
Bul. 5.11. Ixt.n4.d Ah••pe. Paym.nt 'rge '4»r.

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 ahall be filed as a tariff for Commission
approval.

Bul. 5.12. Method Af .az-.Pt
A. Customers may pay bills in any reasonable manner,

including cash or a check payable to the. utility. A
utility may refuse to accept payment by .:heck if the
customer has given the utility 2 checks which were
returned unpaid for reasons other than bank error in the
last 12 months.

B. A utility may refuse to take a .econd check for the same
bill if the first check was returned unpaid for reasons
other than bank error.

Bul. 5.13. Beturpe4 Cheek Charg.

A utility may charge a Commission-approved fee for handling a
check which is returned unpaid for reasons other than bank
error. The amount of the returned check charge shall be set
forth in the utility'S tariffed schedule of fees and charges.

lul. 5.14. partial 'a¥Wept.

A. Hon-Utility Charg••

Unless otherwise specified in writing by the customer, a
utility shall first credit payment to utility charges if
a customer pays part of a utility bill which includes
charges for non-utility service.

B. Applicatica a.tweeD Past aDd CurreDt aill.

If a customer pay. part of a bill for utility service, a
utility shall first credit the payment to earlier charges
for utility service. '!'hi. Rule does not apply when there
is a diw,puted bill, delayed payment agreement, or other
written instructions. .
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lui. $ .1$ • Oy'ma..p~.
A. Overpayments shall be credited to the customer'S account

unless the customer requests otherwise.

B. When a customer notifies the utility that he has overpaid
his account and requests a refund of the overpayment, the
utility shall refund the amount of the overpayment within
30 days.

'" lule 5.16. M.~.r '.aOiRR I.gpireaep&.

A.

B.

b=ual ••acliDgs

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

Meter ••adiD; Report

At the customer's written request, the utility shall leave
a report of the meter reading.

(1) The customer must renew the request before each
reading at the customerls residence.

(2) A customer is allowed 2 free reports every 12 months
or only 1 if the meter is read annually by the
utility.

(3) A utility may charge a Commission-approved fee for
additional reports. The amount of the charge shall
be set forth in the utility'S tariffed schedule of
fees and charges.

(4) The report shall include:

a. date and time of the reading; and,

b. ..ter r.ading either in numbers or a diagram
showing the positions of the hands on the dial
at the time the reading was taken.

lul. 5.17. l!ll!PR ..t.r.d '.ry!e.

A. Bills for metered aervice must be based on meter readings
unle.s otherwise provided in a Commi.sion-approved tariff.
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B. Service used by the utility shall be measured by meters,
except for minor, incidental use where metering would not
be practical.

Rule 5,18, .t~lr TI'~' .~ eu'~oalr pr Cgmmi"ipD '1;»I't

A. eustetm.r R.qu.st.rS ••t.~ '1.ata

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

(1) Before testing, a utility must tell a customer when
a fee will be charged and the amount of the fee. A
utility must give the customer a chance to withdraw
the request before incurring any charge for the
test. The utility shall also tell the customer that
if the meter is not a. accurate as the Commission's
Special Rules require, there will be no charge for
the test;

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

(3) The utility shall tell the customer:

a. where and when the utility will test the meter;
and,

b. that the customer, and the customer I s repre­
aentative may be present when the utility tests
the meter;

(4) When a utility must remove a meter for a test, it
shall protect and aeal the meter to prevent damage
or tampering. The customer and the customer I s
representative may be present when the meter is
removed;

•
(5) Within 10 days after a test, the utility shall give

the customer a written report. The report shall
include the date the utility received the customer's
t.at request, the location and date of the test, the
meter's identification Dumber, the results of the
teat, the Commission'. Special Rules which apply,
and whether the meter waa aa accurate as the
Commi.sion's SPecial Rules require.
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B. C~••ioD .eque.ted .eter Te.t/Verification

A utility shall test a meter for accuracy at the request
of the Commission under the following conditions:

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

(2) The utility ahall inform the Commission where and
when the utility will test the meter;

() When a utility must remove a meter for a test, it
ahall protect and aeal the meter to prevent damage
or tampering. A Commiasion representative may be
present when the meter is removed.

