
STATE OF VERMONT 
PUBLIC UTILITY COMMISSION 

 
Case No. 17-4999-INV 
 
Investigation related to Public Utility 
Commission Rule 3.300 -- Disconnection of 
Residential Electric, Gas, and Water Service 

 

 
        Order entered:  
 

ORDER SCHEDULING WORKSHOP 

The Vermont Public Utility Commission (“Commission”) has scheduled a workshop in 

this case on May 9, 2019, as set forth in the notice of workshop below. 

As the Commission previously explained,1 this case will address issues and concerns 

related to the Commission’s residential disconnection rule (Rule 3.300) as well as preventative 

measures that may be employed to help reduce the number of service disconnections for non-

payment.  A formal rule-making process to amend the existing rule may follow this proceeding.   

Upon opening this case, the Commission solicited comments and proposals from 

interested persons with respect to any aspect of Rule 3.300 and also identified matters it would 

like to have addressed in this proceeding.    

Based on comments submitted to the Commission to date by the Department of Public 

Service, various Vermont utilities, and former and current fuel assistance workers for a regional 

Office of Economic Opportunity organization (“OEO”), the Commission has prepared and 

attached to this Order a non-exclusive list of topics that may be addressed at the scheduled 

workshop or at other times during the workshop processs.  A copy of Commission Rule 3.300, as 

currently in effect, is also attached to this Order.   

Commission staff led by Lars Bang-Jensen and John Gerhard will conduct the scheduled 

workshop with the participation of the Clerk’s office.  Commission staff will have the authority 

to establish the process, to schedule and conduct future workshops in this case, and to make 

recommendations to the Commission.  Commission staff may issue a memorandum prior to the 

May 9 workshop that narrows and sets the agenda for that workshop session.  

The Commission welcomes the submission of additional written comments prior to the 

scheduled workshop or at any time during this workshop process.  Any additional comments 
                                                 

1 See Commission Memorandum issued in this case on November 22, 2017. 
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need not be limited to the topics set forth on the attached list but may address any aspect of Rule 

3.300.    

Anyone interested in this proceeding can find additional information about this case, 

including all comments received by the Commission related to this case (Case No. 17-4999), in 

the Commission’s online document management system, known as ePUC, which can be 

accessed at https://epuc.vermont.gov.  Information about how to use ePUC, including how to 

make a filing and how to search for documents, is available on the Commission’s website at 

http://puc.vermont.gov/epuc-information. 

The Commission will establish a service list for this proceeding, which is not a contested 

case. Anyone interested in participating should contact the Clerk of the Commission at 

puc.clerk@vermont.gov. 

Notice of Workshop 

 You are hereby notified that the Commission will hold a workshop in Case No. 17-4999-

INV – Investigation related to Public Utility Commission Rule 3.300 -- Disconnection of 

Residential Electric, Gas, and Water Service – on Thursday, May 9, 2019, commencing at 9:30 

a.m., in the Susan M. Hudson Hearing Room on the third floor of the People’s United Bank 

Building, at 112 State Street, Montpelier, Vermont.  The workshop will be recorded by a court 

reporter and will be open to the public. 

 

SO ORDERED. 

  

http://puc.vermont.gov/epuc-information
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TOPICS FOR RULE 3.300 WORKSHOP PROCEEDING 

 The following list was prepared based on comments submitted to the Commission by the 

Vermont Department of Public Service (“DPS”), Green Mountain Power Corporation (“GMP”), 

Vermont Electric Cooperative, Inc. (“VEC”), Washington Electric Cooperative, Inc. (“WEC”), 

the Vermont Public Power Supply Authority (“VPPSA”),2 Vermont Gas Systems, Inc. (“VGS”), 

Efficiency Vermont (“EVT”), Whitney Cassell (“Cassell”), a current fuel assistant coordinator, 

and Tamar Bouchard (“Bouchard”), a former fuel assistance worker for a regional Office of 

Economic Opportunity organization (“OEO”).  These comments may be viewed in ePUC – Case 

No. 17-4999 under the “Other Documents” or “Public Comments” headings.   

