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August 19th, 2024

TO: Energy Information Administration (EIA)
BY: Jamie Wimberly, SVP, E Source
RE: Public Comments on Proposed Utility Disconnection Survey

E Source is a leading research and advisory firm in the utility sector with hundreds of utility
clients. We currently work on various aspects of utility service that involve disconnection
data. We are concerned that if the survey findings from the proposed disconnection survey
are not framed properly that the findings of any disconnection survey may be
misinterpreted. This may result in policy outcomes and/ or regulations driving even more
customer debt and challenges managing utility bills. A case in point would be a voluntary
prepay energy program.

Here is the rub. Prepay energy definitely has more disconnects than post pay. So what the
EIA is proposing could be a problem if not framed in the right way. Disconnects do NOT
necessarily mean deprivation. In fact, disconnection is simply a mechanical act, much like
turning the lights on and off at your home. Many consumer advocates are conflating a
customer’s ability to pay their utility bill with the act of disconnecting utility service.

Here are the key talking points:

¢ Disconnections happen all the time for a lot of reasons, and not just because of the
inability to pay.

¢ An analysis of the aggregate number of disconnects is misleading. The three key
factors to analyze are: reason for disconnect (non-payment is number one but there
a lot of other reasons including moving, etc), duration of disconnect (vast majority of
disconnects are reconnected with minutes, meaning probably not a payment/ income
issue), and frequency of disconnects (less than 5 percent of customers are
disconnected more than 2 times in a year). | believe | have more date on these
factors than what is attached so | am going to try to dig that up.

e Prepay does result in higher disconnect numbers BUT also significantly higher
customer satisfaction.

o We have clear evidence that a small but significant number of customers use prepay
to self-disconnect.

¢ Disconnects are being used as a proxy for the real problem around affordability and
keeping customers out of debt.

My team and | have done a lot of analysis of remote connect disconnect (RCD) policies and
practices. | have provided an overview of our analysis as attachments.
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A Remote Connect Disconnect (RCD) Survey and Analysis will be conducted as
part of the work plan for the Prepay Energy Working Group

Disconnect / Reconnect Working Group

The Disconnect / Reconnect Working Group is composed of a group of utilities,
regulators, and technology companies working together to better understand
the customer experience related to electricity disconnection and reconnection

The working group considers both advanced meter infrastructure (AMI) and
traditional analog meter services

Objectives Today
Review the growing regulatory discussion focused on disconnections

Review and discuss the initial findings from the RCD survey and database
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Disconnection of residential electric service presents a host of issues
for the industry to evaluate—

* Consumer protections

* Timely and adequate notification
* Credit and debt management

* Fees / penalties

* Energy usage patterns

* The customer experience
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Discussion

0 What other issues are you facing in your
service territory that are focused on remote
connection and disconnection?
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Service disconnection typically occurs after a substantial notice
period (30 days or more), during which credit is extended

Customers can accumulate a sizeable debt owed to the utility, and
potentially owe fees for late payments and service disconnect /
connect

Should service be disconnected for an extended time, the
customer may be deemed a new customer and thus required to
pay an additional security deposit to re-initiate service

The status quo aims to assist households but can result in greater
hardship

As behaviors and technologies continue to evolve,
new possibilities with disconnect / reconnect and
related policies should be explored
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There is much concern tied to the
notion of more frequent and
potentially more immediate shut
off (less notice) with remote
capability

Remote disconnection can
actually provide more certainty
around when disconnect and
reconnect will occur (allowing for
better planning by customers),
and shorter disconnect periods
(decreasing inconvenience and
debt owed utility)

The facts around remote
capabilities and timing need to be
examined

In a discussion on the topic of energy
affordability, Marty Cohen, long-time
consumer advocate in lllinois, noted:

Source: O’Dwyer, C. B., Dickerson, C., Cohen, M. & Ringenbach, T.
(2013). Energy Affordability, Debt & the Needs of Low Income
Consumers: Three Industry Perspectives (Low Income Energy Issues
Forum). Washington, DC: Distributed Energy Financial Group LLC.
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: released a whitepaper in 2017 providing a comprehensive overview
of common disconnection policies employed by utilities nationwide; the
paper also calls for concrete actions toward establishing policies that protect
the well-being of customers and the eventual elimination of utility
disconnections

(the only statewide utility consumer
advocacy organization in California): released a report in 2017 noting
significant increases in disconnects by CA’s larger I0Us in recent years and
calling for policy reform

: released a memo in 2017, examining data and potential reasons for
the increase in residential shut offs statewide by the 4 major IOUs; while key
observations were made, there were no firm conclusions re: causes for
increase

: stakeholders are currently working
to find near-term, and ultimately more comprehensive, solutions to decrease
disconnects
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NARUC / NRRI/ NASUCA WEBINAR SERIES* ON
DELINQUENCIES AND DISCONNECTIONS

TURN

Measures of Energy Insecurity &

Average Unique 48-hour S Custome.rs ::sr::::a::
total disconnection customers | 60+ days in 60+ days in Total Shutoff
customers notices receiving arrears in arrears in shutoffs rate
notices Dec 2016 Dec 2016
PG&E 5.451,347 785,004 14% 528,230 10% 312,007 5.7%
Edison | 4,353,680 1,234,601 28% 495,726 11% 402,761 9.2%
Socal 5,496,386 609,960 11% 758,239 14% 129,545 2.3%
Gas : , . i : .
SDG&E 1,350,527 78,915 6% 255,240 19% 40,067 2.9%

Source: Disconnections Rulemaking Data. Shutoff rates show the number of shutoffs per total customers, not the percentage of
customers experiencing disconnection.

Source: Gabriela Sandoval, Ph.D., Director of Strategic Initiatives, TURN (The Utility Reform Network). Presentation: "Delinquencies and
Disconnections: Where are We Now?” May 8, 2019. NARUC CPI / NRRI / NASUCA Webinar Series on Delinquencies and Disconnections.