(4) Within 10 days after a teat, the utility shall give
the Commission a written report. The report shall
include the date the utility received the
Commission's request, the location and date of the
test, the meter's identification number, the results
of the test, the Commission '8 Special Rules which
apply, and whether the meter was as accurate as the
Commission's Special Rules require.

(5) When a customer asks the Commission to request a
meter test 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. 9ive the customer a chance to withdraw the
request before incurring any charge for the
test;

c. inform the customer that if the meter is not as
accurate as the Commission's Special Rules
require, there will be no charge for...:the test;

d. inform the cuatomer that the customer, the
cuatomer'a repreaentative and a Commi••ion
representative may be present when the utility
t.ata the meter; and,

e. inform the cuatomer when and where the utility
will test the meter.
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c. Utility Charges for .eter Tests

(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 for the test. The
amount of the approved fee shall be set forth in the
utility's tariffed achedule of fees and charges.

(2) If a meter teat ahows that a meter is not as
accurate as the Commiasion's Special Rules require,
a utility may not charge a fee for the teat and it
must correct the customer's bill aa required by Rule
5.19.

() If a utility does not test a meter in the manner
required by the Commission's Special Rules, the
utility may not charge a fee for the teat.

(4) If a utility tests a meter more than once for the
same request, and if anyone of these tests shows
the meter is not as accurate as the Commission IS
Special Rules require, the utility may not charge a
fee for any of the tests.

Bul. 5,19. Billing CorreetiQp,

A. Metered Service

A correction to a customer's account shall be made for
meter error when a utility tests a meter according to the
Commission's Special Rules and the error exceeds the
tolerances allowed by the Commis.ion's Special Rules.

(1) Period of Correction

If the date the meter first became inaccurate can be
ascertained, the period of correction shall b,gin
with that date and end with the date the inaccurate
meter was removed. If the date the meter first
became inaccurate cannot be ascertained, the
correction period ahall begin , month8 prior to the
date the inaccurate meter was removed and end with
the date of removal of the meter.

(2) Vaage

If actual usage cannot be determined, it ahall be
the customer's uaage at that location for the aame
time period of the previous year. A utility may
apply a veather-aensitive factor to the consumption
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. B.

in arriving at the estimated usage for the
correction period. If no usage data is available
for that customer at that location for the previous
year, a utility ahall uae the class average to
estimate conaumption.

(3) aate

A utility ahall apply the rates effective auring the
period of correction determined in Rule S.19.A. (1)
to the uaage determined in Rule S.19.A. (2).

~elecammuDicatiODaService

(1)

(2)

~oll·CalliDg .rro~.

When a cuatomer reaches a wrong number on an
intrastate toll call and promptly notifies an
appropriate operator or eervice representative, the
utility shall credit the customer'S account.

Interruption aDd OUtage

After an interruption or outage of telecommunica­
tions service of more than 24 hours, a utility shall
refund a portion of the monthly charge for the
number of days without 8ervice.

c. P~oc.dur•• for Co~rectin; aD OYer~illing

(1) When a utility 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 notified of the
error.

(2) The refund shall be credited to the customer IS

account unless the customer requests otherwise.

(3) If the overbilling was the fault of the utility, the
utility ahall pay the cuatomer interest on the
overbilled amount.

~. Procedure. for CorrecttDg an UDder~illiDg

(1) When a utility discovers it bas charged a customer
less than it .hould have, the utility ahall explain
the error and offer a delayed payment agreement to
correct it.
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(2) When a utility underbills a customer over one or
more billing periods, the utility must allow the
customer at least that 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 inter••t for the period of
time during which the underbilling occurred.

(4) If the Uftderbilling was caused by unauthorized use
of aervice or tampering with utility equipment, the
utility doe. not have to offer a delayed payment
agreement.

