment among customers if they perceive that some customers who 
fail to pay remain connected, while others are cut off Inconsistent d~sconnections could and, we 
predict, will, cause significant political problems for any distributor, and also rob the program of 
public falth in its effectiveness 

To promote strict, nondiscriminatory application of disconnection policies the Commission 
should require distribution licensees to keep records of payment and of disconnection for all 
customers 

The disconnection rules should allow GNERC to address d~sputes 

Electric service is generally considered so Important to the quality of life that regulators 
commonly provlde a mechanism for the resolution of payment disputes, where disconnection is 
threatened or imminent The Electricity Law (Clause 27) provides such a procedure 

Any Licensee, Direct Consumer, or customer of any Distribution Licensee, may 
refer the dispute to the Commission to the Commission for resolution, the 
Commission may, in ~ t s  discretion order the matter to be resolved through the 
court 

We recommend that the Commission establish an exped~ted procedure for the fillng of disputes 
regarding billing, payment, or disconnection, and for the Commission's consideration and 
resolution of such dlsputes Such resolution might appropriately consist of informal decisions, 
perhaps by a GNERC staff member identified by the Commission for that purpose 
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The Commission s rule on disconnections might provide either that so long as dispute resolution 
has been requested, the distributor may not disconnect the customer If so then to avoid a 
situation in which a distributor might be required to continue serving a non-paving customer 
indefinitely while the Commission delays its resolution of the dispute the rule might provide 
that if the dispute remains unaddressed by the Commission after some period (38 or 72 hours for 
example) then the distributor may proceed with disconnection ' 
For disconnect~on purposes, unauthorized use should be treated the same as nonpayment 

The disconnection rule should provide that theft or other unauthorized uses of electricity should 
be grounds for disconnection just as with nonpayment Because theft of electricity is unlawful 
however, the rules should permit the distributor to disconnect the customer immediately 

Pollcy Choices 

In formulating a disconnection rule, the Commission will have the opportunity to address a 
number of issues as to which there may be no "correct" choice On such issues the Commission 
may have a variety of choices or options, and the selection of one or more options depends on 
local or national circumstances Two areas in which the Commission w l l  have choices are 
exceptions to the general rule favoring disconnection in the event of nonpayment and the 
circumstances under which electric service may be restored after disconnection for nonpayment 

In any areas, such as these where the Commission may make policy choices, notice and 
comment procedure will be most useful to the Commission Selection of appropriate options will 
most often depend on facts, and it is difficult for the Commission to anticipate on its own, all 
possible circumstances in which a given policy or choice might function 

Exceptions to the disconnection procedure 

Two widely-adopted exceptions to the general rule that customers will be disconnected for 
failure to pay relate to physical threats to the health and safety of customers The first of these 
the exception for medical reasons, relates to individual customers, the second relates to all 
customers under certain weather conditions 

' Where a customer has a b~lltng d~spute wlth a d~strrbutor the customer may always avo~d dlsconnectron 
slmply by paylng the dlsputed amount and then seek~ng recovery of the dlsputed amount later 

3 These Issues involve electrrc sector pollcy Clause 3 of the Electr~crty Law generally delegates the functlon of 
policy elaboration to the M~nlstry of Fuel and Energy We are not aware that the Mlnistry has formulated any 
pollcy on customer disconnections We bellever that the Comm~ssron my observe the formalit~es of Clause 3 
by consulting with the Min~stry on the proposed drsconnect~on policy In advance, by requestrng the Ministry's 
comments on a draft of the dlsconnectron procedure ( w ~ t h ~ n  or without the context of notice and comment 
rulemaking), or both 
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Medical hardshrp 

The Commission may want to preclude disconnection of a customer for failure to pa\ where 
terminating service would be life-threatening either to the customer or to a full-time resident In 
the customer s home, and where the customer alleges an inability to pay for servlce For 
example if a patient requires electric life-support machinery to survive then electric service 
should not be terminated so long as the customer is unable to pay The Commission should 
require some proof from a doctor or other qualified or certified health care provider that 
disconnection would, in fact, be life-threatening to the customer (or patient) 

The detalls of this policy, to be worked out during the Commission s consideration of the rule 
include 

b Whether the Commission should require proof of inability to pay and ~f so what that 
proof should be 

b How “life-threatening" should be defined 

t What klnd of medical certification or documentation should be required and who should 
provide it 

t Whether Interim payment arrangements (for example partial payments) should be 
provided 

b Whether there should be a time limit to the moratorium lest the distributor be required to 
provlde free electric service to the medically-impaired customer indefinitely 

Harsh weather 

Many electric customers rely on electric resistance heaters or some other electrical appliance for 
heat in wmter, especially since gas service ceased several years ago The Commission might 
consider a moratorium on customer disconnects during periods of exceptionally cold weather, to 
be defined m the dlsconnectlon rule by reference to cold in degrees Celsius The details of such a 
rule may usefully be proposed for comment The details to be worked out in the rule include 

b How the emergency weather condition is to be defined 

b Whether the event IS self-defining (for example, when actual or forecast temperatures 
reach a certain polnt), or must be declared by the Commission or some other agency of 
government 

b When the event IS over 
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Reconnection procedure 

The Commission s disconnection rule should also define the procedures for reconnection once a 
customer has been disconnected for failing to pay The reconnection procedure should certainlj 
require the payment of past-due amounts before the distributor reconnects the customer The 
Commission might also consider 

Whether the customer should be required to pay for the costs of disconnection and reconnection 

Whether the customer should be required to post a securitv deposit to cover possible future 
events of payment default, and if so with whom the deposit should be posted and in what 
amount 

Liability 

The Commission should consider whether to provide that where a distributor disconnects a 
customer forfailing to pay for service the distributor shall incur no liability for the 
disconnection 

We recommend that the Georgian National Electric Regulatory Commission commence a notice 
and comment rulemaking at its earliest opportunity to adopt a procedure for the disconnection of 
electric customers for nonpayment, as described in this paper 

ATTACHMENTS 

Rustavi Public Information Program 

Pacific Gas & Electnc Company, Rule 1 1 
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Rev~sed Cal P U C Sheet No 13140 E 
Pacrfic Gas and Nectrrc Company Cancellfng Revlsed Cal P U C Sheet No 11768 E 
San Francisco Calffornia 

RULE 11-DISCONTINUANCE AND RESTORATION OF SERVICE 

If PG&E termmates or refuses to restore service to a customer or any other person for 
any of the reasons or upon any of the grounds stated herein, PG&E shall incur no l~ability 
whatsoever to said customer or person or to any other customers or persons 

A CUSTOMER REQUEST TO TERMINATE LIABILITY FOR PAYMENT FOR 
SERVICE 

1 SERVICE TO OTHER THAN MULTIFAMILY ACCOMMODATIONS 

When a customer wants to terminate liability for payment for service the 
customer shall give PG&E not less than two days notice and state the date on 
wh~ch the termination IS to become effect~ve The customer may be held 
respons~ble for all service furn~shed at the premises until two days after receipt 
of such not~ce by PG&E or until the date of termination spec~fied in the notice 
whichever date is later 

2 SERVICE TO MULTIFAMILY ACCOMMODATIONS 

When a customer wants to termmate liability for payment for the service 
supplied to a multifam~ly accommodation and the termination may deprive 
residential tenants of service, the customer shall give PG&E and the tenants 
not~ce at least 10 days prior to the date the customer desires to terminate 
liab~lity for payment for the service The customer may be held responsible for 
all service furnished at the premises until ten days after recelpt of such notlce by 
PG&E, or until the date of termination spec~fred In the notice whichever date IS 

later 

B TERMINATION OF SERVICE FOR NONPAYMENT-WEEKENDS AND HOLIDAYS 

Service w~ll not be termmated for nonpayment of b~lls or credit deposit requests on 
Saturdays, Sundays, legal holidays or on days when the offices of PG&E are closed 
to the public 

(Cont~nued) 
Advfce Letter No 1436 E 
Decis~on No 

Issued by Date Filed June 1,1993 
Gordon R Smith Effective July 12, 1993 
Vice President and Resolutron No 

Chief Financial Officer 



Rev~sed Cal P U C Sheet No 13141 E 
Pacrfic Gas and Electric Company Cancelling Revlsed Cal P U C Sheet No 11312 E 
San Francisco California 