* “NARUC “is the National Association of Regulatory Utility Commissioners . NARUC’s “Committee on Consumers and the Public Interest” (CPI), formerly
called the “Committee on Consumer Affairs,” is its oldest committee. “NRRI” is the National Regulatory Research Institute. “NASUCA “is the National

Association of State Utility Consumer Advocates.
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How Many States Collect Data TURN

-

on Shutotts?

Data Analysis complete 20

Partial data identified 4

Data identified, not provided 4

Confirmed data not available 14

Emailed contact; no response 9

TOTAL 91

Source: Gabriela Sandoval, Ph.D., Director of Strategic Initiatives, TURN (The Utility Reform Network). Webinar presentation:
"Delinquencies and Disconnections: Where are We Now?” May 8, 2019. The first of four webinars in the NARUC CPI / NRRI / NASUCA
Webinar Series on Delinquencies and Disconnections. Next webinar: June 10th, 2019. To register, go to: http://www.nrri.org/
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nrrii Overview of NASUCA Data TURN

Collection Resolution T

* Number of active residential customer accounts in the utility’s territory, by customer type

e Total customers sent service termination notices for nonpayment, by customer type

e Total number of disconnections for nonpayment, by customer type

« Total gas and electric customer reconnections within particular timeframes, by customer type
« Total gas and electric customers not reconnected, by customer type

» Customers requesting bill payment assistance of any kind, by customer type

« Payment plans created, by customer type

« Payment plans failed, by customer type

e The dollar value and number of residential accounts written off as gross uncollectibles, in that the
accounts have been written off and may have been sent to a collection agency, by customer type

e The total number of accounts in arrears between particular timeframes

e The total dollar amount of the arrears that were owed between particular timeframes, by customer
type

e Number of deposits received by customer type

« Dollar value of deposits received, returned to customers and retained by the utility, by customer
type

e Number of deposits returned to customers upon satisfaction of deposit return criteria, by
customer type

Source: Gabriela Sandoval, Ph.D., Director of Strategic Initiatives, TURN (The Utility Reform Network). Webinar presentation:
"Delinquencies and Disconnections: Where are We Now?” May 8, 2019. The first of four webinars in the NARUC CPI / NRRI / NASUCA
Webinar Series on Delinquencies and Disconnections. Next webinar: June 10th, 2019. To register, go to: http://www.nrri.org/
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Panelist Roger Colton illustrated the lack of uniform definitions:
“Arrearage”
Unpaid balance?
Amount of a deferred payment arrangement?
“LIHEAP Commitment”
Pledge to pay (an energy assistance grant)?
Receipt of payment?
“Complete Payment”
Are bill credits from LIHEAP counted or not?
“Days in Arrears” (What is “Day 1”7?)
Date bill issued?
Bill due date?
Next bill due date?
“Low Income”
What percent of the Federal Poverty Guidelines?
Source: Treadway notes on remarks of panelist Roger D. Colton, of Fisher, Sheehan & Colton, Public Finance and General Economics.

Webinar presentation: "Delinquencies and Disconnections: Where are We Now?” May 8, 2019. The first of four webinars in the NARUC
CPI/ NRRI / NASUCA Webinar Series on Delinquencies and Disconnections. Next webinar: June 10th, 2019.
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CONSUMER SURVEY QUESTION:
WILLINGNESS TO SELF-DISCONNECT

Ever Consider Self-Disconnection of Electric Service and then
Reconnect at Own Convenience if No Penalty/Fee

100
n n “ “ n “ mDon'tknow/no

19 opinion

80 = = 25 18 2

Depends

60

40 mWould not
consider self-
disconnection

20 m\Would consider
self-
disconnection

0
Total Male Female Age 18-54 Age 55+ HH Income HH Income OwnHome Rent Home
(n=1062) (n=527) (n=535) (n=761) (n=301) Under $50K $50K or More (n=T41) (n=275)
(n=362) (n=637)

EcoPinion Mo. 28, January 2017. Base: Total Respondents. Q. A17: If you knew that your local utility could turn off your service and then restore your electric service within minutes or on your
schedule, and could do so without any penalty or any fee, would you ever consider self-disconnection (e.g., just letting your account reach a zero balance so that the service is turned off
temporarily) to conserve energy (away for a weekend or as a reminder to put money on your account), and then reconnecting at your convenience?

Source: Nat Treadway, DEFG LLC. Webinar presentation: "Delinquencies and Disconnections: Where are We Now?” May 8, 2019. The first of four
webinars in the NARUC CPI / NRRI / NASUCA Webinar Series on Delinquencies and Disconnections. Next webinar: June 10th, 2019.
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There is a great deal of

speculation around the

employment of remote
disconnection of
residential service

Opponents paint a picture of households living
in a constant state of fear, struggling to pay bill
with the imminent threat of disconnect
looming

Chief concerns include more frequent
disconnection of service (now it is simply a
remote “flip of the switch”) and / or living in a
state of deprivation (experiencing discomfort,
potentially compromised health) to “keep the
lights on” and avoid disconnection

Yet, opponents do not take on the current state
with all its shortcomings

Remote disconnect / reconnect is a new
capability with efficiencies and benefits worthy
of exploration
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Develop fact-based analysis and reporting for use by all stakeholders
interested in the customer impacts of smart grid.