(5) A utility does not have to correct an underbilling
if the cost of correcting the billing is not
economically feasible.

1:. Tampering

If a customer tampers with utility equipment, the utility
may charge a rea.onable amount for damage to the equipment
and for estimated service taken. This is in addition to
the remedies in Rules 4.01.B.(3), 4.02.B. (1) and 6.01.F.
The utility may base the estimate on the customer'S
average lawful usage for the most recent 12 month period.
If those figures are not available, the utility shall base
the estimate on the cla.s average.

Bul. s.ap. I.p.r.~. M.~.rinq apd lillip;

A. nefiDiticn.

(1) Newly COD.truct.d

-Newly constructed" means original construction
which was not irrevocably approved or constructea on
or before July 1, 1981, or conversion of a building
from one uae to another involVing multiple
customers.

(2) Premia••

&. 8.,.rat••r.-i•••

Premi... are ••parate and shall be separately
metered and billed if they are on different,
non-contiguous tracts of land.
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b. HOD-Separate Pre-ises

Premiaes on the aame tract or contiguous tracts
of land may be master metered provided that the
premiaes: (l) are operated aa one location by
an individual customer; (2) are physically
integrated and essentially part of each other;
(3 ) provide a complete .ervice or produce a
complete product; (4) are .imilar in terms of
the nature and purpoae of energy use; and, (5)
are in the .ame aervice territory. Tracts of
land aeparated by public atreets, public roads,
or public alleya are conaidered contiguous.
The cuatomer ahall own and pay for all
facilities beyond auch maater meter and shall
pay all coata aasociated with the installation,
removal, and rearrangement of such facilities
necessary to allow the utility to provide
service through a single meter.

S. General .equir_enta

(1) Utilities ahall aeparately meter and bill aeparate
premises even if under common ownership. Utilities
may not combine metering and billing unless some
other part of this Rule allows it. .

(2) Gas and electric utilities may not install master
meters or combine the bills of individual customers
in any newly constructed residential, commercial,
and industrial complexes of 2 stories or fewer, and
mobile home 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
multiple individual usage of gas and electricity
could occur and where master metering would also be
possible.

c. ZXemptiODs

If a utility or builc!iDg owner applies for an exemption of
Subsection B.(2) of this Rule, it must prove, in addition
to the showing that must be made in Rule 1.03., that the
coats of aeparate metering and billing would be greater
than the long-term benefits to the utility's ratepaYers as
a whole, and provide evidence that ..ater metering does
not conflict with the Arkansas Energy Cede. Benefits to
be considered may include, but are not limited to, the
following:
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(1) Increased efficiency of consumption by individual
devices;

(2) OVerall reduction of demand for present and future
energy and capacity;

() Encouragement of systems using renewable fuel
sources other than fossil fuels;

(4) Providing accurate price signals which reflect the
true value and cost of energy to individual
customerSi and,

(5) Other benefits gained from energy efficiency and
conservation.

lule 5.21. TrAft.f.rring 'a.t put 'alape•• to Other A;epupt.

A utility may only transfer a past due balance from a
customer 1 s closed account to one of the following active
accounts:

A. An account of the same customer for the same class of
service at any location.

B. The account of the customer's guarantor as allowed under
Section 4.04.8. of these Rules.
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SBCTION 6. 8USPDSION, 1'DXINATION AN%) UCONNZCTION
OF IUnCI

Bule 6,01. Authorised IU'PBP.ipp

The only reasons a utility may suspend service to an aCCQunt
are:

A. A bill for utility service to the current customer remains
unpaid after the close of business on the last day to pay
as printed on the most recent shut-off notice;

B. A former cuatomer remain. at the premiaes who owes that
utility an outstanding bill for service at the premiaes;
a full-time occupant of the premiaes when the bill was
incurred remains at the premises; or, a full-time user of
the service when the bill was incurred remains at the
premises.