1. Remote service disconnection and reconnection  –  

a. Because the larger electric utilities in Vermont now have the capability to 

disconnect and reconnect service remotely, should the Commission expressly 

authorize remote disconnection and reconnection in a revised Rule 3.300?  

[See comments of GMP, VEC, WEC, and Cassell.] 

b. What effect could such authorization have on disconnection and reconnection 

fees in utility tariffs?   Discuss the effect of such fees on low-income 

populations and possible waiver or reductions on a sliding scale.  [See 

comments of DPS, VEC, and Bouchard.] 

c. Discuss the value of continued in-person visits and of notices left at premises 

in preventing disconnection, especially in the cases of vulnerable households 

and winter disconnections.  Should utilities be given discretion as to the 

circumstances under which in-person visits are made?  [See comments of 

GMP, VEC, and Cassell.] 

d. Discuss whether there are reasonable alternatives to in-person notification and 

what these might be.  [See comments of GMP and VEC.] 

                                                 
2 These comments were filed on behalf of VPPSA and the City of Burlington Electric Department (“BED”).  As 

requested by VPPSA and BED, the Commission clarifies that municipal water departments will not be included in 
the discussion of Rule 3.300 because the Commission does not have jurisdiction over such departments.    
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e. If an in-person notification requirement remains in all or some instances, what 

should be the procedure in cases in which a utility believes that an in-person 

visit presents a safety risk to its employees?      

f. Discuss possible modifications to the Rule to allow for e-mail or text 

notification of customers instead of phone contact, at the customer’s option.  

[See WEC comments.] 

2.  Use of Physician Certificates to Prevent Disconnection – Rule 3.301 (D) and 

3.302 (B)(5) 

a. Discuss the appropriateness and application of the “immediate and serious 

health hazard” standard for physician certificates, particularly in light of 

changing medical practices such as increased home-based health care, and the 

possible need for additional shut-off protections for critical-care customers 

relying on medical equipment. [See comments of DPS, WEC, and Cassell.] 

b. Discuss appropriateness of current limitations on use of a physician’s 

certificate consecutively and within a calendar year and possible 

modifications.  [See comments of DPS and GMP.] 

c. Discuss the Commission’s discretionary authority to allow the use of 

additional physican certificates to prevent disconnection or to order 

reconnection.  Should the Department’s Consumer Affairs and Public 

Information division (“CAPI)”) be given a direct role in this process by 

providing, for example, a recommendation to the Commission?  

d. Discuss the effect that the use of physician certificates can have in creating an 

increasingly unaffordable account balance, a significant portion of which 

eventually must be paid to prevent future disconnections and how this effect 

might be mitigated.  [See comments of GMP, VEC, VGS, Bouchard, and 

Cassell.] 

e. In what ways might requirements regarding the use of physican certificates be 

tightened or loosened to better achieve policy objectives? 

f. Are there ways to earlier and better facilitate the referral of customers to 

appropriate agencies upon their first use of a physician’s certificate?  
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g. Should applicable provisions of Rule 3.300 be more tailored to the needs of 

vulnerable populations and include a definition of vulnerable populations?  

[See DPS comments.] 

h. Consider whether an arrearage foregiveness program might be appropriate in 

the case of some serious short- or intermediate-term medical conditions or 

home health-care situations. 

i. Discuss customer knowledge of utility and Commission processes regarding 

use of physician certificates.  [See WEC comments.]  

j. Clarify whether the seven-day period for a customer to provide a physician’s 

certificate is based on calendar or business days.  [See Rule 3.303(A)(4) and 

Cassell comments.] 

k. Consider practices in other New England and Northeastern states regarding 

the use of medical notes to prevent disconnection.  [See DPS comments.] 