Comparing Average Duration of Disconnections (Pre-AMI vs. Post-AMI)
Comparing Frequency of Disconnections (Pre-AMI vs. Post-AMI)

Understanding What Customers Are Getting Disconnected vs. Total
Customer Base

Comparing Costs to Customers in Penalties and Fees for Reconnection (Pre-
AMI vs. Post-AMI)

Calculating Cost Savings to Total Rate Base

We revised, simplified and shortened the original survey design
to get as much participation as possible to establish basic facts
and reporting around the above.
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Stated Rationale / Justification # Mentions
Customer Experience; Better Service 1 Respondents
Smart Meter Goals and Functions 2 BC Hydro
Improve Collections / Reduce Bad Debt 2 Commonwealth Edison Company
- Connexus Energy
Reduce Operating Costs / Truck Rolls 4 Consumers Energy
Legislative Requirement 1 FirstEnergy
Faster Reconnection 2 Georgla Power _ :
Oklahoma Electric Cooperative
Reduced Fees 1 Pacific Gas and Electric Company
Safety 2 PHI
) ) PPL - Electric Utilities
Reduced Carbon Footprint; Environment 2 public Service Company of Oklahoma
Energy Efficiency and Customer Bill Savings 2

Source: DEFG - Remote Connect Disconnect (RCD) Survey, 2019.
Q6. If applicable, what was the rationale or justification provided by the utility for the remote disconnect /
reconnect capability?
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Nine of eleven respondents said “Yes”

Nearly all the respondents indicated that existing protections remain in
place. One stated that protection has been expanded. One indicated that
the RCD functionality was applied to a limited number of customers

The word cloud displays the open-ended descriptions. Larger words
appeared more frequently. (Numbers merely identify rules or statutes)

accountsamp
rerplj)lf disconnect11b

pr otecho ws

her

b|IIsO customer prior
dlsconnects ami winter

Source: DEFG - Remote Connect Disconnect (RCD) Survey, 2019.
Q7. Are there any regulatory limitations or consumer protections regarding the employment of remote
disconnect and reconnect? Q 8. If Yes, please explain the applicable limitations and/or consumer protections.
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Eleven respondents; open-ended responses

Circumstances for Use of RCD # Mentions

Nonpayment Disconnect 11

Payment Reconnect

Move In / New Service

Move Out

Vacant / No Account

Hazardous Condition / Emergency / Safety

WIOHh|([WIN[O |

Prepayment / Customer Request

Source: DEFG - Remote Connect Disconnect (RCD) Survey, 2019.
Q 9. When does the utility use remote disconnect and reconnect capability? (Please list all circumstances.)
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Listed responses and open-ended responses

Categories For Which Data Are Collected # Mentions

Total annual residential disconnects 9

Average frequency of residential disconnects

Average duration of residential disconnects

Reason for residential disconnect

Fees / penalties assessed for disconnect / reconnect

Time to reconnect from once payment is posted

Nl IRL]N

Whether disconnected account holder receives assistance or is on a
deferred payment plan

Total Prepay disconnects; Average duration from prepay disconnect
to payment posting; Total prepay accounts with multiple
disconnects within same month; Total pre and post-pay disconnects

[HEY

Source: DEFG - Remote Connect Disconnect (RCD) Survey, 2019.
Q 10. Does the utility collect any data on disconnect and reconnect either with AMI and / or traditional
analogue? Please choose all that apply and add any additional categories in the comment box.
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Listed responses and open-ended responses

KPls # Mentions

Time of restoration

w

Bad debt write off

Account notifications

Real-time consumption

Real-time cost (e.g., dynamic pricing )

Energy consumption reduction

Bill forecasting

Payment behaviors

Improved customer satisfaction

Bill accuracy / reducing bill estimates

Time of restoration

RDR successful rates

RPR[WIOUIEAEINIW|ISAINININ]PA

Meter reading completion ratio

Source: DEFG - Remote Connect Disconnect (RCD) Survey, 2019.
Q 11. Does your utility have Key Performance Indicators (KPIs) for customer service and operations that are

tied to the AMI investment? Please select all that apply. © 2019 Distributed Energy Financial Group LLC





Seven utilities said:
Monthly and annual reporting
Quarterly reporting: total communication network components
installed; total number of successful intervals reported; total opt out
requests and duration of time to process opt out
Quarterly reporting: consecutive estimated accounts
Semi-annual assessment reporting on program benefits, deployment,
costs, and performance metrics
Annual reporting; regular stakeholder meetings are held as well as PUC
updates on the status of the project
Annual updates on status of our AMI project
Annual reporting: Annual Infrastructure Implement Plan, Annual AMI
Implementation Progress Report and Annual Performance Metrics.
Two utilities said “No”

One said “We are not a regulated utility”

Source: DEFG - Remote Connect Disconnect (RCD) Survey, 2019.
Q 12. Does your utility have mandated reporting to regulators on the consumer impacts of AMI? (If yes,
please list them. If no, type "no.")
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BC Hydro: 6,376 BC Hydro: 31,690

ComkEd: 130,172 ComkEd: 424,232
PG&E: -- PG&E: 1,750,000
PHI: -- PHI: 113,504

PPL Electric: 50,000 PPL Electric: 50,000
PSO: 85,000 PSO: 149,000

When compared to the customer base, these numbers reveal
annual percentages of disconnection from as low as 0.4% to
nearly 40%. There is work to be done to clarify definitions
before we can make comparisons

Source: DEFG - Remote Connect Disconnect (RCD) Survey, 2019.
Q 15. What are the total annual number of disconnects for residential customer accounts? (This is for both
pre-AMI and post-AMI. The years specified for pre-AMI and post-AMI are provided for Q 14.)
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AVERAGE ANNUAL FREQUENCY OF RESIDENTIAL e
DISCONNECTS

Pre-AMI (various years) Post-AMI (various years)
o PG&E: -- o PG&E:1
o PHI: -- e PHI: 1.3

There is work to be done to clarify definitions

Source: DEFG - Remote Connect Disconnect (RCD) Survey, 2019.