C. 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
service used during the time· they lived together at a
former location;

D. The customer is not in compliance with a Commission order,
delayed payment agreement, or extension agreement with the
utility;

E. The customer has not paid a deposit required by a utility
for the service;

F. Unauthorized use of service or tampering with utility
equipment;

G. A misrepresentation of fact relevant to the conditions
under which the applicant or customer obtaineq or
continued utility service;

B. The customer haa not paid a billed Commission-approved
charge asaociated with providing aervice;

I. Refusing to grant a utility acce.s to ita equipment at the
customer's location at reasonable times;

J. Violating the utility's rules designed to prevent
interference w~th the uae of aervice by other customers,
if the customer was notified first and given a reasonable
opportunity to comply with the rules;
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~. Violating the utility's rules regarding the operation of
nonstandard equipment or unauthorized attachments, if the
customer was notified first and given a reasonable
opportunity to comply with the rules;

L. Violating federal, atate, or local laws or regulations
through use of the aervice;

M. Abandoning the premises aerved;

N. causing or threatening injury 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;

o. Causing damage to utility property;

P. Threatening to cause damage to utility property;

Q. Not paying for damage to utility equipment on the
customer'S premises;

R. A condition exists which POaes a health or safety hazard;
or,

S. Unreasonable, unlawful, or abusive use of party line
service. Each local exchange carrier shall file its
policy governing the use of party lines as a tariff
according to the Commission's Rules of Practice and
Procedure.

Bul. ',02. UPluthor!,.d 'uap.p.ien

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

A. Not paying for non-utility merchandise or non-utility
services purchased, rented, or leased from or through the

•utility;

•• Not paying for a different kind or different class of
aervice;

c. A utility is .erving the customer through a .eparate
active account and the cuatomer does not pay for aervice
to that account;

n. Another telephone customer haa aeparate telephone service
at the aame location and does not pay for that aervice.
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lul. 1.03. ..pkrupt.ey

A utility may not .uspend .ervice to • trustee or debtor in
bankruptcy for failure to pay a bill incurr!!d prior to a
bankruptcy filing if the trustee or the debtor pays a deposit
under Rule 4.02.A.(7) within 20 days of the order for relief in
bankruptcy. (see United States Bankruptcy Code, U.S.C.A. Title
11 § 366.>

The utility may not auapend service during that 20 day period.
If a debtor asks the utility to reconnect service during that
20 day period, the utility must reconnect. After the 20 day
period, the utility may suapend service if the customer bas not
paid a deposit.

Bul. 1.04. Hotifi;ltiQD of IM.p.p.iAP Af '.ryi;.

A. A utility must notify a customer in writing 5 calendar
days before it auspends service. If a utility delivers
the notice to the customer's premiaes, 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 must aend the notice
to the customer'. laat known addreas by firat-cla•• mail.

B. A utility may suspend .ervice without prior written notice
under Rule 6.01.0., F., N., 0., P., and R. The utility
shall notify the cu.tomer of the reason for auspension by
first class mail or by leaving a notice at the premises.
Suspension procedures shall also follow all other
requirements of Rule 6.09.B. If prior written notice of
suspension has been given, Rule 6.04.B. does not apply.

Bul. '.OS. Sbut-Off Hoti;. - 'Ubmi•• iQD l.gyir"'Pt.

A current copy of the form to be uaed for ahut-off n~ices and
any revisions to that form ahall be provided to the
Commission'. Conaumer Services Office.

aul. 1.06. TJair4-'vt;x Jlpt.ifioat;ipp Of IugU'!PP

A residential cuatomer may name a consenting person or agency
to receive a copy of all ahut-off notice.. A utility ahall
mail 1 copy of all ahut-off noticea to the cuatomer and 1 to
the other peraon or ageney.
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Bull 6,07, POrm aDd Copt.pt. of Shut-Off NQtiee

Each shut-off notice shall contain the following information:

A. The title "SHtTI'-OFF NOTICE", "COT-OFF NOTICE", or
"DISCONNECT NOTICE" in type at least 1/4 inch high;

B. For electric, gas, water, and sewer aervice, the name and
address of the customer, and the address of the service,
if different. For telephone aervice, the name and address
of the customer and the telephone number to which the
service is billed;

c. The reason for suspension and any overdue amount;