3. Utility Disconnection Standards, Payment Arrangements, and Budget Plans   

a. Discuss whether there is a need for greater clarity in Rule 3.300 about what 

constitutes a “reasonable” repayment plan.  [See Rule 3.302(B)(6) & (G) and 

comments of VPPSA and VGS.] 

b. Discuss the extent to which the different practices and procedures of utilities 

related to reasonable payment arrangements create confusion both for 

customers and for agencies working with low-income electric customers and 

whether such practices and procedures should become more standardized 

through rulemaking or otherwise.  [See Cassell comments.]  

c. Consider the appropriateness of adopting standards similar to the “fuel rules” 

established by the Vermont Agency of Human Services.  [See DPS 

comments.] 

d. Discuss the benefits and risks of providing appropriate discretion to utility 

customer service representatives.  [See comments of GMP, VEC, VGS, 

Bouchard, and Cassell.  VEC notes that these representatives seek to balance 

payment collection needs and the customer’s need to maintain electric service, 

a task that requiries empathy, flexibility, and consistency.] 
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e. Discuss policies of utilities in regard to broken payment arrangements.  

Should a utility be able to disconnect on the following business day when a 

customer with a payment arrangement fails to tender a payment or the 

payment is dishonored?  What about in the case of the failure to make the first 

payment under a recently negotiated payment arrangement?  [See comments 

of GMP and Cassell.] 

f. Discuss the extent to which budget plan offerings work or don’t work well in 

the case of some groups of customers and whether the offer of a budget plan 

should continue to be required.  [See Rule 3.302(D) and GMP comments.] 

g. Discuss utility billing practices when customers have concurrent budget and 

payment plans, including limitations of utility billing systems to accommodate 

these concurrent plans.  [See DPS comments.] 

h. Should the minimum past-due standard for disconnection be raised to $100 

(currently $50)?  [See Rule 3.302(B)(1) and WEC comments.] 

i. Discuss whether the Rule should specify the percentage of a delinquent 

amount that needs to be paid to prevent disconnection in light of the provision 

that expressly states that a disconnected customer will be reconnected upon 

payment of half the delinquent bill as part of a repayment plan.  Does this 

increase the likelihood of disconnection without a payment plan arrangement 

before disconnection?  [See Rule 3.307(B) and WEC comments.] 

j. Discuss any need to modify or clarify the household rule in Rule 3.302(F).   

Consider the impact on collection of arrearages and the timing of transfer of 

balances from old accounts to newly established accounts.  [See DPS 

comments.] 

k. Discuss utility practices related to delinquency of two or more years.  [See 

DPS comments.] 

l. Discuss the possible need for a change in the calculation of the deposit 

requirement in Rule 3.204 for beginning electric service to the extent germane 

to this investigation of the residential disconnection rule.  [See VPPSA 
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comments suggesting that a deposit cover 2½ months of service rather than 

two months.] 

m. Office of Economic Opportunity organizations are subject to the requirement 

that fuel assistance cannot be provided before a customer receives a 

disconnection notice.  This requirement results in the inability to provide 

services to customers who proactively seek services.  Although the 

Commission does not have jurisdiction over that requirement, discuss ways in 

which issues related to this requirement might be appropriately addressed by 

the rule or through utility practices and good relationships with OEOs.  [See 

comments of VEC, Bouchard, and Cassell.] 

n. Discuss the possibilities, benefits, and costs for a low-income statewide 

arrearage forgiveness program to, among other things, reduce crisis fuel 

assistance funding strains.  Consider whether the Commission would have 

jurisdiction to initiate a program like this and authorize the resulting cost 

shifts among customers.   [See EVT comments.]  