RULE 11-DISCONTINUANCE AND RESTORATION OF SERVICE 
(Continued) 

C TERMINATION OF SERVICE FOR NONPAYMENT OF BILLS OR CREDIT 
DEPOSIT REQUESTS-RESIDENTIAL 

Monthly bills for res~dentral servlce are due and payable upon presentatlon and will 
be consldered past due ~f payment IS not recelved by PG&E wlthtn 19 days after the 
bill IS malled to the customer Credlt deposlt requests for resldential servlce are due 
and payable upon presentatlon and will be consldered past due ~f payment IS not 
recelved by PG&E w~thln 11 days after the credlt deposlt request IS malled to the 
customer 

When a bill or credlt deposlt request has become past due and the customer has 
recelved notlce In accordance wlth Rule 8 that servlce will be termmated for 
nonpayment, PG&E may termlnate any and all services the customer IS recelvlng 
unless an exceptron descr~bed In Sectlons C 1 through C 3, below, applles 

1 INABILITY TO PAY-RESIDENTIAL 

PG&E may, at ~ t s  optlon extend payment arrangements to a customer who 
alleges an lnablllty to pay However PG&E must extend payment 
arrangements to a customer who alleges an lnablllty to pay where (1) the 
customer has provlded certlflcat~on from a llcensed physlc~an, publ~c health 
nurse or soclal worker that termlnatlng the servlce would be Ilfe-threaten~ng 
ather to the customer or to a full tlme resldent In the customer's home and 
(2) the customer IS wllllng to enter Into reasonable payment arrangements 

It IS the customer's responslblllty to contact PG&E to request payment 
arrangements If payment arrangements are made, such payment 
arrangements will be by Amort~zatlon Agreement, as descr~bed In Sectlon 
C 1 a , below or by Extenson Agreement, as descr~bed In Sectlon C 1 b 
below 

Advice Letter No 1436-E 
Decisron No 

Issued by Date Filed June 1, 1993 
Gordon R Smith Effective July 12, 1993 
Vice Pres~dent and Resolution No 

Chref Financial Officer 



Revlsed Cal P U C Sheet No 13142-E 
Pacrfic Gas and Electrrc Company Cancell~ng Revlsed Cal P U C Sheet No 11313 E 
San Francfsco Calffornfa 

RULE 11-DISCONTINUANCE AND RESTORATION OF SERVICE 
(Contlnued) 

C TERMINATION OF SERVICE FOR NONPAYMENT OF BILLS OR CREDIT 
DEPOSIT REQUESTS-RESI DENTIAL (Cont'd ) 

1 INABILITY TO PAY-RESIDENTIAL (Cont'd ) 

When the customer and PG&E have agreed upon payment arrangements 
PG&E w~ll not term~nate servlce as long as the customer compl~es wlth the 
arrangements However ~f the customer fails to comply, PG&E may termlnate 
any and all services the customer IS recelving after notice is given In accordance 
with Section C 1 a or Sectlon C 1 b , below 

If PG&E and the customer cannot agree on payment arrangements the 
customer may subm~t a complaint to the Commiss~on In accordance with 
Sect~on C 1 c , below 

The customer shall be prov~ded lnformatlon on the ava~lab~lity of flnanc~al 
ass~stance 

a AMORTIZATION AGREEMENT-RESIDENTIAL 

An Amortizat~on Agreement IS a contract between PG&E and the customer 
by wh~ch the customer IS allowed to make ~nstallment payments of a past 
due balance (for a reasonable period not to exceed 12 months) while also 
paying subsequent PG&E b~lls before these bills become past due 

If the customer falls to comply with the Amortization Agreement the ent~re 
amount owlng w~ll become immed~ately due and payable and any and all 
servlces the customer IS receiving may be termtnated However, servlce w~l l  
not be termmated untll the customer has rece~ved not~ce elther by 
telephone or in wr~t~ng, at least 48 hours prlor to term~natlon 

Advfce Letter No 
Decfsron No 

Issued by 
Gordon R Smrth 
Vfce Presfdent and 

Ch~ef Ffnancfal Officer 

Date F~led June 1,1993 
Effectrve Julv 12, 1993 
Resolut~on No 

I 



Rev~sed Cal P U C Sheet No 13143-E 
Pacrfic Gas and Eiectrrc Company Cancellrng Revised Cal P U C Sheet No 11314-E 
San Francisco Calrfornra 

RULE 11-DISCONTINUANCE AND RESTORATION OF SERVICE 
(Contrnued) 

C TERMINATION OF SERVICE FOR NONPAYMENT OF BILLS OR CREDIT 
DEPOSIT REQUESTS-RESIDENTIAL (Cont'd ) 

1 INABILITY TO PAY-RESIDENTIAL (Cont'd ) 

b EXTENSION AGREEMENT-RESIDENTIAL 

An Extension Agreement IS a contract between PG&E and the customer by 
whrch the customer IS allowed to make a srngle payment of a past due 
balance on or by a specified date whrle also paying subsequent PG&E bills 
before they become past due 

When the customer has received a 15-day notice of termination and falls to 
comply wrth the Extension Agreement, the notrce of terminatron wrll remarn 
In effect, and collectron actron w~ll contrnue When the customer has 
recelved a 48-hour notrce of termmatron and fails to comply with the 
Extensron Agreement, the notice of termrnatron wrll remain In effect, and 
any and all services the customer IS receiving may be termrnated wrthout 
further notrce 

c FAILURE TO AGREE ON PAYMENT ARRANGEMENTS 

When the customer and PG&E fail to agree on payment arrangements, it IS 

the customer's responslbrlrty to contact the California Publlc Utilrtles 
Commrssron's (CPUC) Consumer Affarrs Branch (CAB) rn a trmely manner 
to avoid terminat~on The customer may 

1) Wrrte to the CAB to make a complarnt allegrng an inability to pay and 
indrcating that payment arrangements have not been mutually agreed 
upon by the customer and PG&E 

2) When the customer has submitted a complarnt to the CAB, the CAB will 
notify PG&E and PG&E will respond to the complaint wrthrn 10 days 
The CAB wrll report ~ t s  proposed resolution to the parties in accordance 
wrth CPUC procedures 

(Continued) 

Advrce Letter No 1436-E 
Declsron No 

Issued by 
Gordon R Smrth 
V~ce President and 

Chref Frnanoal Offrcer 

Date Filed June 1,1993 
Effect~ve July 12, 1993 
Resolutron No 



Rev~sed Cal P U C Sheet No 13144 E 
Pacific Gas and Electrrc Company Cancelling Revised Cal P U C Sheet No 11445 E 
San Francisco California 

RULE 11-DISCONTINUANCE AND RESTORATION OF SERVICE 
(Continued) 

C TERMINATION OF SERVICE FOR NONPAYMENT OF BILLS OR CREDIT 
DEPOSIT REQUESTS-RESIDENTIAL (Cont'd ) 

1 INABILITY TO PAY-RESIDENTIAL (Cont'd ) 

c FAILURE TO AGREE ON PAYMENT ARRANGEMENTS (Cont'd ) 

3) If the customer is not satisfied with CAB'S resolution of the compla~nt 
the customer may appeal to the CPUC In accordance with the CPUC's 
procedures 

4) Failure of the customer to observe any time Iim~ts set by the CPUC's 
complaint procedures shall entitle PG&E to insist upon payment and to 
terminate service if the payment IS not made 

2 BILLING OR CREDIT DEPOSIT REQUEST DISPUTE-RESIDENTIAL 

PG&E will not termmate service when a residential customer has init~ated a 
complaint or requested an ~nvestigat~on within f~ve days of receiving a d~sputed 
bill or credit depos~t request, until the customer has been given an opportunity 
for review of the dispute by PG&E or the CPUC in accordance with Rule 10 
However, the customer must cont~nue to pay subsequent undisputed PG&E bills 
before these b~lls become past due, or the customer's service will be subject to 
term~nat~on in accordance with this rule and Rule 8 

3 CORRECTED BILL OR CREDIT DEPOSIT REQUEST-RESIDENTIAL 

When PG&E has corrected the customer's bill or the requested cred~t deposit 
amount, service may not be termmated until the customer has received notices 
for the corrected amount In accordance with Rule 8 