D. A clear statement of what to do to avoid suspension;

E. The date after which the utility will auspend service
unless the customer takes appropriate action;

F. A statement that, ·YOU MAY QUALIFY TO PAY YOUR BILL IN
INSTALLMENTS AND AVOID SHt1I'-OFF, BUT YOU MOST CONTACT THE
UTILITY I S BUSINESS OFFICE BY THE CLOSE OF BUSINESS ON THE
LAST DAY TO PAY PRINTED ON THIS NOTICE AND ASK FOR A
DELAYED PAYMENT AGREEMENT";

G. A statement that a residential customer who has a serious
medical condition,· or is 6S or older, or is handicapped
may contact the utility about qualifying for delaying
suspension;

B. For electric and gas utilities, a statement that the
customer may contact the utility for the names of federal,
state, and local bill payment assistance agencies;

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

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

It. The telephone number and address of the utility office
where the cu.tomer may pay the bill, make payment
arrangements, o.r make a complaint; and,

L. A atatement that any customer with an unresolved complaint
may contact the Arkansas Public Service Commission. The
etatement shall include the Commission' a mailing and
street address and local and toll-free numbers.
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c.

lui. 6.0B. PaY-'At I.;pir..-pt. &0 Pr.yapt lu.p.pliOp

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 auapension.

•• The utility may require the cu.tomer to pay any applicable
approved collection fee or late charge to prevent
suspension.

A utility ahall not require a customer to pay for usage
which has not been billed, or which has been billed but is
not yet overdue, to prevent suspension.

After the utility's close 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 .hall not
affect the right of the utility to suspend service and
charge a reconnect fee if the service was suspended.

B. A utility shall not refu8e to accept 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 i8 les. than the amount
required by the utility before reconnection.

Bul. 6.0'. IUlpapliQA 'rQA'4ur ••

A. Susp.nsion I>at. &DeS '1'ia. a.quir__t.

(1) A utility may au.pend service only during normal
utility business office hours. However, no
suspension shall occur during the last hour of the
utility'S normal business office hours. •

(2) A utility may not .uspend aervice on a day, or on a
day immediately before a day, when the utility doe.
not have employee. available who may authorize and
reconnect .ervice at the normal business day charge.

(3) If a utility iaaue. more than 1 ahut-off notice
before auapending aervice, it may not auspend
.ervice before the close of bu8ines. on the la.t day
to pay as printed on the most recent ahut-off notice
unless Rule 6.0•.B. applie•.

(.) A utility must auspend service within 30 days after
the laat day to pay, as printed on the most recent
ahut-off notice, unle•• suspension is delayed under
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other Commission Rules, or the reason for the
suspension has been eliminated.

a. Su.pen.ion Proc.dur•• at the Pr.-i•••

(1)

(2)

Utili ty employees shall not violate any state or
federal laws or regulations in order to suspend
service. Utility employees suspending service at a
customer's premiaes ahall identify themselves to the
customer or any other adult at the premises and give
the reason for being there.

If the customer offers to make a payment, the
utility employee ahall accept payment at that time.
The utility employee shall also honor a receipt from
the utility or a canceled check ahowing that the
customer paid the bill. Utility employees may
refuse payment in cash if they give the customer 24
hours to pay at the Dusinea. office. The employee
may refuse payment by check if the customer has
given the utility 2 checks which were returned for
reasons other than bank error within the last year.

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 that
the notice is easy to see. The notice shall contain
the following:

a. a statement that service 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;

e. any approved collection charge; and,

f. the action and payment necessary before the
utility will reconnect service.

lul. 6,10, C1o'iU .u'~tm4.4 M;oupt;"

A utility shall not close a suspended account until a customer
has been given 7 calendar daya to have aervice reconnected
after suspension. ODce an account is cloaed, a utility may



treat a former customer who wants service again as an
applicant.