Q 16. What is the average annual frequency of disconnects for residential customer accounts (e.g., 2.2 times
per year)?
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AVERAGE DURATION OF RESIDENTIAL DISCONNECTS @

Pre-AMI (various years) Post-AMI (various years)

o PG&E: 3 hours o PG&E: 8 minutes
o PSO: 6 hours o PSO: 4 hours

Source: DEFG - Remote Connect Disconnect (RCD) Survey, 2019.
Q 17. What is the average duration of disconnects for residential customer accounts (e.g., 3 hours)?
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PERCENTAGE OF RESIDENTIAL ACCOUNTS THAT DO @
NOT EXPERIENCE A DISCONNECT

Pre-AMI (various years) Post-AMI (various years)

» BCHydro: 99.4% o BCHydro:98.2%
o ComeEd: 98% o ComEd: 96%
o PG&E: -- o PG&E:94%

Source: DEFG - Remote Connect Disconnect (RCD) Survey, 2019.
Q 18. What percentage of residential customer accounts do not experience a disconnect during a calendar

year?
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PERCENTAGE OF RESIDENTIAL ACCOUNTS @
DISCONNECTED ON TWO OR MORE OCCASIONS

Pre-AMI (various years) Post-AMI (various years)

o ComEd: 0.11% o ComkEd: 0.48%
o PG&E: -- o PG&E: 2.0%

Source: DEFG - Remote Connect Disconnect (RCD) Survey, 2019.
Q 19. What percentage of residential customer accounts were disconnected on two or more occasions during

a calendar year?
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MORE OR FEWER DISCONNECTIONS? @

PPL - Electric Utilities

“We have not been using
AMI long enough to
provide this information”

Source: DEFG - Remote Connect Disconnect (RCD) Survey, 2019.

“We have more disconnects, in
part, as we offer pre pay
options to customers”

BC Hydro

Commonwealth Edison Company

Pacific Gas and Electric Company

Public Service Company of Oklahoma

Q 20. Are there more or less disconnections for residential customer accounts with AMI service vs. traditional

analog service?
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TYPES OF FEES, PRE- AND POST-AMI @

o BCHydro: $125 o

» ComEd: $56.50 (1 waiver per 12- °
month period)

» Georgia Power: S50 °
o PPL Electric: S35 o
o PSO: 522 °

BC Hydro: S30

ComEd: $9.50 (AMI); $63-$84
(non-AMI) (1 waiver per lifetime)

Georgia Power: $50
PPL Electric: S14
PSO: SO

Source: DEFG - Remote Connect Disconnect (RCD) Survey, 2019.
Q 23. What types of fees are charged to residential customer accounts for disconnect and/or reconnect?
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TOTAL ANNUAL DOLLARS COLLECTED FOR @
DISCONNECT / RECONNECT

IS
» BC Hydro: $800,000 » BC Hydro: $950,000
» ComEd: $610,793 o ComeEd: $505,343
o PG&E: -- o PG&E: ~52.8 million
o PHI: -- o PHI: 513,222,962
» PSO:51,870,000 » PSO: SO

Source: DEFG - Remote Connect Disconnect (RCD) Survey, 2019.
Q 24. What are the total annual dollars collected for disconnect / reconnect for residential customer
accounts?
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MORE OR FEWER DISCONNECTIONS?

Pacific Gas and Electric Company

Public Service Company of Oklahoma

BC Hydro
Connexus
Consumers Energy
PPL Electric

Source: DEFG - Remote Connect Disconnect (RCD) Survey, 20189.
Q 26. Has the ratepayer base seen any significant savings related to disconnection processes and management post-AM|
rollout? For example, have there been significant savings from the reduction of truck rolls, bad debt, or other savings that are

directly attributable to AMI that reduced costs to the overall ratepayer base?
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BC Hydro: Two notices
ComEd: Notice
Connexus: Phone 10 days; printed notice

15 days; outbound call 32 days; final notice

37 days; disconnect 2 days later

FirstEnergy: Letters and calls; attempt to
contact prior to disconnect

PG&E: 15-day, 48-hour, collection phone
call

PPL Electric: 10 day letter, 3 day phone call,

door knock
PHI: 15 day notice; door knock

PSO: 10 days before disconnect; 48 hours
before disconnect (Nov 15 - April 15); 24-
hour written notification

Source: DEFG - Remote Connect Disconnect (RCD) Survey, 2019.

BC Hydro: No change
ComEd: No change
Connexus: No change
FirstEnergy: No change
PG&E: No change

PPL Electric: No change
PHI: No change

PSO: No change

Q 30. Please describe your pre-AMI residential disconnection notice requirements. 31. Please describe your

post-AMl residential disconnection notice requirements.

© 2019 Distributed Energy Financial Group LLC





Connection and disconnection data are important to the prepay business
case, but we reaffirmed that they are difficult to assemble in a consistent
manner

A lack of consistency in the definitions of terms creates limitations on our
ability to compare metrics between states or among utilities

Even when definitions and terminology are clear, there are gaps in the
available data. There remain inconsistencies in how connection and
disconnection data are collected, stored, used, and reported

Issues relating to connection and disconnection are politically sensitive;
therefore, reporting a utility in a survey (beyond that which is required by
state regulators) may be blocked by the utility’s legal department

As with many issues, the deeper you inquire, the greater number of
guestions that are uncovered
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Update on the status of the multi-client research project “Credit
and Collections 2022”

Distribute the updated Prepay Database (week of June 10, 2019)

Add new questions in 2020 to the Prepay Database (a schedule will
be determined later this year)

Cooperate with the NARUC / NRRI / NASUCA on efforts to discuss
uniform definitions and reporting requirements (e.g., monitor and
participate in the “Delinquencies and Disconnections” webinar
series; next one is June 10t™; to register: http://www.nrri.org/; two
more webinars are planned for the fall of 2019)
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Discussion

O Should we develop a new project—with its
own, clearly-defined scope—to dig deeper into
the analysis of disconnection and the
development of new disconnection rules?
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PEWG PRIMARY CONTACT

DEeFG

Consumer « Energy * Performance

Jamie Wimberly

CEO, DEFG

Office: 202-255-2860
jwimberly@defglic.com

DEFG believes customers are the future of energy. We partner with clients to
improve all aspects of the customer relationship. We identify opportunities
to create value in a commodity marketplace.

