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What’s required and what’s not?



Utility Customer Service Goals

Utility’s basic customer service goals are to:

 Maximize collections

 Minimize future losses

 Provide fair, nondiscriminatory utility service

These goals are accomplished by:

 Having clear, written policies

 Communicating with customers

 Being consistent and persistent 

 Maintaining positive customer and community relations

 Trying not to take it personally
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Municipal Utility Collection Tools

 Deferred Payment Agreements (DPAs)

 Disconnection

 Small claims court

 Many municipal utilities use the TRIP Program through the 
Department of Revenue:

http://www.revenue.wi.gov/ise/trip/index.html

 Property tax liens

http://www.revenue.wi.gov/ise/trip/index.html


General Collection Process

 Send a bill - allow 20 days for payment

 Contact customer if bill is not paid (reminder letter, phone 
call or postcard)

 Negotiate a DPA

 Disconnect service if no payment is made

 Transfer arrearages to the tax roll in the fall



Trends in PSC Customer Complaints
 The PSC received 4,563 contacts in 2018

 1,323 of these were complaints, mostly handled by the Consumer Affairs unit

 Inquiries and Inquiry DPAs represented 2,780 of the customer contacts

7



PSC and Utility Staff Working Together
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Wis. Admin. Code § PSC 113.0404



Deferred Payment Agreements

 Deferred payment agreements (DPAs) must be offered to 
residential customers (except as provided in Wis. Stat. s. 
66.0809 and the utility’s tariff).

 May offer DPAs to commercial customers.

 Each customer’s circumstances are different; situations should 
be reviewed on a case-by-case basis.

 A DPA consists of the following:

 A sizeable down payment on the total amount owed. 

 Installments on the balance after receipt of the down 
payment.



Deferred Payment Agreements
 Down payment of 50% is often a reasonable starting 

point. 

 Written DPAs are helpful, but are not required. 

 Customers on DPAs must pay the current bill on time, 
in addition to the agreed upon installment payment.

 DPAs are not subject to a finance charge or late fee.

 Accounts with active DPAs cannot be transferred to 
the tax roll.



What Happens If You Can’t Agree on a DPA?

 The utility can contact the PSC for information 
and/or guidance on specific situations.

 If a DPA cannot be reached because the customer’s 
offer is unacceptable, the utility must inform the 
customer in writing why the offer is not 
acceptable.

 If the utility and customer cannot agree on the 
terms of a DPA,  inform the customer of his or her 
right to contact the Public Service Commission.



Wis. Admin. Code § PSC 113.0301



Disconnection Best Practices

 Have a clear disconnection policy in place and in writing.

 Having clear disconnect thresholds by class, based on amount 
and age of arrears, is helpful.

 If needed, contact Commission staff ahead of time to review 
the situation prior to contacting customer.

 After a customer has pursued available remedies with the 
utility, he or she may contact the Commission. 
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Disconnections – Special Circumstances

 Extenuating circumstances or a medical emergency in 
the home

 Wisconsin Admin. Code §§ PSC 113.0301(13) and PSC 
113.0301(17).

15



Disconnections – Special Circumstances

When…

 heat emergencies or advisories are in effect.
 Wis. Admin. Code § PSC 113.0301(16)

 the cold weather rules are in effect, November 1 to 
April 15. 
 Wis. Admin. Code § PSC 113.0304(2)

 utility offices will be closed the next day. 
 Wis. Admin. Code § PSC 113.0301(14)
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What’s required and what’s not?



Responsible Party for Billing

“Customer” means the party billed for payment of bills 
issued for use of utility service at a given premises. 
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Determining Who the Customer Is
 Utilities are required to bill the occupant or other party 

responsible for payment for utility service.  

 Wisconsin Admin. Code § PSC 113.0406(6) requires an 
occupant to apply for service.  

 Customers will continue to be responsible for payment of 
service until they call to cancel service or another customer 
applies for service. 