Advice Letter No 1436-E 
Decisron No 

Issued by Date Filed June 1,1993 
Gordon R Smrth Effective July 12, 1993 
Vice Presrdent and 

Chref Financial Officer 

-- 

Resolution No 



R e v ~ s e d  Cal P U C Sheet No 13145 E 
Pacific Gas and Electrrc Company Cancelling Rev~sed  Cal P U C Sheet No 11316 E 
San Francisco California 

RULE 11-DISCONTINUANCE AND RESTORATION OF SERVICE 
(Continued) 

D TERMINATION OF SERVICE FOR NONPAYMENT OF BILLS OR CREDIT 
DEPOSIT REQUESTS-NONRESIDENTIAL 

Monthly bills for nonresidential service are due and payable upon presentation and 
will be considered past due if payment is not received by PG&E w~th~n 15 days after 
the bill is ma~led to the customer Cred~t depos~t requests for nonresidential service 
are due and payable upon presentation and will be considered past due if payment 
IS not received by PG&E within I 1  days after the credit deposit request is ma~led to 
the customer 

When a bill or credit deposit request has become past due and the customer has 
received not~ce in accordance with Rule 8 PG&E may terminate any and all services 
the customer is receiving unless an exception described in Sections D I through 
D 3, below, applies 

1  INABILITY TO PAY-NONRESIDENTIAL 

PG&E may, at its sole option extend payment arrangements to a nonres~dential 
customer who alleges an inabil~ty to pay 

It is the customer's responsibility to contact PG&E to request payment 
arrangements If payment arrangements are made, such payment 
arrangements may be by Amortization Agreement, as described in Sect~on 
D 1  a , below, or by Extension Agreement, as described in Section D I b , 
below 

When the customer and PG&E have agreed upon payment arrangements, 
PG&E will not terminate service as long as the customer compl~es with the 
arrangements However if the customer fails to comply PG&E may terminate 
any and all services the customer is receiving after notice is given In accordance 
with Sect~on D 1  a and Section D 1 b , below 

(Continued) 
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RULE 1 1-DISCONTINUANCE AND RESTORATION OF SERVICE 
(Continued) 

D TERMINATION OF SERVICE FOR NONPAYMENT OF BILLS OR CREDIT 
DEPOSIT REQUESTS-NONRESIDENTIAL (Cont'd ) 

1 INABILITY TO PAY-NONRESIDENTIAL (Cont'd ) 

a AMORTIZATION AGREEMENT-NONRESIDENTIAL 

An Amortization Agreement IS a contract between PG&E and the customer 
by which the customer is allowed to make installment payments of a past 
due balance while also paying subsequent PG&E bills before these b~lls 
become past due 

If the customer fails to comply with the Amortization Agreement, the entire 
amount owing will become immediately due and payable and servlce may 
be terminated However, service will not be terminated until the customer 
has received notice, either by telephone or in writ~ng, at least 24 hours prlor 
to termination 

b EXTENSION AGREEMENT-NONRESIDENTIAL 

An Extension Agreement IS a contract between PG&E and the customer by 
which the customer IS allowed to make a single payment of a past due 
balance on or by a specified date while also paying subsequent PG&E bills 
before they become past due 

When the customer has received a -/-day notice of termmation and falls to 
comply with the Extension Agreement the not~ce will remain in effect, and 
any and all services the customer IS receiving may be terminated without 
further notice 

2 BILLING OR CREDIT DEPOSIT REQUEST DISPUTE-NONRESIDENTIAL 

PG&E will not termmate service when a nonres~dential customer has ~n~tlated a 
complaint or requested an investigation w~th~n f~ve days of receiving a disputed 
bill or cred~t deposit request, until the customer has been given an opportunity 
for review of the dispute by PG&E or the CPUC in accordance with Rule 10 
However the customer must cont~nue to pay subsequent undisputed PG&E bills 
before these bills become past due or the customer's servlce will be subject to 
termlnatlon In accordance w~th thls rule and Rule 8 

(Continued) 

Advrce Letter No 1436-E 
Deosron No 

Issued by 
Gordon R Smrth 
Vrce Presrdent and 

Ch~ef F~nancral Officer 

Date Frled June 1,1993 
Effect~ve July 12, 1993 
Resolutron No 



Rev~sed Cal P U C Sheet No 13147 E 
Pacrfic Gas and Electrrc Company Cancelling Rev~sed Cal P U C Sheet No 11318 E 
San Francisco California 

RULE 11-DISCONTINUANCE AND RESTORATION OF SERVICE 
(Continued) 

D TERMINATION OF SERVICE FOR NONPAYMENT OF BILLS OR CREDIT 
DEPOSIT REQUESTS-NONRESIDENTIAL (Cont'd ) 

3 CORRECTED BILL OR DEPOSIT REQUEST-NONRESIDENTIAL 

When PG&E has corrected the customer's bill or the requested credit deposit 
amount, service may not be terminated untll the customer has recetved notices 
for the corrected amount in accordance with Rule 8 

E FAILURE TO ESTABLISH OR REESTABLISH CREDIT 

When PG&E provides service to an applicant before credit is established or 
continues service to a customer pending reestablishment of credit, and the 
applicant/customer fails to establish or reestablish credit in accordance with Rule 6 
any and all services the customer IS receiving may be terminated after notice has 
been given in accordance with Rule 8 

PG&E will not restore the customer's service until the customer has compl~ed with 
the Rule 6 requirements to establish or reestablish credit 

F TERMINATION OF SERVICE FOR NONPAYMENT OF BILLS AT OTHER 
LOCATIONS 

Any and all services the customer is receiving may be terminated for nonpayment of 
a bill for service previously supplied by PG&E to the same customer at another 
location after the customer has been given notices of termination in accordance with 
Rule 8, except that residential service shall not be terminated for nonpayment of a 
bill for any other class of service Nonresidential service may be terminated for 
nonpayment of a bill for any class of service Service shall not be terminated for 
nonpayment w~thin 15 days after establishment of service at the new location 

If the customer is receiving service at more than one location, any or all services 
may be terminated with proper notice for nonpayment of any bill at any location for 
PG&E service, except that residential service shall not be terminated for 
nonpayment of a bill for any other class of service Nonresidential service may be 
terminated for nonpayment of a b~ll  for any class of service 

(Continued) 
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RULE 11-DISCONTINUANCE AND RESTORATION OF SERVICE 
(Continued) 

I G TERMINATION OF SERVICE-RETURNED CHECKS 

When the customer has received notice of terminat~on in accordance with Rule 8 
and a check tendered In payment of the past due b~ll  or credit depos~t request for 
res~dent~al or nonresident~al servlce IS returned unpaid, PG&E may terminate service 
In accordance w~th Sect~ons 1 and 2 below 

1 RESIDENTIAL 

When the customer has rece~ved a 15-day not~ce of terminat~on, the notice will 
remaln In effect, and collect~on actton w~l l  cont~nue When the customer has 
rece~ved a 48-hour not~ce of termination, the notice will remaln In effect, and 
service may be terminated without further not~ce 

2 NONRESIDENTIAL 

When thecdstoimr has recewed a ?-day n ~ t ~ e  of termlnatle'l +hewt~ce will 
remain In effect and servlce may be termmated w~thout further not~ce 

H UNSAFE APPARATUS OR CONDITION 

1 PG&E may deny or term~nate servlce to the customer ~mmediately and w~thout 
notice when 

a PG&E determ~nes that the premises wiring, or other electr~cal equipment, or 
the use of e~ther, IS unsafe, or endangers PG&Ets servlce facilit~es, or 

b The customer threatens to create a hazardous cond~t~on, or 

c Any governmental agency, authorized to enforce laws, ordinances or 
regulations ~nvolving electr~c facii~ties and/or the use of electricity, not~f~es 
PG&E In writ~ng that the customer's fac~lities and/or use of electric~ty IS 

unsafe or not In complrance with appl~cable laws, ord~nances, or 
regulat~ons 
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RULE 11-DISCONTINUANCE AND RESTORATION OF SERVICE 
(Continued) 

H UNSAFE APPARATUS OR CONDITION (Cont'd ) 