Persons interested in our publications should “Join Our Mailing List” to receive the
announcements: http://defgllc.com/publications/

DEFG Research Consortia

@ ’_.‘
" ¢ ' %, £
<~ P=WUG N, Lowincome
nnnnnnn ENGRGY WORKING GROUP \ Energy Issues Forum
UCRC e/
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Overview: Issues Surrounding Disconnection

Disconnection of residential electric service presents a host of issues
for the industry to evaluate—

Consumer protections

Timely and adequate notification
Credit and debt management
Fees / penalties

Energy usage patterns

L i . D D I o

The customer experience
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Overview: Status Quo & New Capabilities

X/
L <4

Service disconnection typically occurs after a substantial notice period (30
days or more), during which credit is extended

Customers can accumulate a sizeable debt owed to the utility, and
potentially owe fees for late payments and service disconnect / connect

Should service be disconnected for an extended time, the customer may

be deemed a new customer and thus required to pay an additional security
deposit to re-initiate service

K/
%

X/
L <4

K/
%

The status quo aims to assist households but can result in greater hardship

As behaviors and technologies continue to evolve, new possibilities with
disconnect / reconnect and related policies should be explored
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Overview: Remote Capability & Affordability

e Thereis much concern tied to the notion of more
frequent and potentially more immediate shut off
(less notice) with remote capability

e Remote disconnection can actually provide more
certainty around when disconnect and reconnect
will occur (allowing for better planning by
customers), and shorter disconnect periods
(decreasing inconvenience and debt owed utility)

e The facts around remote capabilities and timing
need to be examined

In a discussion on the topic of energy
affordability, Marty Cohen, long-time
consumer advocate in Illinois, noted:

Low-income customers and their
advocates would find it hard to see
quicker disconnect as a step
forward, though it might be
acceptable as part of a package of
new policies and programs intended
to address the fundamental problem
of affordability.*

*0’Dwyer, C. B., Dickerson, C., Cohen, M. & Ringenbach, T. (2013). Energy Affordability, Debt & the Needs of Low Income Consumers: Three Industry Perspectives (Low Income Energy Issues Forum). Washington, DC:

Distributed Energy Financial Group LLC.





Research
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Recent Consumer Protection & Regulatory Activity

* NAACP: released a whitepaper in 2017 providing a comprehensive overview of
common disconnection policies employed by utilities nationwide; the paper also
calls for concrete actions toward establishing policies that protect the well-being
of customers and the eventual elimination of utility disconnections

% TURN / The Utility Reform Network (the only statewide utility consumer advocacy
organization in California): released a report in 2017 noting significant increases in
disconnects by CA’s larger IOUs in recent years and calling for policy reform

% CPUC: released amemo in 2017, examining data and potential reasons for the
increase in residential shut offs statewide by the 4 major |IOUs; while key
observations were made, there were no firm conclusions re: causes for increase

% California Rulemaking / Working Group: stakeholders are currently working to
find near-term, and ultimately more comprehensive, solutions to decrease
disconnects
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NAACP

“Reforming Utility Shut-Off
Policies as if Human Rights Matter”

HUMAN RIGHTS VIOLATIONS

High energy costs force customers to forgo
other critical services (e.g. healthcare, food,

childcare)
“The NAACP is a part of building the new economy e s et o
. . =21 -~ extreme weather events on
that puts power in the hands of the people, literally AWy el
and figuratively. However, in the meantime, we have
developed this study that chronicles the best and rermlbationsbt ety services
ope o o . . . forces customers to find

worst of utility policies and practices with the aim of g;hheerég;tgetna:;z“agrégﬁ; means
up”fting examples Of the mOSt humane pO”CieS’ and Termination of utility services puts customers

o e . reliant on medical devices and life-supporting
providing a blueprint for reform for those who systems at risk

continue to sacrifice the lives of vulnerable
oy ol Nk CURRENT UTILITY PRACTICES ENDANGER HUMAN LIFE AND WELL-
communi t’ es fo r p rOfl t BEING AND THUS VIOLATE BASIC HUMAN RIGHTS

*LIGHTS OUT IN THE COLD: Reforming Utility Shut-Off Policies as If Human Rights Matter. Created by the NAACP Environmental and Climate Justice Program (March 2017).





© DEFG LLC 2018

NAACP: Recommendations for Legislatures

“To incorporate human rights into existing utility business models, it is critical that legislatures:

1

o A

Amend legal definitions of "public interest” to incorporate additional
aspects of human rights

Establish policies mandating the principles and practices of the right to
uninterrupted utility service

Pass legislation that enables the advancement of energy efficiency and
clean energy programs and technology

Pass legislation that enables the advancement of energy independence
Provide utility commissions with a clear public interest mandate to
authorize / encourage commissions to regulate on new challenges and
topics including climate change, rising energy costs, air pollution, new
technologies, and racial discrimination™

*LIGHTS OUT IN THE COLD: Reforming Utility Shut-Off Policies as If Human Rights Matter. Created by the NAACP Environmental and Climate Justice Program (March 2017).





“Energy insecurity
IS on the rise,”

warned The Utility Reform Network, the only statewide
utility consumer advocacy organization in California*

* https://www.mercurynews.com/2018/07

© DEFG LLC 2018

CA's major utilities have seen
disconnections increase over the
period 2011 - 2018

Exactly why shutoffs are rising is a
question left unresolved

The CPUC, under orders from the
governor and state Legislature,
unanimously voted in July 2018 to
investigate causes & identify
solutions

Currently there is a statewide
stakeholder working group
examining disconnections policies &
procedures

10



https://www.mercurynews.com/2018/07/12/pges-utilities-rising-customer-disconnections-trigger-statewide-quest-for-solutions/



© DEFG LLC 2018

CPUC Study

A Review of Residential Customer Disconnection Influences & Trends

The goal of the report was to guantify the disconnection rate and identify key
factors that influence the changes to that rate

-=> The CPUC's Policy & Planning Division collected historical data on
disconnects for the period 2007 to 2017

=> There are over 17M customer accounts across the 4 large CA utilities

= PPD has monthly billing & disconnect data for these accounts to analyze
and delve deep into areas such as disconnection, consumption, and
overall affordability”

*A Review of Residential Customer Disconnection Influences & Trends. CPUC Policy & Planning Division (Dec. 2017).
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CPUC Study

Key Observations:

= |0U & CPUC policies, practices, and decisions
have the biggest influence on the disconnect rate

= The unemployment rate in the absence of policy
shifts is a very strong independent predictor of
the disconnect rate

= Income also has predictive value but is only
moderately correlated with disconnect rate

= Based on IOU response, over 85% of disconnects
get reconnected within the first 48 hours’

*A Review of Residential Customer Disconnection Influences & Trends. CPUC Policy & Planning Division (Dec. 2017).