Bul. 1.11. CQll.etipp r •••

A utility may charge a Commi.sion-approved collection fee under
the following conditions:

A. The last day to pay, as printed on the .hut-off notice,
has passed; and,

.
,

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

Bul. 1.12. aeeqDD.eticm pf ••:vie.

A. The utility .hall reconnect .ervice at the request of the
customer if all reasons for auspension have been
eliminated. The utility .hall reconnect .ervice in the
normal course of business when suapension was the fault of
the customer. The utility .hall reconnect service
immediately if suspension was the utility'S fault.

B. A utility shall not require a cu.tomer to pay for usage
which has not been billed, or which has been billed but is
not yet overdue, before reconnecting suspended service.

C. A utility may require payment of any Commission-approved
collection, late charge, or reconnection fees before
reconnecting service if SUSPension followed all applicable
Commission Rules.

~. If the reason for suspension is unauthorized usC!! of
service or tampering with utility equipment, the utility
may require a rea.onable payment for damage to its
equipment and e.timated usage before reconnecting aervice.
The utility may refuae to reconnect unle.s the Commisaion
orders otherwi.e.

aul. 1.13. p.lane! 'aput W ....t ape! bt.Jllicm AR••ept

Rule 6.13. applies to any reaidential cu.tomer, and to amall
commercial customera who.. average bill for the mo.t recent 12
months i8 $200.00 or 1.... Aa uaed in this Rule, the term
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"customer" shall mean only such customers as so defined in this
paragraph.

A. customer Infor.m&t1on

When a customer informs the utility that he is having
difficulty paying a Dill, the utility ahall explain that
delayed payment agreementa are available both Dy telephone
and in person through the utility'. business offices. The
utility shall then inform the customer of his rights and
obligations under this Rule.

B. axtensioD AgrecaeDt

If a utility has met all 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 of the
utility's right under Rule 6.04.B. to suspend service
without advance written notice if the customer fails to
keep the terms of the extension agreement.

e. Availability of nelayed .ayment Agre_ent

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

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

b. pay all bills from that utility coming due
during the period of the agreement in full by
each bill's respective due date.

(2) A utility may not limit the number of delayed
payment agreements a customer may enter into if-the
customer qualifies under all other conditions of
this Rule.

I). gualifyiDg

(1) A utility does not have to enter into a delayed
payment agreement if the cutcmer bas failed to keep
the ten18 of a delayed payment agreement in the last
12 menths. This include. failure to pay the agreed
upon down payment within 3 buainess days.
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UCZPTION:

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

(2) A utility does DOt 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.

() 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 tampered with utility equipment in
the last 24 months, the utility does not have to
enter into a delayed payment agreement.

(S) If a customer has misrepresented 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 or is not
acceptable evidence of identity, the utility may
refuse to enter into a delayed payment agreement.

(7) Local exchange carriers may restrict toll calling
access to the customer as part of the delayed
payment agreement if the customer owes more than
$100.00 in toll charges on the bill upon which the
customer requests a delayed payment agreement and
any of the conditions of Rule 4.02.A. (1), (2), .(),
(4) or (5) apply to that particular customer.

UCaPT10H I

Subsection D. (7) of this Rule shall not be
applied if the customer can establish that toll
aeee.s is needed due to a medical condition, or
toll ace.ss is used to monitor a medical
condition remotely. The delayed payment
agreement form the telephone company uses in
instance. when toll is proposed to be
restricted must include information telling the
customer about theae exceptions.
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ahall document all delayed payment
arranged by telephone, including any
pay the down payment within ) business

E. Delayed Payment Agre..ent. Arranged by Telephone

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

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

() The utility must receive the down payment by the
close of business on the third business day after
the date the agreement was requested.

A utility
agreements
failure to
days.

P. Delayed Payment Agre..ent Procedure

All delayed payment agreements shall be in writing and
must include relevant portions of this Rule, specifically,
Subsections c. (1), D. (3), G., H., I., J., and K.

When a utility arranges a delayed payment agreement by
telephone, the utility shall send or give the 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 .ignature is not
necessary for validity and enforcement of the documented
agreement under Rule 6.13.