2 When relocation or replacement of electric service by PG&E IS necessary the 
service, including the meterlng facilities will be installed in locations mutually 
acceptable to PG&E and the customer and which conform to current applicable 
codes, regulations and standards If no such mutually acceptable locatlon can 
be agreed upon, PG&E shall discontinue service until the customer and PG&E 
reach agreement 

3 SERVICE RESTORATION 

a When the customer's service has been termlnated either because of a 
determination by PG&E that an unsafe apparatus or condition exists on the 
premises, or because the customer has threatened to create a hazardous 
condition servlce will not be restored until PG&E determines the customer's 
electrical wiring or equipment or the use of either, has been made safe 
When service IS denied or terminated solely under these sections, the 
customer may seek remedies before the CPUC 

b When the customer's service has been termlnated because of an order of 
termination Issued to PG&E by a governmental agency, service will not be 
restored until PG&E has received authorization to restore the servlce from 
the appropriate governmental agency It IS the customer's responsib~lity to 
resolve the matter with the governmental agency 

4 PG&E does not assume the responsibility of inspecting or repairing the 
customer's facilities, appliances or other equipment for receiving or using 
service, or any part thereof In the event the customer has knowledge that the 
servlce IS In any way defective, it is the customer's responsibility to notify PG&E 
at once PG&E shall not be llable or responsible for any plumbing, appliances 
faalitles, or apparatus beyond the polnt of delivery which it does not own or 
maintain In accordance with these rules 

(Continued) 
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RULE 1 1-DISCONTINUANCE AND RESTORATION OF SERVICE 
(Continued) 

I SERVICE DETRIMENTAL TO OTHER CUSTOMERS 

PG&E w~ll not supply service to a customer operating equ~pment wh~ch is considered 
by PG&E to be detrimental to either the service of other PG&E customers or to 
PG&E PG&E will terminate service and refuse to restore service to any customer 
who continues to operate such equipment after receiving notification from PG&E to 
cease 

J UNAUTHORIZED USE 

1 PG&E may terminate servlce without notice for unauthorized use of service as 
def~ned In Rule 17 2 When the customer's service has been termmated under 
thrs section PG&E may refuse to restore service until 

a the unauthorized use has ceased, and 

b PG&E has received full compensation for all charges authorized in 
Rule 17 2 

2 PG&E may terminate and refuse to restore service ~f the acts of the customer or 
conditions on the premises indicate an intent to deny PG&E full compensation 
for services rendered, rncluding, but not limited to, any act which may result in a 
denial of service under Rule 3 PG&E shall provrde the customer wlth the 
reasons for such term~nat~on and/or refusal to restore service When the 
customer's service has been terminated under th~s section, PG&E may refuse to 
restore service until 

a the acts andlor the conditions described above have ceased or have been 
corrected to PG&E's satrsfactron, and 

b PG&E has received full compensation for all charges resulting from the 
customer's acts or the conditions on the premises 
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RULE 1 1-DISCONTINUANCE AND RESTORATION OF SERVICE 
(Continued) 

K NONCOMPLIANCE WITH PG&EOS TARIFFS 

Unless otherwise specif~cally prov~ded, PG&E may termlnate service to a customer 
for noncompl~ance w~th any of PG&E1s tarlffs ~f the customer falls to comply w~thin 
f~ve days after the presentahon of written not~f~cation The customer shall comply 
w~th PG&E1s tariffs before servlce will be restored 

L REVOCATION OF PERMISSION TO USE PROPERTY 

If PG&Efs servlce faclllt~es and/or a customer's wlrlng to the meter are installed on 
property other than the customer's property and the owner of such property revokes 
permission to use ~ t ,  PG&E will have the right to terminate service upon the date of 
such revocation If service is termmated under these condit~ons, the customer may 
have service restored under the provlslons of PG&EOs llne and service extension 
rules 

M CHARGES FOR TERMINATION AND/OR RESTORATION OF SERVICE 

1 PG&E may require payment of the entlre amount due, including the past due 
amount and current charges, payment of a deposit in accordance w~th Rule 7, 
and payment of other charges ~nd~cated hereln, prior to restoring servlce to 
accounts whlch have been terminated for nonpayment 

2 PG&E wiH require a $6 00 returned check charge for processing a check which 
is returned to PG&E unpaid 

3 PG&E may require payment of a field collect~on charge of $10 00 when a PG&E 
representatwe makes a f~eld call to a customer's premises to termlnate servlce 
for nonpayment of bills or cred~t depos~t requests 

(Continued) 
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RULE 1 1-DISCONTINUANCE AND RESTORATION OF SERVICE 
(Continued) 

M CHARGES FOR TERMINATION AND/OR RESTORATION OF SERVICE (Cont'd ) 

4 PG&E may requlre payment of a reconnect~on charge of $20 00 per connection 
before restoring service that has been terminated for nonpayment of bills to 
prevent fraud, or for fallure to comply w~th PG&Ets tarlffs If the customer 
requests that service be restored outside of regular business hours an 
add~tional charge of $10 00 per connection may be made 

5 In add~tion PG&E may charge and collect any unusual costs incidental to the 
term~nat~on or restorat~on of servlce wh~ch have resulted from the customer's 
act~on or negligence 

6 Service wrongfully termmated will be restored without charge 
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In order for the Pllot Commerc~al Reform program to be successful, customers and other 
rnterested partres must be fully Informed regard~ng 

a The overall objectives of the program 
a The methodolog~es berng employed and 
a The rat~onale behlnd the methodolog~es 

The strategy should be to use varlous medra often In order to keep the Issue constantly before the 
people, raise thew awareness, garn the~r support, and encourage them that thrngs are gettrng 
better bv keeplng them ~nformed of progress 

There are several aud~ences for the Publlc Informatron program 

I Customers drrectly Involved In the Prlot Project 
2 Other Customers of the uttllty 
3 Other employees of the u t~ l~ ty  not dlrectly rnvolved In the Prlot Project 
4 Local municipal offic~als 
5 Government of Georg~a officrals, rnclud~ng other d~str~but~on companies 

6 Members of the Internat~onal Commun~ty worhlng w~thln Georg~a who are rnvolved In 
electrtc power related Issues 

In the followrng we drscuss elements of a complete public lnformatron campalgn 

The general message to be delivered to all customers whether P~lot Project partlclpants or not 
rncludes ~nformation regarding 

The true cond~tlon of the electr~c power dellvery system In Georg~a, 
What needs to be done to Improve 4 
The steps be~ng undertaken by the Distributor, and 
The degree of partlc~patlon and comm~tment requlred of the customers 

In order to educate the customers, the "message" must be defined and refined to its srmplest, 
most fundamental terms, and then all practical medla must be used to dellver the message The 
message to consumers may be drvrded Into four elements, as follows 

The shortage of power and the dally blackouts In Georgla can be resolved only if 
people pay fully for the electric~ty they use Payment IS necessary to buy fuel for the 

Hagler Ba~lly 



RUSTAVI PUBLIC llvFORMATlON PROGRAM B - 3 

power plants or to Import pouer from other countries when necessarq The 
Government of Georgla does not have the tau revenue to subsidize power generation 

costs beyond the present level 

b THE SOLUTION DISCONNECTION FOR NON-PAYMENT 

The only solutton to the problem of dally blackouts 1s to terminate electr~c service to 
people who cannot or wlll not pay for ~ t s  use This wlll then allow utilities to provlde 
full-tlme service to those who pay their electric bills In full and on tlme It is wldelj 
estimated that 80% of the people can pay for electric service but many do not do so 
simply because there are no consequences for not paylng 

The termlnatlon of electric servlce would seem a harsh measure to impose on the poor 
but In reality, a complete cut-off of 20% of the people is hardly worse than the present 
clrcumstance where they, and all of thelr ne~ghbors are limited to a few hours of 
servlce each day, and the hours of operation are unpredictable and uncertain 

The plan for recovery has a number of elements which wlll be tested In pllot programs 
and then expanded to other customers as qulckly as poss~ble They include the 
following two basic steps 

(1)  Increased accountabllitv A computer~zed customer accounting system will be 
introduced which replaces the present inspector-collection procedure wlth 
monthly meter readlngs and blllings Customer payments are to be made no later 
than the des~gnated day every month at a neighborhood payment statlon Fallure 
to pay wlll result in disconnectton of service 