4. Winter Disconnections 

a. Discuss whether the requirements applicable to households with members 

aged 62 or older are appropriate and whether these requirements should be 

extended to households with babies and young children or other vulnerable 

populations. [See Rule 3.304(D)(2) and DPS comments.]   What inquiries do 

utilities make to determine or confirm if the members of a household meet the 

age threshold?  

b. Discuss whether there should also be temperature restrictions on 

disconnections during summer heat waves.  [See DPS Comments.] 

c. Discuss other possible changes to the Rule related to winter disconnections. 

d. Discuss concerns related to the high number of disconnections in early April 

and the dificulties customers face in seeking to get power restored (phone 

calls diverted to overflow center).  [See Cassell comments.]  

e. Consider issues in allowing notice to be given to “ratepayer or another 

responsible adult” at the premises.  [See WEC comments.  WEC understands 
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that it is not allowed to discuss the balance due with a person not listed on 

account who is attempting to pay the bill, but, under the Rule, the same person 

could resolve a disconnection issue when on-site visit occurs.] 

f. Consider practices in other Northeastern states regarding winter 

disconnections.  Discuss the appropriateness of adopting practices in other 

states that do not permit (or are more or less restrictive than the Vermont rule) 

disconnection during winter months. 

5. Energy Efficiency 

a. Discuss the extent to which earlier and improved targeting of energy 

efficiency services to low-income households with high usage would be 

helpful in preventing disconnections and reducing the accumulation of large 

account balances.   

b. How might communication coordination among customers, utilities, EVT, 

social service agencies, non-profit weatherization services, and property 

owners (in the case of rental properties) be improved to deliver needed energy 

efficiency services?  [See EVT and DPS comments.] 

c. Discuss EVT’s services available to low-income households and the extent to 

which utilities refer customers.  Are utility customer representatives generally 

knowledgeable about the services offered by EVT to low-income customers?  

[See EVT comments.]   

d. Discuss EVT proposed addition to Rule 3.302(D) to provide contact 

information for the appropriate energy efficiency utility when a customer 

applies for a budget plan.  [See EVT comments.] 

e. Discuss opportunities for energy efficiency referrals for all customers with 

high energy use or growing arrearages.  [See DPS comments.] 

f. Discuss rental property issues related to the deployment of energy services to 

rental properties and ways in which these might be overcome in the case of 

high-usage/low-income customers.  
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g. Discuss the challenges of identifying high-usage customers who would benefit 

from energy efficiency without knowing square footage and specific energy 

requirements.  [See VGS comments.] 

6. Customer privacy issues 

a. Discuss legal and other privacy issues related to the sharing of information 

about customers generally.  

b. Discuss utility practices and customer privacy concerns related to 

connection and disconnection of rental units.  [See DPS and WEC 

comments.] 

i. Utility contacts with a landlord/property owner to confirm that 
the person seeking service is a tenant;  

ii. Ability of utility to inform property owner (who is not on the 
account) about disconnection (as disconnection places property 
at risk);   

iii. Discuss issues related to joint occupancy with shared common 
use on one of the meters (water pump, heating, etc.). [WEC 
proposes that any meter with common use remain in the 
landlord’s name.] 
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3.300 DISCONNECTION OF RESIDENTIAL GAS, ELECTRIC, AND WATER SERVICE

3.301 Definitions
For the purposes of this rule, the following definitions apply:

(A) Disconnection:  deliberate interruption, limitation, or disconnection of utility service
to a ratepayer by the serving utility, not including disconnection at the request of or
with the permission of the ratepayer.

(B) Delinquency:  failure of the ratepayer to tender payment for a valid bill or charge (1)
within thirty days of the postmark date of that bill or charge, or (2) by a "due date" at
least thirty days after mailing, which date shall be printed on the bill.

(C) Notice:  except where otherwise provided or where the context otherwise requires,
notice shall mean written notice on a form approved by the Commission, mailed or
delivered within forty days after delinquency but not more than twenty days, nor less
than fourteen days prior to the first date on which disconnection of service may
occur.  Where payment has been made by a check or other instrument which is
subsequently dishonored, then the number of days between delivery to the utility of
the dishonored instrument and receipt by the utility of notice of dishonor may be
deducted from the minimum number of days prior to disconnection that notice must
be sent, but in no event may that minimum number of days be less than four.