 Utilities may require that a verbal or written application for 
service be made in person, by telephone, or in writing. 
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Owner Responsibility
 Placing service into the property owner’s name after 

a tenant moves out  
 Wis. Stat. § 196.643(1) (Relates to owner responsibilities for service to 

rental dwelling units)

 Written notice required – property owner has 15 days to respond

 Prior agreements for service between tenants are very helpful 

 Joint metering must be placed in the landlord’s name upon 
discovery
 Wis. Stat. § 196.643(2)

 Before disconnecting a jointly metered rental property, first try 
transferring arrears to property owner’s office or business account 
(Wis. Admin. Code § 113.0301(1))
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Household Rule
 When the utility receives a new application for service, 

but there is an outstanding bill at the service address, and 
the utility suspects “name switching”:

 Commission rules allow the utility to refuse or deny service 
until:
 the current customer makes payment arrangements on the outstanding 

balance 

 OR the applicant provides proof that the current customer no longer lives at 
the service address
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Collecting Arrears when a Customer Moves Out

 Utilities must continue to bill the previous owner if there is a 
forwarding address.

 If there is no forwarding address, the utility may not bill the 
new customer for the previous customer’s usage. 
 However, the arrears may end up on the property taxes of the new 

customer.

 Reconnection charges do not apply to new customers.
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Common Issues
 Billing after cancellation

 Not permitted unless the cancellation would endanger the health of 
another party and the utility has reasonable grounds to believe the 
customer continues to occupy the residence

 If the customer cancels service and the landlord 
indicates that the lease is not expired
 The utility is not party to a lease

 Service can be disconnected and billing will cease or, if requested by 
the landlord, service can be placed into landlord’s name
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Budget Billing
 Utilities are required to offer budget billing to all

customers, for which the primary purpose of the service 
is to provide for residential living. 

 The budget amount is based on the previous twelve 
months’ usage and establishes an average monthly 
payment for the upcoming year. 

 Utilities are required to review budget plans at six and 
twelve month intervals. 



Back Bills

 Wisconsin Statute § 196.635 – a utility must bill all service 
supplied within 2 years of such service, with exceptions for 
tampering.

 Wisconsin Statute § 196.22 – a utility cannot charge, demand, 
collect or receive more or less compensation for any service 
provided. 



Credits and Refunds
 Utilities are required to credit or refund a customer’s account 

for the full period of inaccuracy. 



Winter Moratorium: November 1 to April 15

Wis. Admin. Code § PSC 113.0303 



Fall Audit Process

 By October 15 – a utility shall attempt to contact all 
households where service was disconnected within 
the past 12 months for nonpayment
 Inform customer of available payment options such as budget billing or 

deferred payment agreement.

 If a letter or telephone call does not result in a response from an adult 
member of the household by October 15, a subsequent personal visit 
shall be made no later than October 25.

 For any household remaining disconnected after this date, the utility 
shall continue its efforts to have a personal contact with the household 
and determine its situation. 
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Fall Audit Process

 For any household disconnected between October 15 
and October 31:
 The utility shall make a personal contact attempt after the date of 

disconnection and before November 1.

 Utilities must keep records of all contacts and 
attempted contacts made during Fall Audits. 
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Fall Audit Process

 If, during any of these contacts, the utility or its 
representative observes a danger to human 
health or life due to the disconnection, the utility 
shall immediately restore service. 
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Fall Audit Process

 By November 15th

 Utilities file a report with the Commission stating the 
number of dwellings assumed to be occupied where service 
remains disconnected as of November 1 or later and the 
reason that service has not been reconnected.

 Weekly after November 15th

 Utilities file reports with the Commission listing the number 
of assumed to be occupied dwellings where service remains 

disconnected. 

31



Questions?





Electric Municipal Billing Audits
Audit Selection Process

 How many utilities are selected for audit? 

➢ 7-10 utilities per year

 How are utilities chosen for audit?

➢ Billing issues during the previous year(s)

➢ Issues discovered during a recent rate application

➢ Length of time since last audit

 When do audits occur?

➢ Audits can occur anytime during the year



Electric Municipal Billing Audits

 What to expect if your utility is chosen for an audit

➢ Courtesy Contact – Informal e-mail

➢ Engagement letter – Official letter to notify the utility and open the audit

➢ Data Requests through Electronic Records Filing System (ERF)

➢ Audit Finding Letter – Identifies all findings or areas of improvement and 
the action required for compliance

➢ Exit Letter – Issued after all finding are resolved

 Typically, the auditor will be able to gather the necessary information by 

email or phone.  However, it may be necessary for the auditor to conduct an 

on-site visit to gather more information.  



