




Goals Today 

• Remind us why we are here
• Remind us what the problem is
• Elicit dialogue and constructive feedback 
• Collective “sensemaking” moving forward 
• Reset the data 
• No fault, no blame* 
• Prelude to a potential Chapter 13 reboot



2019 NARUC Resolution
11/19/2019



Resolution on Best Practices in Data Collection and 
Reporting for Utility Services
Delinquencies in Payments and Disconnections of Service

• Highlights include: 

• Whereas households with annual incomes at or below $30,000 have 
“energy burdens” two to four times as large as households that make 
in excess of $30,000

• Whereas funding to assist lower-income households pay their energy 
bills is insufficient to meet the need, with funding available from the 
federal Low Income Home Energy Assistance Program (“LIHEAP”) able 
to assist only about 6.1 million or about one-fifth of eligible 
households, with an average annual grant of $458, during federal 
fiscal year 2018



• Whereas low-income households often postpone other important 
purchases, even in some cases going without food, or foregoing medical or 
dental care, in order to pay utility bills, or suffer illness in an effort to lower 
those bills by reducing their usage of heating and cooling energy to what 
can be unhealthy levels;

• Whereas NARUC and NASUCA recognize the value of evidence-based policy 
making to improve outcomes for both utilities and customers; and

• Whereas data collection and sharing plays an integral role in providing 
information for developing evidence-based policies; now therefore be it

• Resolved that the National Association of Regulatory Utility Commissioners, 
convened at its Annual Meeting in San Antonio, Texas encourages all 
interested parties to study and consider implementing best practices to 
help reduce the incidence of and minimize the negative impacts on utility 
services payment delinquencies and disconnections and take into 
consideration and explore the following actions:



• work to standardize the terms used to discuss delinquencies and 
disconnections and definitions of those terms including, at a minimum, the 
terms: disconnection; reconnection; displacement (meaning a customer 
once disconnected who does not ever reconnect to service at the same 
address); vulnerable customers; and critical medical needs customers;

• work to standardize the data collected, insofar as that is practicable, in 
order to facilitate State comparisons and track progress towards reducing 
these problems;

• describe and implement best practices related to data collection regarding 
delinquencies and disconnections;

• seek input regularly from consumers, and the agencies and organizations 
that work with consumers, so that utility companies and regulators 
continue to be apprised of evolving customer needs and preferences;



• consider implementing quality audits and data-governance practices 
to ensure the information collected and reported is valid and reliable; 

• to the extent permissible under federal and State laws, collect and 
share data for research purposes, while ensuring privacy of personally 
identifiable information;

• work to identify and share best practices that demonstrate promise to 
reduce delinquencies and disconnections, with the explicit goal of 
increasing customers capabilities to pay utility bills over time 
including best practices that identify and highlight access to helpful 
programs and services, including bill affordability programs such as 
discount rates or percentage of income payment plans, energy 
efficiency programs and services, weatherization, consumer 
education, expanding existing shutoff protections, custom payment 
plans that reflect the ability of the customer to successfully complete 
the payment plan, and flexible bill due dates;



• train employees of utilities and service agencies to assess and work 
with customers on sustainable solutions to avoid arrearages and 
maintain utility services;

• work with all stakeholders, including utility companies, to collect and 
share data on arrearages and disconnections;

• share information about best practices with all interested parties; 
and,

• work on continuous improvements in policies and programs designed 
to help reduce delinquencies and disconnections; and be it further



Resolved that States should consider 
requiring utilities to:
• (1) collect monthly data that tracks uncollectibles, number of payment 

arrangements, number of payment arrangement defaults, number of 
revised payment arrangements, disconnections, reconnections, duration 
and frequency of disconnections, and other relevant data points; 

• (2) make the data publicly available on a monthly basis, delineated by 
general residential customers and those receiving low-income assistance; 
and 

• (3) file the data with State public utility commissions to be published on 
the public utility commission’s website so that policy makers might have 
access to sufficient, objective and granular data for forming public policy 
aimed at protecting the public health, safety and welfare.



AW-2020-0148
Motion to Open a Working Group Docket Regarding a Proposed 
Residential Customer Disconnection Data Reporting Rule
11/25/2019



4 Questions were asked of us

1. Do utilities report the number of involuntary disconnects? 

2. Is that information publicly available? 

3. Have the number of disconnects reported by the utilities changed 
over time? 

4. And if yes, how have they changed? 



OPC concluded 

• We have two periodic filings with the Commission (Annual Reports 
and the monthly Cold Weather Rule Reports);

• Information is not easily accessible to the public, and in some cases, 
has been designated confidential; 

• Disconnection patterns vary considerably depending on the filing, 
year, utility-type, and company; and

• Based on the consolidated filings there does not appear to an agreed-
to standardization of data.

• We couldn’t answer the questions…



Again, why standardized data is 
important
• Quality, accessible, timely and reliable data is needed to help with the 

measurement of sound utility performance. 
• Without agreed to standardizations, widely different conclusions can 

be drawn, and inappropriate policy responses may arise. 
• If data is merely collected and never analyzed, compared, or easily 

accessed it loses its value. 
• The past nine months underscores the importance of accurately  

conveying data on the status of customer accounts. 



What happened between November 
2019 and now?



COVID-19 Case Pace and Utility Disconnection 
Moratorium covidexiststrategy.org  

Self-Imposed Disconnection Moratorium in place



The Data
2009 to 2019
Annual Reports and Monthly Cold Weather Rules



Sensemaking of the data

• What is going on here? 
• Audience Participation is welcomed 



Cold Weather Rule 2019 Breakdown



Annual Report Involuntary 
Disconnections



Annual Report Voluntary 
Disconnections



Annual Report Voluntary + 
Involuntary Disconnections



3 general questions have been asked 
of us throughout COVID-19

1. Are disconnections a problem? 

2. Are arrearages a problem? 

3. Should we have a disconnection moratorium?  

• Noise in the data has been a consistent problem and will likely prove 
to be a challenge in making sound recommendations if conditions 
continue to deteriorate due to COVID-19. 

• What have we seen in publically reported data to date during COVID-
19? 



CWR Reports Evergy Metro



CWR Reports  Evergy West



CWR Reports  Ameren MO. Electric 



CWR Reports  Empire/Liberty 
Electric 



CWR Reports  Ameren MO. Gas 



CWR Reports  Empire Gas



CWR Reports Liberty Gas



CWR Reports Spire



CWR Reports Summit Gas



Next Steps

• How to report LIHEAP and external funding? 
• How to deal with planned shut-offs and safety disconnections? 
• How to deal with double counting? 
• How to deal with collections? 
• How to deal with pay plans, budget billing?
• How can we minimize reporting? 
• Look at the drafted rules?
• Future meetings and outreach? 



Questions? 

Geoff Marke
Missouri Office of the Public Counsel 

Geoff.marke@opc.mo.gov
(573) 751-5563

mailto:Geoff.marke@opc.mo.gov
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