G. Minim1= Stanelarel. for D.layed Payment Agr....nt.
•

(1) The utility must receive a reasonable portion of the
overdue bill as a down payment by the close of
business on the third business day after arranging
an agreement. The utility may not require more than
1/4 of the overdue bill as the down payment in order
to enter into a delayed payment agreement.

(2) A utility shall allow the customer to make equal
installment payments for at least 3 months from the
date of the down payment. The down payment shall
Dot be considered an installment payment.
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aCZPTIONS:

Subsections G. (1) • (2) of this Rule do not
apply when a utility corrects an underbilling.
See Rule 5.19.D.

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

(a) the customer's ability to pay;

(b) the size of the unpaid account;

(c) the customer'. payment history with the
utility; and,

(d) the rea80n payment is late.

B. ..D.gotiattD; th. ~.lay.4 'ayment Agr....Dt

If a customer can substantiate a change in ability to pay
resulting from a serious medical condition or the los. of
a major source of income, the utility must docu~~~t its
good faith effort to renegotiate a delayed f3yment
agreement 1 time during the period of the agreement. The
customer 108es this right if any term of the delayed
payment agreement is not kept. A renegotiated agreement
is not a new delayed payment agreement.

I. P1DaDc. Charg. CD ~.lay.4 'ayment Agr• .-ents

A utility may charge interest on delayed payment agreement
installments.

J. Suspension of S.rvic.

A utility may suspend service without prior written
notice, subject to the conditions of Rule 6.04.8., if a
customer does not keep the terms of a cielayeQ payment
agreement or extension agreement.

E. ai.ht ~o cc.plab

A customer cloes not give up any right to complain to the
Commi.sion by signing a delayed payment agreement or
entering an exten8ion agreement.
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Bul. 6,14. p.lay.d p.YI'.n~ Yr•••pt; • ,,,MillioD
1.'ZUir••ps;,.

A current copy of the form to be uaed for delayed payment
agreements and any revisions to that form .hall be provided to
the Commission's Consumer Services Office.

lul. 1.1$. COld ••atb.: lul.

Electric and gas utilities may not suspend residential service
on a day when the National Weather Service forecasts that a
temperature of 32 degrees Pahrenheit or lower will occur at any
time during the following 24 hour period, The utility must
obtain the most current forecast for the customer's weather
zone from the National Weather Service reports on the morning
of the day that the customer's shut-off i.scheduled.

Bul. 1.11. Aglney quarap,tx Of 'UI'Gt

A. R.quir..ents

When a social service ageney agrees orally or in writing
to pay at least 1/4 of an overdue bill, the utility shall
continue service, or re.tore service suspended for
non-payment, if the customer qualifies for and agrees to
pay any remaining overdue amounts and any additienal
deposit under a delayed payment agreement. The ageney
payment shall be considered the down payment fer the
delayed payment agreement. The utility may verify any
netice received from any agency.

B. Confirmation

The utility may require the agency to give written
cenfirmation of an oral agreement within 10 days ef the
date of oral agreement.

C. S.rvic. Susp.aion

If an account remains unpaid 40 days after an agency
notifies a utility, as set out in Rule 6.16.A., that they
will be making a Payment, the utility may suapend service
after giving the customer an additional S calendar days
written notice.

'·12



lule 6.17. M.dieal ...d for Utility '.ryic.

A. General ••quir..-Dts

Each utility must honor a physician's c.rtificate which
attests to the fact that a residential utility customer or
any other Permanent resident of the household has a
serious medical condition. The certificate must clearly
state that the suspension of utility service would give
rise to a substantial risk of death or gravely impair the
health of the customer or another permanent household
resident.

B. Botice I

c.