(2) Full-Serv~ce Subscribers When the computerized b~lling program has been 
establ~shed, customers wlll be afforded the opportunlty to subscribe to full-t~me 
(24-hour-per day) electric service Thls will be done on a feeder-by-feeder, 
transfmr-by-transformer basis as mlnlmum subscrlption levels can be ach~eved 
and contingent upon the abillty of Sakenergo and the Distributor to sw~tch 
individual feeders to maintatn full service The threshold for full service would be 
the subscrlption of 60% of the customers served by the feeder or transformer 
When that level is reached, the remaining customers who do not subscribe wlll be 
disconnected and full servlce implemented on the feeder or transformer 

Indlv~dual customers who fail to make regular monthly payments, wlll be indiv~dually 
disconnected from the network This will include removlng some or all of the wlring 
between the customer's meter and ~ t s  polnt of connection to the feeder If the meter IS 

accessible to the workmen, the meter shall also be removed 
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Servtce Inspectors wlll monltor feeder llnes on a continual bas~s and remove all Illegal 
connections Check meters wlll be Installed on bulldlngs and feeders and where theft 
or other un-compensated usage exceeds 5% the entlre feeder mav be dtsconnected 
Th~s  rule 1s to encourage customers who have subscribed to and are paving for thelr 
servlce to report customers who are steallng electriclt\ to the utll~tj or to asslst poor 
customers In paylng for their servlce 

2 POLITICAL AND GOVERNMENT LEADERS 

Local and natlonal pol~tlcal and government leaders should be Informed early and often about 
plans and progress and their publrc support solicited The bas~c message should be 'The 
economlc recovery of Georgla begrns with a sound infrastructure and no factor 1s more 
Important to commerce and industry than rel~able full-t~me electrlc service Thls can be made 
posslble only ~f everyone pays for the electrlclty they use " 

A llst of political and government leaders should be prepared and Hagler Ballly staff assure that 
coples of all news releases and progress reports are delivered to those people 

The new program, ~ t s  purpose, and perlodlc progress reports wlll need to be publicized very 
lntenslvely In the areas where the program is scheduled for implementation 

a Mass Med~a 

Publicity should be clty-w~de, and announced repeatedly in the newspapers radlo and 
televlslon durlng the weeks leadlng up to the beginning of the pllot program All 
customers should be made aware of the plan and the fact that ~t wlll start as a pllot 
program tn a selected area of the city Customers should be encouraged to contact the 
utility to express their Interest In having the program expanded to thew area as soon as 
the pllot program IS determined to be successful 

As each area 1s schedule for inclusion (first) lnto the monthly bllling program, and 
(secondly) lnto the full-t~me service program hand-bllls or fllers should be prepared 
and delivered door-to-door In the targeted area These would reiterate all of the polnts 
made In the publlc announcements regard~ng the program, speclfy the period In whlch 
the customers In the targeted area would become lnvolved and/or be offered the 
opportunity to partlclpate 

It should be noted that the bllllng program wlll be Implemented without the consumers' 
consent, and the message should be that thls 1s a prerequisite to full-tlme servlce The 
customer would be advlsed at this time of the schedule for offerlng full servlce and the 
requirements for ellglbillty 
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In a further effort to keep government officials and the lnternatlonal agencies apprlsed of plans 
and progress a perlodlc newsletter should be produced and delivered to all the local and natlonal 
declslon-makers on a regular (e g monthly) basls Thls newsletter would keep the program 
before the publlc and report on the lncreaslng numbers of people In the monthly bllllng program 
the number of people signed-up-for and recelvlng full-tlme servlce percentage Increases In 
kllowatt hour sales and revenue ind~v~dual human-~nterest ' success stories ' from satisfied 
customers and various schemes belng employed to accommodate the poor people In the new 
commercial envlronment 

A number of flyers should be developed for use wlth partlclpatlng customers These would 
include speclfic instructions regarding what 1s expected of them at various stages of the program 
These flyers would Include explanations at the tlme of 

Inltlal meter reading 
Delivery of the first bill 
Dellvery of a bill wlth a Past Due amount shown 
Flndlng of power theft 
Dlsconnectlon of servlce for non-payment 
Appllcatron for full-tlme servlce 

Samples of these flyers are attached 

An lnformat~on office should be established for the purpose of prov~dlng lnformatlon on a 
continuing basis to all Interested news medla It should be emphasized that these are news 
stones of general publlc Interest and not advertisements to be placed In space paid for by the 
utility Whenever practical, publlc statements should be attributed to the hlghest local 
government official (e g , the mayor) This would requlre that the ut~lity's manager coordinate 
all publ~c~ty  wlth the mayor's office 

Involvement of the hlghest munlc~pal officials IS Important because pollt~cal support of the 
program especially disconnection pollcles, 1s Important to the program's success 

Attached are a sertes of sample news releases They are for illustrative purposes Tlmlng and 
detalls will need to be adjusted to fit the actual schedule and results 
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INITIAL ANNOUNCEMENT 
For release week of March 2 I998 

To all news medra 
Press Conference m Rustavr 
Copres to key Rustavr munrcrpal ofic~als 
Copres to GERNC appropriate Minwtrres selected Parlianrentarrans Ofice of the Presrdent 
Copres to be delrvered to 1 700partrcrpants in the Pilot Project 
Copres posted at the Rustavr Electrrc Company ofJice for all enlplovees to read 

Translate this and deliver a copy to Zurab Kokaia Vice Mavor of Rustavi as soon as 
possrble (say, by February 18) Find out rf it is possrble to get this program before the 
City Councll, get the Council's endorsement, and to get the Mayor to call a press 
conference to prov~de the following press release and answer questions Someone 
from Hagler Bailly should be present at the City Council meeting and any press 
conference to help the city officials answer questions about the program Note that we 
have not tried to cover all details or answer all questrons rn this initla1 news release 
There should be at least one news release each week for the first month of the program 
Some further examples are attached 

Rustavi Mayor Announces Plan to 
Restore Full-tlme Electric Servlce 

Rustavi Mayor announced today the approval by the clty council of a program 
that should make available 24-hour electric service throughout the city within the next 12 to 18 
months Success of the plan wrll depend primarily upon the willingness of citizens to pay fully 
for thelr electrrc service, (mayor) said 

First step rn the recovery program is the implementation of a computerrzed customer billing 
procedure, srmilar to that used rn European and other free-market countrres, according to Vasiko 
Kobiashvili, Director of (the Electric Company) A prlot program involving 1,700 Rustavi 
households wlll begrn rn March, using computers and billrng software provided by the U S 
Agency for International Development (USAID) 

(Mayor) said the monthly bllllng program IS an essential first step In that ~t helps re-establrsh a 
payment drsciplrne among electric customers, and ~t provrdes (the Electric Company) with 
accurate and current data on whrch customers are paying their brlls, and whlch are not 

The monthly billing program differs from past collection systems in that it elimrnates on-site 
collections by individual Inspectors In compliance with Presidential D e c r e e ,  which 
requlres payment for electric servlces to be made at banks, post offices, or other cash stations, 
Mayor (mayor) sard a bill payment station is being established in the municipal building located 
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at Thls station IS convenient to the area where 
the billing program will begln 

The plan calls for a meter reader to read the customers meters each month A computer will 
calculate and prlnt the bllls the following day The bills will then be delivered to the customers 
The new procedure requlres customers to mahe pavment at the payment statlon withln 15 days 
Customers who do not pay thelr b~l ls  w ~ l l  have electric servlce d~sconnected (mavor) s a ~ d  

After one or two months successful operation In the pllot area the b~lllng program w11l be 
expanded as quichly as practical to other electr~c customers Kobtashvili stated 

'The reason for the present restrlctlons on electric servlce In Rustav~ and throughout Georg~a IS 

the lach of money to buy fuel," (mavor) said Thls power shortage IS the dlrect result of 
customers not paylng the~r  electric bills, accordlng to the mayor 

In the past, electr~c servlce was provided to households at artificially low tariffs, Dlrector 
Kobiashvili s a ~ d  T h ~ s  was because resident~al service was prev~ously subs~dized by industr~al 
users "W~th the shut-down of most Industry and the shortage of tax payments into the 
Government Treasury, there is no source of funds to contlnue to subs~d~ze res~dential electric 
serv~ce," Koblashvll~ stated "Customers need to realize they must pay for the~r  electr~city or do 
w~thout," he added 