© DEFG LLC 2018
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CPUC Study

Key Observations Continued:

- Statewide monthly disconnect => The statewide monthly disconnect
rate for NON-CARE customers has rate for CARE customers has
fluctuated by a factor of 2 from a fluctuated to a lesser degree, from a
high of 0.4% in 2009, to a low of high of 0.6% in 2009, to a low of 0.45%
0.2% in 2011, back to a high of 0.4% in 2011, back to a high of 0.5% in 2016
in 2016 .. amounts to approx. 48k .. amounts to approx. 25k customer
accounts disconnected/ month on accounts disconnected / month on
average in 2009, 23R/ month in average in 2009, 22kR/ month in 2011,
2011, and 50R/ month in 2016 and 22k/ month in 2016

*A Review of Residential Customer Disconnection Influences & Trends. CPUC Policy & Planning Division (Dec. 2017).
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CPUC Report: Unemployment vs Disconnect 2012, 2015

|
Unemployment Model - 2012 Unemployment Model - 2015
s w/ Income as fixed effect w/ Income as fixed effect
0.9% 0.9%
0.8% y =0.0431x-0.0013 0.8%
w 0.7% R2=0904 '; 0.79
b= &
; 0.6% 5 0.6%
S 0.5% E 0.5%
2 0.4% Z 0.4%
= S
S 0.3 g 0.3
v
S 0.2% Ty 0.2 y =0.1097x-0.0029
.. T
0.1 0.1 R*=0.8921
0.0% 0.0%
3.0% 5.0% 7.0% 9.0% 11.0% 13.0% 15.0% 3.0% 5.0% 7.0% 9.0% 11.0% 13.0% 15.0%
RATE OF UNEMPLOYMENT CLAIMS ON 2012 IRS RETURNS RATE OF UNEMPLOYMENT CLAIMS ON 2015 IRS RETURNS

Figure 5 Unemployment rate vs disconnection rate 2012 and 2015

*A Review of Residential Customer Disconnection Influences & Trends. CPUC Policy & Planning Division (Dec. 2017).
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CA Rulemaking & Stakeholder Participation

ALJ Kelly facilitated a prehearing
conference and Commissioner
Guzman Aceves actively participated
in person

In addition to the large IOUs, over 20
other parties (consumer protection
groups, advocates for disadvantaged
communities, labor unions, CCA
parties, small utilities, etc.)
participated”

*Email Summary Notes from Prehearing Conference (2018).

Goal of Rulemaking -- To Reduce Disconnects

-=> Phase 1is to provide rapid relief, identify
and adopt near-term improvements to the
current system

-> Phase 2 is to take a more holistic and
comprehensive approach to evaluate
residential gas and electric disconnections
with the goal of identifying broader
reforms and new approaches beyond
measures established in Phase 1 of the OIR
(Order Instituting Rulemaking)*
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Proposals Set Forth by TURN to Reduce Disconnects

1. Remove financial incentives for IOUs to perform disconnections
2. Prohibit collection of reconnect deposits for CARE/FERA/MBL customers

3. Prohibit disconnect for households with infants < 12 months old or serious
illness

4. Provide due process for customers to see report of investigation and appeal
process to CPUC for “roommate charges’

Expedite complaint process/hotline; no disconnects during complaint process
Facilitate enrollment in existing programs and use CBOs to assist customers

7. Increase non-disconnection collection notices (seen decrease in notices prior to
disconnection)

8. Develop an Arrearage Management Program or improve Payment Plans to help
customers manage overdue bills

o o

*Presentation Slides: Proposed Rules, Policies or Programs to Reduce Utility Disconnection Rates. TURN (2018).





DEFG's Exploratory Working Group
on Disconnect / Reconnect





Objective

©2018 DEFG LLC

Form a Working Group to
Collect & Analyze Data
Around Residential Service
Disconnect and Reconnect

©2018 Distributed Energy Financial Group LLC
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BC Hydro
ComEd
Connexus Energy
First Energy
Frontier Energy
ltron

GA Power

GA Public Service Comm.

PECO
PGE

PPL
Siemens
U.S. DOE
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> PHASE | (Disconnect focus)

o ldentify research partners

o Data collection

o Quantitative analysis
Scope o Reporting

o Brainstorming re: Phase |

> PHASE Il (AMI focus)

o Look at AMI applications,
functionalities, impacts

o Analysis of AMI-related regulatory
proceedings

o Qualitative analysis of disconnect

o Measuring and evaluating impacts
of traditional service vs. AMI
offerings, including remote
capabilities

©2018 Distributed Energy Financial Group LLC 20





Questions to
Explore
Phase | Quantitative

Analog and “smart” meter data
(manual and remote disconnect)

YYVYY

\

©2018 DEFG LLC

Frequency of disconnection on average
Duration of disconnections on average
Causes for longer disconnections

Demographics of disconnected
accounts

Analysis of penalties or fees charged to
customers (manual vs. remote)

Payment patterns leading up to
disconnect and reconnect - for ex.:

o On payment plan
o Receiving bill pay assistance
o Inarrears

Usage patterns leading up to
disconnect

If data is available, compare manual vs.
remote disconnect data sets for same

househo'-d ©2018 Distributed Energy Financial Group LLC 21





Questions to
Explore

Phase | Quantitative
Data sets cont.