(D) Physician's Certificate:  a written statement by a duly licensed physician certifying
that a ratepayer or resident within the ratepayer's household would suffer an
immediate and serious health hazard by the disconnection of the company's service,
or by failure to reconnect service, to that household.  The certificate will be valid for
thirty days, or the duration of the hazard, whichever is less, and may be renewed
once.  Use of a physician's certificate by a customer to prevent disconnection or to
cause a reconnection is limited to two consecutive 30-day periods and shall not
exceed three 30-day periods in any calendar year, except upon written order of the
Commission.   

(E) Payment of a bill:  receipt at the company's business office or authorized payment
agency of cash or of a check or other instrument which is subsequently honored.

(F) Business Days:  Monday through Thursday, excluding Vermont legal holidays and
any other day, when the company's business offices are not open to the public, and
any day preceding the day the company's business offices are not open to the public.

3.302 General Rule
Except at the request of the ratepayer or upon order of the Commission, no utility shall

disconnect residential service of gas, electric, or water unless payment of a valid bill or charge is
delinquent and notice of disconnection has been furnished to the ratepayer, as provided in this
rule.

(A) Disconnections for Health or Safety Reasons.  This rule shall not apply to any
disconnection or interruption of service made necessary for reasons of health or
safety of the ratepayer or the general public.
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(B) Exceptions.  The following exceptions shall not apply to payment(s) of deposits, but
shall apply to the general rule of this section.  Disconnection shall not be permitted
if:

(1) the company bills at least as frequently as once every two months, and the
delinquent bill or charge, or aggregate delinquent bills and charges, do not
exceed $50.00, provided that this exception may not be used for more than two
billing cycles in one calendar year;

(2) the only charges or bills constituting the delinquency are more than two years
old;

(3) the delinquency is due solely to a disputed portion of a charge which has been
referred to the Commission by the ratepayer or the company, and the
Commission has advised the company not to disconnect service;

(4) the delinquency is due to a failure to pay a line extension, special construction
charge, or other non-recurring charge except that this exception shall not apply
to  reconnection charges, or charges for personal visits to collect delinquent
accounts;

(5) the disconnection would represent an immediate and serious hazard to the health
of the ratepayer or a resident within the ratepayer's household, as set forth in a
physician's certificate furnished to the company.  (Notice by telephone or
otherwise that such certificate will be forthcoming will have the effect of
receipt, providing the certificate is in fact received within seven days.); or

(6) the ratepayer has not been given an opportunity to enter into (a) a reasonable
repayment plan or, having entered into such a plan, has substantially abided by
its terms in accordance with Section 3.305 (A); and (b) in the case of gas and
electric utilities, a monthly installment plan for the payment of future bills.

(C) Disconnection of Rental Units.  If a ratepayer requests that service be disconnected,
the electric, gas or water company must ask whether a tenant resides in the dwelling. 
An electric, water or gas company may not disconnect a dwelling at the request of a
lessor, owner, or agent ("landlord") or because the landlord (as a customer) has
failed to pay an overdue amount, if it has reason to believe the dwelling is rented and
unless the utility gives notice as described below. 

A company must make every reasonable attempt with respect to each potentially
affected dwelling unit to deliver a notice three days prior to the scheduled
disconnection to at least one adult occupant of that dwelling unit or mail a notice to
the tenant of that dwelling unit.  In buildings where service to two or more units is to
be disconnected because of a landlord's request or non-payment, the utility must also
post the notice in a secure and obvious place in the affected building or buildings. 
The notice must, in addition to the applicable disclosures of Section 3.303, inform
the tenant how service can be continued.  Notwithstanding the provisions of Section
3.301(C), a disconnection notice containing a newly established disconnection date
shall be provided to the tenant at least ten days prior to the newly established
disconnection date.  If the disconnection is due to the failure of the landlord to pay
an overdue amount, the landlord shall be responsible for usage during the additional
ten-day notice period.