Mayor (mayor) s a ~ d  that whlle Pres~dential Decrees and World Bank offic~als have called for the 
prlvat~zation of the electr~c d~s t r~bu t~on  companies throughout Georg~a, the timtng and 
effectiveness of the prlvatlzat~on program is uncertain (mayor) explained that the new billing 
program and other reforms belng contemplated by the c ~ t y  are s ~ m ~ l a r  to those whlch would be 
~mplemented ~f an International Investor bought the company and appl~ed Western techniques 
and standards to the commercial operations 

"We do not feel ~t IS necessary to wait for some pr~vate investor to come in and 'rescue' us from 
our present s~tuat~on," (mayor said) "We know what the problems are, and we have the staff 
that can solve them " he s a ~ d  

"Electric costs are a small part of the income of most families ' accordlng to (mayor), and he 
called upon on all electr~c customers to glve a h~gher priorlty to the payment of thelr electr~c 
bills "This IS the first step toward full-serv~ce electricity for our crty," he stated 

The Rustav~ Electr~c Company 1s belng assisted in the tralnlng of employees and ~mplementat~on 
of the computerized billing program by the Amer~can company Hagler Bailly Consulting, Inc 
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SECOND ANNOUNCEMENT 
For release week of March 9 1998 

To all news rnedra 
Copres to ket Rustavr nzunrcrpal oflcrals 
Coples to GERNC approprrate Mlnrstrles selected Parllanzentarrans Oflce of the Pr esrdent 
Copres posted at the Rustavr Electrzc Company oflce for all enlplovees to read 

Translate t h ~ s  and dellver a copy to Utlllty Dlrector for comment and approval and 
dellvery to local media Have h ~ m  or Mayor s office try to get local news 
photographer and local TV cameraman (lf there is one) to accompany blll deliverer as 
bllls are being dellvered In an apartment bu~ldlng Get photos of courier hand~ng blll to 
customer 

Flrst Monthly Bills Delivered to Rustavi Electric 
Customers Under New Billlng Program 

Electrlc customers in the area of the city began recelvlng the~r  first monthly 
electr~c bills t h ~ s  week as part of the Rustavt Electr~c Company's plan to restore full-tlme electric 
servlce to the c ~ t y  Thls new program was announced by Rustavl Mayor (mayor) last week 

About 200 electr~c bills are produced and dellvered each day to customers In the Pllot Project 
area Customers are instructed to make payment at the mun~c~pal  burlding 
w ~ t h ~ n  15 days The payment wlndow 1s open from 10 a m unt116 p m , Monday through 
Frlday 

If bills are not paid before the next monthly bill is dellvered, the customer's electrlc servlce is 
subject to disconnection, accord~ng to Rustavi Electrlc Company D~rector Vaslko Koblashvll~ 

A small staff 1s presently engaged In thls project, lncludlng two meter reader two computer 
operators, two pay statlon tellers, and two servlce Inspectors There are 1,700 customers In the 
lnltlal bllllng group but thls number is expected to Increase to 5 000 or 6,000 over the next two 
or three months as the staff gains experience wlth the new procedures 

Customers In the pllot project are dlvlded Into 20 blll~ng groups, wlth the meters for a different 
group belng read each day The day following a group's readlng, bills wlll be calculated and 
pr~nted Bills will then be dellvered to customers on the thlrd day of the group s billing cycle 

Each customer's billing and payment history 1s recorded in a computerized database Payments 
are posted dally so that management can have an up-to-date prlntout of all customers who are 
delinquent In payments, the amount owed, and the age of any unpa~d The computer can prlnt 
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each day the names of customers whose grace per~od for pavment has explred and who are to be 
scheduled for d~sconnectlon for non-payment 

As expla~ned by Mavor (mayor) in h ~ s  news conference last week the b~lllng program 1s the first 
step In establishing ~ n d ~ v ~ d u a l  accountab~l~tv and payment d~scipl~ne among electric customers 
The computer prov~des ut111tv management with the ~nforrnat~on necessary to accuratelk and 
fairlv enforce collection procedures 

Dlrector Kobiashvil~ s a ~ d  that ne~ther government nor ~ndustr~al customers have the monev to 
subs~dize resldent~al electr~c b~l ls  as In the past ' All customers need to realize they must pav for 
thelr own electr~c use or do w~thout ' 

If early experience 1s successful the Rustav~ Electric Company expects to have the blll~ng 
program extended to most of the c ~ t y  by the end of the summer The blll~ng software and 
computers are be~ng provided by the U S Agency for Internat~onai Development wlth asslstance 
In ~mplementat~on by Hagler Badly Consulting Inc 
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THIRD ANNOUNCEMENT 
For release week of March 16 1998 

To all news medza 
Coples to key Rustavl munlcrpal ofJicrals 
Coples to GERNC approprrate Mrnlstrles selected Parlrarnentarlans OfJice of the President 
Coples posted at the Rustavl Electrlc Company ofJice for all en~ployees to read 

Interv~ew Utll~ty Director to fill in blanks include additional information Translate 
thls and deliver a copy to Utility Dlrector for comment and approval and dellvery to 
local media 

Rustavl Electrrc Company Movlng on Two Fronts 
to Deliver 24-Hour Sewlce to ~ t s  Customers 

The Rustavi Electr~c Company has two exper~mental programs In progress des~gned to brlng 24- 
hour electric servlce to the c ~ t y  In addition to the recently announced computer~zed bllllng 
program in the dtstrlct, the company has also been experlmentlng In the 

dlstr~ct with an ' all or none" program for entire apartment buildlngs 

"The key to 24-hour servlce IS full payment for electricitv used '? according to Electrlc Company 
Dlrector Vasiko Koblashvll~ "The l ~ m ~ t i n g  factor to electrlc~ty supply In Georg~a IS money to 
buy fuel for Gardabani or to Import power from neighboring countries,' said Kobiashvll~ "The 
only source of that money is the customers who are using the power We can no longer expect 
subsidies from the government or lndustr~al customers," he added 

In the distr~ct, - apartment buildings wlth customers have been 
receiving all-day servlce contingent upon full payment for all electrlclty del~vered to the 
bullding Instead of the Electr~c Company collecting indlv~dually from each occupant one 
person In the bulldlng is des~gnated to collect the money to pay for all the electric~ty delivered to 
the bulldlng 

The payment IS based upon electrlclty measured by a "check meter" Installed on the feeder to the 
buildlng If the payment cannot be made, servlce to the entire buildlng IS disconnected 

The theory IS that the majority of customers want all-day electr~c service and can afford to pay 
for ~t If they have ne~ghbors In the bulldlng who have tempered w ~ t h  or bypassed their meters, 
they wlll brlng pressure on those people to stop steallng and pay for the electricity they use 
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Furthermore where there are trulk indigent households the ne~ghbors In the building mav chip 
In and share in pavlng the cost for those familles 

So far t h ~ s  program has had mixed results Over a period of months bulld~ngs 
wlth customers have made required payments on schedule and malntain all-dav service 
On the other hand, - customers in - bulldings have had service disconnected because of 
failure to meet requtred payments 

The area was selected for this experiment because a feeder ~n the area remains 
energized 24-hours a day to prov~de electr~c servlce to communications and hospltal fac~lities In 
the neighborhood 

D~rector Kobiashvil~ says that if t h ~ s  experiment proves successful it concept can be extended to 
other areas In the city 

Results from the experiment in the area will not be known for several weehs 
That program lnvolves first the establishment of a computerized monthly billing program that 
w ~ l l  provide accurate and current ~nformation on individual customer usage and payments 

After that, it is proposed to offer all-day service on a customer-by-customer bas~s  one feeder at a 
time If sufficient customers on a feeder agree to full payment, all-day servlce will be provlded 
Disconnection of non-paylng customers would be promptly and strictly enforced 
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FOURTH ANNOUNCEMENT 
For release week of March 23 1998 

To all news rnedra 
Coples to kev Rustavr munrcrpal ofJiclals 
Copres to GERNC approprzate Mrnutrles selected Parliamentarrans OfJice of the Presrdent 
Coples posted at the Rustatr Electrrc Company ofJice for all emplovees to read 