©2018 DEFG LLC

Investigate various notice requirements
(e.g., even where remote disconnect is
permitted, certain field type notices may still
be required based on jurisdiction)

Employment of weather moratoria
(time-based, seasonal / temperature-based)

Extreme weather disconnects and
notice requirements / processes
leading up to them

Implementation of service-limiting
functionality as part of disconnect
practices

©2018 Distributed Energy Financial Group LLC 22





Questions
to Explore

Phase |l
Qualitative

YVYY

©2018 DEFG LLC

What is customer experience leading
up to /during/ following disconnect?

What key factors impact their situation?

(attempt to really understand what the
customer is doing (e.g., self-regulating), what
do they think / feel about this, what do they

know / not know (e.g., variety of ways to pay),

and what do they have or not have (e.g.
cell phone, computer, car, others in the
house, English fluency, etc.)

Customer satisfaction with experience
Experience contrast (manual v. remote)

What forms of assistance provide
meaningful relief for households?

What additional efforts or forms of
assistance are requested by struggling
households?

©2018 Distributed Energy Financial Group LLC 23





Questions
to Explore

Phase |
Measure & Evaluate
(Sample Calculations)

©2018 DEFG LLC

Goal:

Compare and Contrast Data Sets
(analog service vs. AMI service)

Sample calculations:

Number of disconnect minutes
saved (currency = time)

Fees and penalties avoided by
households (currency = dollars)

Overall dollars saved for ratepayers
(currency = dollars)

©2018 Distributed Energy Financial Group LLC
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PHASE | Deliverables

Data Evaluation Initial
Collection, Quantitative
) Model )
Analysis Analysis

Report with
Findings at
Workshop

©2018 Distributed Energy Financial Group LLC 25





PHASE Il Deliverables

AMI Regulatory
Analysis Analysis

Measure &
Evaluate
Traditional v.
AMI Service

©2018 DEFG LLC

Qualitative
Analysis

Report
igleliglelS

©2018 Distributed Energy Financial Group LLC
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Initial Survey Findings





The Survey Instrument

In an effort to better understand the
customer experience related to electricity
disconnection and reconnection, DEFG
along with the Exploratory Remote
Connect / Disconnect Working Group
developed a survey to collect both
qualitative and quantitative information

© DEFG LLC 2018

The survey consists of 40 questions divided
into the following categories:

-
-

-

Vbl

Introduction & Background Info

Residential Disconnection Data
Collection

Residential Customer Behaviors, Fees &
Payments

Household-Specific Data
Notice Requirements for Disconnect
Load Limiting Requirements

28





Utility Survey
Respondents To Date

ComEd
GA Power
PGE

PPL
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Initial Findings: Background Info.

Rationales provided to reqgulators for employing RCD:

To better manage energy, and
to create the smarter grid that
the State needs to incorporate
more renewable resources,
deliver cleaner energy, and
realize the State’s ambitious
energy efficiency goals

Initially, start & stop service
only from 2014 to 2017;

In 2017, began to use RCRD for
non-payment & reconnects

For non-payment and
with prepay service

© DEFG LLC 2018

Savings to the customer
- reduced bad debt
expense, consumption
on inactive meters and
unaccounted for energy

30





Initial Findings: Background Info.

Noted uses for remote connect / disconnect (RCD):

-
-

20 2 7

Seasonal shut-offs

Shut offs due to no active customer of record
(consumption with no account)

Disconnections for non-payment
Reconnect after payment

Move out

Move In / New account

Potential to use for emergency disconnect

© DEFG LLC 2018

All respondent have regulatory
limitations on the use of RCD,
but they differ utility to utility;
the types that were noted:
time, day of week, weekends,
holidays, severe weather, and
medical device / health risk

31
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Initial Findings: Background Info.

- All utilities have have KPIs for customers service and operations that are tied to
the AMI investment; at least one or more utilities selected the following KPI.

\ g

4
4
g
4
4

Time of Restoration

Bad Debt Write Off

Account Notifications
Real-Time Consumption
Real-Time Cost

Energy Consumption Reduction
Bill Forecasting

Payment Behaviors

- 3 of 4 utilities have mandatory reporting to regulators re: consumer impacts of AMI

32
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Initial Findings: Disconnect Data from One Utility

Average annual FREQUENCY of disconnects for
residential accounts (average number of
disconnections per year for the data set)

Pre-AMI for Non-Payment: not available
Post-AMI for Non-Payment: 1
Pre-AMI for Other reasons: not available
Post-AMI for Other reasons: 1

Average annual DURATION of disconnects for
residential accounts (average number of minutes
disconnected per year for the data set)

Pre-AMI for Non-Payment: 3 hours
Post-AMI for Non-Payment: 8 minutes
Pre-AMI for Other reasons: 3 hours
Post-AMI for Other reasons: 8 minutes

NEVER disconnected:
e Pre-AMI: not available
e Post-AMI: 94%

% residential customer accounts were
disconnected on at least one occasion for
non-payment during the two-year data period?
e Pre-AMI: not available
e Post-AMI: 6%

% residential customer accounts were
disconnected on two or more occasions for
non- payment during the two-year period?
e Pre-AMI: not available
e Post-AMI: 2%
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Initial Findings: Disconnect Data from One Utility

Top Reasons for Disconnect > 2 hours:
e Unable to pay bill

e Moved without notifying utility (home is
no longer occupied)

e Pre-AMI: reconnect - $56.50, one waiver
per 12 month period

e Post-AMI: reconnect - $9.50 AMI /
$63-$84 non AMI, one waiver per
customer lifetime

Total dollars collected in fees for residential
account disconnect and reconnect - yearly:

e Pre-AMI: not available
e Post-AMI: $2.8M

Discernible payment patterns over the six months
leading up to a residential disconnection for non-
payment?