Electric Municipal Billing Audits

 What will the PSC audit staff review?

➢ Compliance with WI Statutes & Administrative Code

➢ Bill Presentation and Procedures

➢ Internal Controls

➢ Tariff Compliance

➢ Bill Samples from each rate class (winter/summer for residential)



Electric Municipal Billing Audits

Common Audit Findings

 Information required to be on the bill – PSC 113.0406(1)(d)

 Misapplied rates or no authorized tariffs

 CTC billing errors

 Sales tax and tax exempt status issues

 Lack of required annual customer notifications



Electric Municipal Billing Audits

Bill Presentation and what’s required to be on the bill - PSC 113.0406(1)(d)

Each bill, including the customer’s receipt rendered by electric utilities not 
included in par. (a), shall show the present and last preceding meter 
readings, the date of the present reading, the number of units consumed, 
the class of service if other than residential and the rate schedule under 
which the bill is calculated. In lieu of including the rate schedule on the bill 
the utility may, whenever a rate change becomes effective or at least once a 
year, supply each customer with the schedule of rates at which the bills are 
calculated and any other rates that might be applicable. Such a schedule shall 
be written in clear and direct language in no smaller type than 10-point type. 
Bills rendered at rates requiring the measurement of a number of different 
factors shall show all data necessary for the customer to check the 
calculation of a bill. All monthly adjustment clause factors necessary for a 
customer to check the calculation of the bill shall be included on the 
monthly bill. Minimum and estimated bills shall be distinctly marked as such. 
Estimated bills are bills rendered without actual meter readings.



Electric Municipal Billing Audits
Misapplied Rates or No Authorized Tariff

• LED Lighting – often needs a new tariff

• Movement within rate classes 

➢ Verify that customers are changing rates appropriately

➢ Does the new rate class include/exclude demand charges ?

➢ Is CTC charge dependent on rate class? If so, is it charging appropriately with 
the new rate class?



Electric Municipal Billing Audits
CTC Billing Errors

• Very Common Error

• Limited to 3% of total monthly bill or $750, whichever is 
less

• Depending on CTC structure, class movement can change 
the charge

• WEGS Schedule E-22 line 9



Electric Municipal Billing Audits
Sales Tax and Tax Exemption

• Winter moratorium – sales tax not applied to residential 
class

• Be sure to have a tax exemption certificate

➢Verify percentage applied is correct

➢Routinely check with customers that tax exempt status has 
not changed

• If errors are found, work with Department of Revenue to 
correct



Electric Municipal Billing Audits
Required Annual Customer Notices

• Bill of Rights – covers rules on deposits, payment options, 
disconnects, etc.

• Annual notice of rate options – must be sent to those 
who may be eligible to change rate schedules

• Annual Schedule of Rates – required if rate schedule is 
not included on bills



Electric Municipal Billing Audits

PSC Tips:

 No lumping:  Bill should separate the customer charge from the energy 
charge

 Class of service (exception is residential) AND rate schedule
 Previous and present meter reads, the difference should be the shown 

usage 
 Bill should indicate if single phase or 3 phase meter
 PCAC – The monthly rate must appear on the bill (in addition to the 

calculated adjustment amount)
 Customers with a meter multiplier should have the multiplier on the bill
 Power factor units should be on the bill
 Time of Day Service: the bill should state ‘on-peak’ charges and ‘off 

peak’ charges
 Lighting customers: the number of lights/poles and type of light (e.g. 

ornamental, overhead, MV, LED, HPS and Watt) should be listed on the 
bill



Questions?



Division of Digital Access, Consumer & Environmental Affairs
Laura Fay, Consumer Analyst

Laura2.Fay@Wisconsin.gov

(608) 267-0913

Division of Energy Regulation
Jessica Kline, Public Utility Auditor and Billing Audit Coordinator, 

Jessica.Kline1@Wisconsin.gov, (608) 267-9086

Nick Schuster, Public Utility Auditor, Nick.Schuster@Wisconsin.gov, (608) 266-1613

Please do not give out the above contact information to customers!

PSC Phone Numbers and Email Address to Provide to Customers

Telephone:   1-800-225-7729 (toll-free) or 608-266-2001

Email: PSCConsumerAffairsMail@wisconsin.gov

File a Complaint Online: www.psc.wi.gov 
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Contact Information