Translate t h ~ s  and del~ver a copy to Utlllty D~rector for comment and approval, and 
dellvery to local media Have h ~ m  or Mayor's office try to get local news 
photographer and local TV cameraman ( ~ f  there IS one) to go to meter ~nstallat~on slte 
Get photos of metermen install~ng ABB electronic meters 

New Electronic Meters to Mon~tor, 
Analyze Electric Power Losses 

Electrlc meterlng equlpment, llke much of the electrlc distrlbut~on equlpment in Georgia, 1s old, 
In bad repalr, and not too rel~able according to Soso Kapanadze, Chlef Englneer at Rustavl 
Electr~c Company 

However, the Rustavi Electrlc Company has rece~ved some brand new electronic meters wh~ch 
will help it establ~sh more prec~sely where and how electr~c~ty IS be~ng lost on its system 

Kapanadze evpla~ned that some electr~c~ty is lost as ~t travels along the wlres, through 
connectors, and through transformers These are called ''technlcal losses" because they relate to 
the des~gn and maintenance of the electrlc network 

There are accepted norms for techn~cal losses on electrlc systems, but these may not apply where 
equlpment has not been well maintained or has been subjected to severe overloads That 1s the 
case throughout Georg~a, ~nclud~ng Rustav~ accord~ng to Kapanadze The new meters w ~ l l  allow 
Rustavl engineers to measure actual losses across transformers and along feeder I~nes 

When preclse technical losses are known ut111ty managers can then establish the level of "non- 
technical" losses and take correctwe actions Kapanadze said that non-technical losses include 
power theft by customers, and poor customer accounting practices by the electric company 
Some stud~es have shown that as much as half of the electrlc~ty delivered to the res~dentlal sector 
In Georgia is stolen, or othenv~se unaccounted for 
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The new electron~c meters are manufactured b j  ABB (ASEA Brown Bover~) a lead~ng 
lnternatlonal supplter of electr~cal u t i l~h  equipment They are accurate to 0 1 % over a venr wide 
range of voltages and currents 

Kapanadze s a ~ d  they are prov~ded to Rustav~ by the U S Agency for Internat~onal Development 
(USAID) as a part of a program to reduce losses and improve the financ~al cond~t~on of the 
company 

S~xty-two of the meters have been del~vered They w ~ l l  be used In varlous places to monltor both 
techn~cal and non-techn~cal losses 

Del~vered to Rustav~ with the meters was a small portable computer wh~ch allows the extraction 
of large amounts of stored data from the meters For example 12 of the meters have been 
programmed to store electr~c usage hour-by-hour for over a month T h ~ s  informat~on can be 
extracted electron~cally by the computer and turned Into tables and graphs called load profiles 
wh~ch allow the study of load characteristics of feeders and transformer on a dally monthlv and 
annual basis Thls, In turn allows engineers to make changes In procedures to operate the 
system more effic~ently 
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FIFTH ANNOUNCEMENT 
For release week ofAprrl6 1998 

To all news medra 
Coples to key Rustavr mu~ncrpal ofJicrals 
Copres to G E M  approprrate Mrnrsnres selected Parlran~entarrar7s Ofice of the Presrdeirr 
Copres posted at the Rustavr Electrrc Contpany ofSice for all employees to read 

The headllne below 1s based on the presumption that the percentage of bills pa~d  as a 
result of monthly bllllng wlll be low Thls conclus~on wlll have to be based upon 
response to the first weeks' bills, posslbly as many as 1 000 Content of thls news 
release will need to be coordinated and approved by both the mayor and the Utlllty 
Dlrector Translate the draft revlew ~t wlth them and edit as approprlate Have them 
del~ver ~t to the local med~a 

Customer Response to Monthly 
Electric Billing Program is Slow 

Customer response to the new monthly bllllng program begun by the Rustavl Electrlc Company 
last month was dlsappolntlng, but not surpnslng, according to Vas~ko Koblashvlll, Dlrector of 
the company 

The second month's bllllng cycle began last week, and of the bills produced the first 
week of March, only had been pa~d  30 days later The second month's bllls showed 
only - % of the amount bllled 30 days earller had been pald at the tlme the subsequent bllls 
were prepared 

Koblashvlll sald the low response was expected because customers have not yet been made fully 
aware of the changes taklng place In the electrlc power sector "There wlll be a perlod of t ~ m e  
durlng whlch ~t wlll be necessary to 're-educate' customers to the necessity for paylng for thelr 
electrlclty, ' the dlrector s a ~ d  "Based on thelr past experience, they thlnk ~t IS stdl 'business as 
usual,' where there were no consequences for not paylng electrlc brlls " 

Kob~ashv~li s a ~ d  that bllls be~ng del~vered to customers thls week showlng last month s b11l has 
not been pa~d  Include a wrltten warnlng that the bill must be p a ~ d  promptly or servlce to the 
customer will be disconnected 

Maycr (m2yer)sald +he e l e ~ t ~ x  comprly ha the fidl slrpport of tbecity counc~l In regard to the 
dlsconnectlon of serv~ce for non-payment "Customers need to re-order thelr spendlng prlorltles 
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and put the payment of electric bills at the top ~f they expect to continue to use electric~t\ the 
mayor sald 

'To a very large degree the economlc recoverj of Georg~a 1s dependent upon restoring rellable 
full-t~me electrlc service to the populat~on and ~ndustrq Thls can on14 happen ~f the people 
using the electricity pay for it full\ and on schedule, the mayor said 
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SIXTH ANNOUNCEMENT 
For release week of Aprrl 13 1998 

To all news medra 
Copres to key Rustavr munrclpal ofJicrals 
Copres to GERNC approprrate Mznrstr res selected Parlrarnentanans Ofice of the Presrdent 
Copres posted at the Rustavr Electrrc Company office for all emplovees to read 

Same revlew and approval process as #5 Thls is a dtrect follow-on of #5 coming the 
next week and ralstng the level of public warnlng to the customers 

Delinquent Electr~c Customers 
Disconnected for Non-payment 

The Rustavi Electrlc Company made good this week on its promlse to begln the disconnection of 
customers for non-payment of bills 

Company Director Vas~ko Kob~ashvllt satd - customers were disconnected for non-payment 
durlng the past days "It hurts me deeply to have to disconnect electr~clty to these 
people," Koblashvll~ s a ~ d  "Many are truly suffering under severe financial hardsh~ps " 

The Director added, however, that "no one should evpect the electrlc company to supply free 
electrtctty anymore than the would expect the fuel statlon to supply free kerosene, or the klosk 
operator to provlde cigarettes or bananas w~thout payment " 

Mayor (mayor) echoed thls sentiment, sympathtzlng deeply wtth the hardship on the very poor 
but conceding that many customers who could pay have enjoyed free electrtclty far too long 
because there were no consequences for not paytng under previous utllity practices 

The mayor proposed an open meetlng of the councll where clt~zens mtght come and propose 
methods of neighborhood support to help the very poor, not only wtth thelr electrtc costs, but the 
provision of food and other financial support He was qulck to point out, however, that neither 
the clty nor the Georglan government could offer dlrect financ~al relief because tax collections 
have been as poor as electric collections for the past few years 

"Famtlies and netghbors of the elderly, the Infirm, and the very poor wlll need to play a btgger 
role In thetr support, e~ther asslstlng with the~r  present livlng arrangements, or movtng them into 
a more affordable situation," the mayor suggested 
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Some of the disconnected customers complained that people In other parts of the clty have not 
been disconnected for non-pavment They feel dlscrtmlnated agalnst belnp slngled out for harsh 
treatment because of belng located in the pilot project area 

Dlrector K o b ~ a s h v ~ l ~  sympath~zed w ~ t h  thls vlew but s a ~ d  other areas of the clty would be 
included under the new pollc~es as qulchlv as the program could be expanded He sald ~t was not 
posslble to Implement the program c~ty-wlde from the beginning We needed to start 
somewhere on a small scale to develop the procedures and tram employees We expect another 
4 000 customers to included In the billlng program by the end of thls month and the entlre c ~ t v  
to be Included by the end of the year ' he s a ~ d  

Kob~ashvlll added that 'customers In the lntt~al pllot project area will be the first to be offered 
all-day servlce In exchange for full payment " 