A utility must offer the tenant the opportunity either to obtain service in the
tenant's name or to otherwise assume responsibility for further payment.  If the
building has a single master meter for the whole building the utility must make
arrangements where possible to provide individual meters to separate dwelling units. 
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Where the wiring and metering arrangements allow, the utility must provide service
upon request of the tenant.  The utility may not require the tenant to pay any of the
bill owed to the utility by the landlord.

If the utility disconnects a household  because it is not aware that the household
is occupied by the tenant, and the landlord is responsible for payment of the utility
bill,  the utility must reinstate service upon notification from the tenant.  Under such
circumstances, the utility shall not require advance payment of any deposit, and the
customer shall have the option of paying the deposit, if required, in three equal
payments, with one third due in fifteen days, one third due in thirty days and one
third due in sixty days.

(D) Budget Billing Plans.  Each gas and electric utility shall offer budget payment plans
to a customer at a primary residence, as defined in PUC Rule 3.201 in accordance
with the following:

(1) The plan shall be designed to reduce fluctuations in the customer's bills due to
seasonal patterns of consumption and seasonal rates.

(2) A customer may elect to participate in the budget billing plan at any time of
year.  A budget payment plan shall be based on the customer's recent
twelve-month consumption, adjusted for known changes, including anticipated
length of occupancy.  If twelve months of billing data are not available for the
customer, then twelve months of billing data for the premises shall be used.  If
twelve months of billing data are not available for the premises, then the utility
shall estimate the future consumption over the next twelve-month period.  Each
plan shall provide that bills clearly identify consumption and state the amounts
that would be due without budget billing.

(3) The monthly payment due shall not exceed one-twelfth of the annual estimated
bill, or the estimated average monthly amount for customers who expect to be in
a dwelling for less than one year, as defined in subsection (D) (2) of this section. 
Between three and six months after the payment plan is initiated, the utility shall
compare the payment plan bill with projected energy consumption and shall
make adjustments necessary to minimize under- or over-payment by the
customer.  Between six and nine months after the payment plan is initiated, the
utility may compare the payment plan with the projected energy consumption
and if the difference exceeds 10% of the estimated annual consumption, the
utility may adjust the monthly payment amount.  Additionally, the utility shall
reconcile a customer's budget payment plan twelve months after initiating the
customer's plan and annually thereafter either on the anniversary of the initiation
of the plan or at a set time of the year as filed in the utility's tariff.  If the amount
of the deficit exceeds $50, the customer shall have the option of paying any
budget plan deficit in twelve equal monthly installments during the ensuing 12
months.

(4) Any customer who applies for the plan and has a delinquent balance shall have
the right to pay the delinquency in an extended repayment plan concurrent with
the budget plan. 

(5) Any customer who applies for budget billing shall be informed in writing that
any disputed terms or conditions for such a billing plan may be referred to the
Consumer Affairs Division of the Department of Public Service.  Notice to the
customer shall include the division's address and toll-free number.
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(E) Equal Treatment of Payments.  A company shall treat all payments made by any
person including the ratepayer in the same manner unless the utility receives
instructions to the contrary.  Payments shall be applied toward the delinquent portion
of the account before being applied to the current bill unless written instructions
from the customer, a disputed bill, or payment arrangements require otherwise. 

(F) Household Rule.  A company shall not disconnect or refuse service to a customer
due to a delinquent bill owed by another person unless a person owing a delinquent
bill, resulting from service to that household, resides in the same household.

(G) Establishment of a Reasonable Repayment Plan.  When establishing a reasonable
repayment plan, the company shall consider the income and income schedule of the
customer, if offered by the customer, the customer's payment history, the size of the
arrearage and current bill, the amount of time and reason for the outstanding bill and
whether the delinquency was caused by unforseen circumstances.