e Pre-AMI: not available

e Post-AMI: On average, 24% of customers

entered into a pay plan, 26% of customers
utilized state-sponsored assistance program

What are the discernible usage patterns over one
month leading up to residential disconnection for
non- payment?

e Pre-AMI: not available

e Post-AMI: Electric customers use about 4%

more than average and Gas customers use
about 65% less than average
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Next Steps

->
>

\

Distribute deck after workshop

Schedule webcast in December with members of Disconnect / Reconnect
Working Group and other interested members to share initial findings and
discuss scope of survey instrument ("appropriate contacts = respondents)

Revise the survey instrument to make it comparable but pared down
(smaller ask with regard to data) and as clear as possible to avoid
inconsistent answers

Open up survey to respondents for six-week period (Jan.-Feb.) with the goal
of obtaining 15 responses

Report the results end of February
Launch Phase Il in April
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PRIMARY CONTACTS

Jamie Wimberly

CEO, DEFG

Office: 202-255-2860
Iwimberly@defgllc.com

D DEFG

Consumer + Energy * Performance

Cindy O'Dwyer

VP, DEFG

Office: 914-419-8493
codwyer@defgllc.com

DEFG believes customers are the future of energy. We partner with clients to improve all
aspects of the customer relationship. We identify opportunities to create value in a commodity
marketplace.

Persons interested in our publications should “Join Our Mailing List" to receive the
announcements: http://defgllc.com/publications/
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If the EIA decides to move forward with implementing a utility disconnection survey,
we highly recommend that the survey includes the following datapoints:

¢ Reason for disconnect
o Duration of disconnect (e.g., restoration time)
¢ Frequency of disconnects per account over a fixed time period (e.g., a year)

| would be glad to answer any questions you may have.

Jamie Wimberly
SVP, Utility Customer Strategy :: Georgia | E Source

Cell 202-255-2860
jamie_wimberly@esource.com | www.esource.com

I3 Source
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From: EIA112

To: Jamie Wimberly

Subject: RE: Disconnect Survey Comments -- Jamie Wimberly, SVP, E Source
Date: Tuesday, September 10, 2024 10:45:00 AM

Attachments: image001.png

Jamie,

Thank you for submitting a comment on the Residential Utility Disconnections Survey.

Congress tasked the U.S. Energy Information Administration with determining if collecting
disconnection data from natural gas and electric utilities is feasible. We will invite utilities of various
ownership types (investor-owned, municipal, cooperative, etc.) to complete the survey. We
performed extensive pretesting to see which data we could reasonably collect and at level of detail.
We will only collect disconnection data for nonpayment. We will not collect any other disconnection
data.

During pretesting, we did not ask questions about duration and frequency of disconnections. If
approved, this survey will be valid for the usual three-year period, at which time, we will resubmit the
survey to the Office of Management and Budget (OMB) for another approval. For future cycles of this
survey, we can consider adding more questions to the extent that:

e Pretesting supports them

e They are of interest to the public

e They are within scope and achievable given resource constraints and respondent burden
Assuming OMB approves the survey, we will start collecting the disconnection data for 2024 in early
2025.

Marc Harnish

From: Jamie Wimberly <jamie_wimberly@esource.com>

Sent: Monday, August 19, 2024 10:57 AM

To: EIA112 <EIA112@eia.gov>

Cc: Ben Nathan <ben_nathan@esource.com>; Patrick Woodworth
<patrick_woodworth@esource.com>

Subject: [EXTERNAL] Disconnect Survey Comments -- Jamie Wimberly, SVP, E Source
Importance: High

August 19t 2024

TO: Energy Information Administration (EIA)
BY: Jamie Wimberly, SVP, E Source
RE: Public Comments on Proposed Utility Disconnection Survey

E Source is a leading research and advisory firm in the utility sector with hundreds of utility
clients. We currently work on various aspects of utility service that involve disconnection
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data. We are concerned that if the survey findings from the proposed disconnection survey
are not framed properly that the findings of any disconnection survey may be
misinterpreted. This may result in policy outcomes and/ or regulations driving even more
customer debt and challenges managing utility bills. A case in point would be a voluntary
prepay energy program.

Here is the rub. Prepay energy definitely has more disconnects than post pay. So what the
EIA is proposing could be a problem if not framed in the right way. Disconnects do NOT
necessarily mean deprivation. In fact, disconnection is simply a mechanical act, much like
turning the lights on and off at your home. Many consumer advocates are conflating a
customer’s ability to pay their utility bill with the act of disconnecting utility service.

Here are the key talking points:

¢ Disconnections happen all the time for a lot of reasons, and not just because of the
inability to pay.

¢ An analysis of the aggregate number of disconnects is misleading. The three key
factors to analyze are: reason for disconnect (non-payment is number one but there
a lot of other reasons including moving, etc), duration of disconnect (vast majority of
disconnects are reconnected with minutes, meaning probably not a payment/ income
issue), and frequency of disconnects (less than 5 percent of customers are
disconnected more than 2 times in a year). | believe | have more date on these
factors than what is attached so | am going to try to dig that up.

o Prepay does result in higher disconnect numbers BUT also significantly higher
customer satisfaction.

o We have clear evidence that a small but significant number of customers use prepay
to self-disconnect.

¢ Disconnects are being used as a proxy for the real problem around affordability and
keeping customers out of debt.

My team and | have done a lot of analysis of remote connect disconnect (RCD) policies and
practices. | have provided an overview of our analysis as attachments.

If the EIA decides to move forward with implementing a utility disconnection survey,
we highly recommend that the survey includes the following datapoints:

¢ Reason for disconnect
o Duration of disconnect (e.g., restoration time)
¢ Frequency of disconnects per account over a fixed time period (e.g., a year)

| would be glad to answer any questions you may have.

Jamie Wimberly
SVP, Utility Customer Strategy :: Georgia | E Source
Cell 202-255-2860

jamie_wimberly@esource.com | www.esource.com
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