Hagler Ba~lly 



SEVENTH ANNOUNCEMENT 
For release week of Aprrl28 1998 

To all news medra 
Copres to key Rustavr nzunrcrpal oflcrals 
Copres to GERNC approprrate Mrnwrrres selected Parlranlentarrans Oflce of the Presrdenl 
Copres posted at the Rustavr Electrrc Company ofice for all emplovees to read 

Thls announcement wlll require substantla1 d~scuss~on and coord~nat~on w ~ t h  he ut111ty 
Dlrector The complete plan for full servlce must be discussed and agreed to wlth the 
senlor staff Arrangements for the proposed communlty meetlng will need to be made 
A speclal flyer wlll also need to be prepared and delivered to all customers In the 
selected area Thls IS a meet~ng/funct~on/news release whlch may be repeated In 
d~fferent areas at d~fferent tlmes as the full-service program IS expanded 

Community Meetlng Scheduled to 
Promote All-Day Electrlc Servlce 
in Distr~ct 

Rustav~ Electrlc officials have scheduled a communlty meet~ng for Sunday, May 3 to present the 
company's new plan for prov~dlng all-day electrlc servlce to cltlzens In the area The meetlng 
wlll be held at the 

Rustav~ Electrlc Company D~rector Vaslko Koblashvlll has prov~ded thls newspaper wlth a 
tentatlve outllne of the proposed full-serv~ce program The plan IS to phase In full servtce on a 
feeder-by-feeder bas~s  as suffic~ent numbers of customers on each feeder stgn up for the full- 
servlce 

Company officials s a ~ d  there are two bas~c crlterla for an area to be ellg~ble for full service (1) 
the network swltchlng must allow the proposed full-serv~ce feeder to remaln energized whlle 
non-quallfy~ng adjacent areas are cut off ,  and (2) the monthly bllllng program must be already 
Implemented on full-servlce feeders 

Customers attached to feeders designated as full-serv~ce feeders, but who do not requlre or want 
full servlce, must st111 pay for all electrlclty used They wlll be expected to restrlct thew use to a 
level which they can afford If they do not pay bills fully on a regular bass, they wlll be 
disconnected 
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Some of the details of the plan remaln flexible such as the number or percentage of customer 
commitments requ~red before a feeder is designated as full-serv~ce Company offic~als would 
like to have public comment on t h ~ s  and other factors before the plan 1s finallzed 

Customers desiring full servlce u ~ l l  need to make written appl~cation Copies of the application 
form w ~ l l  be provided at the community meetlng on May 3 The princ~pal purpose of the 
appl~cat~on is to establ~sh the Identity of person who w ~ l l  be respons~ble for payment of bills at a 
location 

There w ~ l l  be no application fee for full service, but if a customer IS disconnected for non- 
payment he w ~ l l  be requ~red to pa) all old bills, trip charges and a deposit agalnst future b~lls  
before servlce is reconnected 

Customers anxlous to qualify thelr feeders for full service may assist the Electric Company 111 

the slgn-up of customers Kob~ashvili proposes that small groups organize to solicit thew 
neighbors to slgn appl~catrons The utility will provide such groups w ~ t h  list~ng of other 
customers on the~r  feeder and prov~de applicat~on forms and ~nstruct~ons 
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NOTICE TO CUSTOMERS 

MONTHLY METER READINGS 

Starting this month your electrlc meter will be read every month for the purpose of 
preparing an monthly electric blll However pavment IS not to be made at the time of 
reading A few days after the readlng a bill wlll be delivered to your house You must pay 
this bill to the electric company cashler at the West End Municipal Building within two 
weeks after receipt The payment office w ~ l l  be open from 10 a m until6 p m Monday 
through Friday 

This is the first step in a broad new program being undertaken by the Rustavi Electric 
Company to restore full-time electric servlce to the city The shortage of power and the 
dally blackouts In Georgla can be resolved only if people pay fully for the electricity they 
use Pavment is necessary to buy fuel for the power plant The Government of Georgia 
does not have sufficient tax revenue to provide free electriclty to customers 

Under the new program being developed, service to people who do not pay 1s to be 
dlsconnected 

NOTICE TO CUSTOMERS 

PAY THIS BILL WITHIN TWO WEEKS AT THE WEST END MUNICIPAL BUILDING 

Starting t h ~ s  month, an electric bill wlll be delivered to you house each month You must 
pay this blll to the electric company cashier at the West End Mun~c~pal Build~ng within 
two weeks after receipt The payment office will be open from 10 a m until6 p m Monday 
through Frlday 

Thls is part of a broad new program being undertaken by the Rustavi Electric Company to 
restore full-time electric servlce to the city The shortage of power and the daily blackouts 
In Georgia can be resolved only ~f people pay fully for the electriclty they use Payment 1s 
necessary to buy fuel for the power plant The Government of Georgia does not have 
suffic~ent tax revenue to provlde free electricity to customers 

Under the new program being developed, service to people who do not pay their electrlc 
bills 1s to be dlsconnected 
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NOTICE TO DELINQUENT CUSTOMERS 

THE OLD BILL AMOUNT MUST BE PAID OR 

SERVICE WILL BE DISCONNECTED 

Thls blll shows you have not pa~d  you last month s blll If t h ~ s  bill 1s not pald wrthln two 
weeks vour service wrll be scheduled for dlsconnectlon You must pay this blll to the 
electr~c company cashler at the West End Mun~c~pal  Bullding The payment office 1s 
open from 10 a m untll6 p m Monday through Frlday 

The shortage of power and the dally blackouts In Georgla can be resolved only ~f people pay 
promptly and completely for the electr~clty they use Payment IS necessary to buy fuel for 
the power plant The Government of Georgla does not have sufficient tax revenue to 
prov~de free electrrc~ty to customers 

Under the new program be~ng developed, servlce to people who do not pay their electrrc 
brlls IS to be d~sconnected 

NOTICE OF DISCONNECTION FOR NON-PAYMENT 

Account Number Past Due Amount 

Address 

Your electr~c servrce is belng d~sconnected because you have not pard your electric bills 
The past due amount IS shown above Electr~c btlls must be pard promptly to the electr~c 
company cashler at the West End Municipal Bullding The payment office IS open from 
10 a m untll6 p m Monday through Fr~day 

The shortage of power and the daily blackouts rn Georgta can be resolved only if people pay 
promptly and completely for the electrrclty they use Payment 1s necessary to buy fuel for 
the power plant The Government of Georgra does not have suffic~ent tax revenue to 
prov~de free electrrc~ty to customers 

Under the new program betng developed, servlce to people who do not pay thew electrlc 
b~l ls  is to be drsconnected 
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NOTICE OF DISCONNECTION FOR ELECTRICITY THEFT 

Account Number Pavment Requlred for Reconnect~on 

Address 

Your electrlc servlce IS be~ng d~sconnected because you were found to be steallng 
electr~c~ty The amount stolen has been est~mated In order to have service reconnected 
you must pay THREE TIMES the amount stolen The payment requ~red for reconnectlon IS 

shown above This p a y m z a n d  request for reconnectlon can be made at the electr~c 
company cashler at the West End Muntclpal Bullding T h ~ s  office 1s open from 10 a m 
unt116 p m Monday through Friday 

The shortage of power and the dally blackouts In Georgla can be ellm~nated only ~f people 
pay promptly and completely for the electr~c~ty they use Payment IS necessary to buv fuel 
for the power plant The Government of Georg~a does not have sufficient tau revenue to 
provlde free electr~clty to customers 

APPLICATION FOR FULL-TIME ELECTRIC SERVICE 

Name Account Number 

Address Date 

I request that full-t~me electrlc servlce be provlded to my household I agree to ab~de by the 
rules and regulations of the electrlc company and pay all of my electr~c bllls when due 

I understand the following cond~t~ons  must be met before full-tlme servlce can be provlded 
1 I must stay current in the payment of my bills at all trmes 
2 The feeder servlng my locat~on must have separate sw~tch~ng  arrangements so ~t can 

remaln energ~zed all of the time 
3 80% of the customers on the feeder must be current in thew blll payments 
4 I will report any cases of electr~clty theft to of which I have knowledge to the electrlc 

company 

Slgned 
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