A physician, nurse, nurse practitioner, physician's
assistant, or public or private agency providing physical
or mental health care services may notify the utility in
person, by telephone, or by letter that the serious
medical condition exists. When a utility is notified, it
must inform the health care professional that a
physician's certificate i. required within 7 days. The
utility may verify notice given by telephone.

nelay of Suspension or .eeoADection of 'erviee

(1) When notified under Subsection B. of this Rule, a
utility shall postpone su~ension or reconnect
service which has been suspended for 30 clays or
less. The utility shall not be required to continue
to provide service for longer than )0 days unless
the medical certificate is renewed under Rule
6.17.C. (S).

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

•
()) A utility may suspend service if it does not receive

a physician'. certificate within 7 days after being
notified according to Subsection B. of this Rule.

(4) ~on receipt of a physician'. certificate, the
utility shall notify the customer, in writing, of
the receipt of the certificate, the date the
certificate wa. received, the date the postponement
of suapension or reconnection of service was
commenced, and the date on which the postponement of
~ion or reccmneetion shall expire. The notice
shall contain an explanation of the customer' II
rights to renew the certificate. The notice shall
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specifically state the last day the customer has to
renew the certificate. The notice may be delivered
by first class mail or by delivery to an adult
person at the residence.

(S) A customer may renew a certificate 1 time for up to
an additional 30 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 new certificate from the
physician.

(6) A utility i. not required to accept more than 1
physician's certificate per household each year. A
renewal of a certificate is not a aecond certifi­
cate .

D. Physician's Certificate

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

PHYSICIAN'S CD'1'IrICATZ or IDDICAL nED 1'0a UTILITY SDVICE

The Arkansas Public Service Commission requires utilities
under its jurisdiction to honor physician's certificates which
attest to the fact that a utility customer or any permanent
resident of the household has a aerious medical condition. The
certificate must clearly state that the suspension of utility
service would give rise to a substantial risk 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 aerioua medical condition. The notice mu~ be
followed within 7 daya 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
profeasional prior to the expiration date of the first
certificate. This reverification requires that an additional
certificate be .ubmitted to the utility.

You are being a.ked to verify that the atated condition
exists. This certificate allows the utility customer time to
.ecure payment for utility .ervice or to make alternate
arrangements for care of the patient.

Thank you for your cooperation.
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To:
(Name of Utility) Date

."

I certify that loss of utility service would give rise to
a substantial risk of death or gravely impair the health of

who lives at

The nature of the eerious medical condition is

The effect of 1088 of utility .ervice would be __

This condition is expected to continue days.

I am licensed to practice medicine by the Arkansas State
Medical Board or a comparable licensing authority in the Stateof _

Physician

Address

Phone number

E. Additional .e4ical Op~ion

(1) A utility may, at its expense, obtain an additienal
medical report or certificate from a physician of
its choice. The additional medical report or
certificate ehall be based on that physician's
examination of the customer.

(2) Failure of the customer without good cause to attend
the utility-required mecUcal appointment shall be
eufficient reason for suspension of .ervice by the
utility.

(3) If the information in the additional report or
certificate does not meet the criteria in this Rule
for delaying SUSPension, a utility may .uspend

'-15 Gceral Service Rule.



service after giving the customer an additional 5
days written notice.

p . Li~ili ty for .aymct for Service

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

G. Contact .rocedure. aefore Suspen.ion of Service

If suspension has been postponed under this Rule, and the
medical certificate has expired, the utility must follow
the notification requirement of Rule 6.04 (A) prior to
suspension.

lule f.18. 114erly apd IIDdisap;ed

This Rule only applies to residential customers.

A. Identification of ~e Zlderly aDd BaDdicapped for
Registration

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

(1) When an applicant requests service;

(2) When asked if there are options for elderly and
handicapped customers; and,

(3) When contacted by a customer about suspension.

B. eustomer Contact

At least 72 hours before auspending service to an
identified elderly or handicapped account, a utility must
make 2 attempts at different times of day to contact the
customer, an adult at the premiaes, or someone previously
designated by the cu.tomer, either in person or by
telephone.

(1) If the attempt to contact is 8Uccessful, the utility
ahall:

a, offer to explain to the customer, an adult at
the premiaes, or aomeone preViously designated
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