3.303 Disconnection Notice Form
The notice form required under Section 3.302 and defined in Section 3.301 shall contain

the following information:

(A) a statement that the ratepayer's account is delinquent, a statement of the amount of
the delinquency, and a statement that service will be disconnected unless:

(1) the delinquency is paid in full by a certain date; or
(2) the ratepayer enters into a reasonable agreement with the utility to pay the

delinquency by means of a repayment plan; or
(3) the ratepayer denies the existence of any delinquency in excess of $50.00,

submits the dispute to the Commission, and the Commission advises the utility
not to disconnect service; or

(4) the ratepayer presents to the utility (or gives actual notice that he or she will,
within seven days, present to the utility) a statement from a duly licensed
physician certifying that disconnection will result in an immediate and serious
health hazard to the ratepayer or to a resident within the ratepayer's household,
provided that use of physician's certificate to prevent disconnection or to cause a
reconnection is limited to two consecutive 30-day periods and shall not exceed
three 30-day periods in any calendar year, except upon written order of the
Commission;

(B) the dates and times of day when the utility may disconnect service if the ratepayer
does not take appropriate action as described above;

(C) a statement that the utility will negotiate a reasonable agreement for payment of the
delinquency by means of a repayment plan and that if, after entering such
negotiations, the ratepayer does not believe the utility's terms to be reasonable, the
ratepayer may request the assistance of the Consumer Affairs Division of the
Department of Public Service in conducting further negotiations;

(D) the name(s) or title(s), address(es), telephone number(s) and business hours of the
company representatives with whom the ratepayer may make any inquiry or
complaint, and a statement that telephone calls made from within Vermont for such
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purposes may be made collect or toll free;

(E) the address, telephone numbers, including the toll-free number, and business hours
of the Consumer Affairs Division of the Department of Public Service, and a
statement that, in addition to providing assistance or advice as to negotiations with
utilities, the Division can provide information as to how to submit to the
Commission a dispute over the existence of a delinquency;

(F) the itemized cost that may be charged to the ratepayers for disconnection, collection
and later restoration of service and, if a deposit may be required for restoration of
service, an explanation of how the amount will be calculated;

(G) in the case of gas and electric utilities, if disconnection is to occur between
November 1 and March 31, inclusive, a list as annually compiled and distributed by
the Department of Public Service, of the names, addresses and telephone numbers of
governmental and private agencies which may provide assistance to ratepayers in
paying their utility bills;

(H) in the case of gas and electric utilities, an offer to arrange a monthly installment plan
for the payment of future bills, provided, that such offer need not be made if the
account is for service at premises not used as a principal residence; and

(I) in the case of gas and electric utilities, a statement that service to households with
any member aged 62 or older shall not be disconnected between November 1 and
March 31 if outdoor temperatures are forecast to fall below 32 degrees Fahrenheit
during a 48-hour period beginning at the anticipated time of disconnection, provided
that the account holder furnishes advance written notice to the utility that the
household qualifies under this paragraph and, if requested by the utility, furnishes
reasonable proof of such qualification; and

(J) any other information not inconsistent with the above and which has received prior
approval of the Commission.

3.304 Winter Disconnections
No gas or electric utility may disconnect service to any residential ratepayer between

November 1 and March 31, inclusive, unless, in addition to complying with all other
requirements of this rule, the utility has complied with the following:

(A) the utility shall make reasonable attempts to give the ratepayer actual oral notice of
the information required by Section 3.303.  If actual oral notice has not been given in
any other manner, reasonable attempts shall consist of at least the following:  three
telephone calls made at least three hours apart to a telephone number provided by the
ratepayer for this purpose or, if no such number has been provided, to the ratepayer's
number as it appears in the telephone directory or as obtained from directory
assistance, and a personal visit to the premises at which service is provided.  Actual
oral notice given by one of these methods (telephone calls or personal visit)
eliminates the need for further attempts by any other method.

(1) The notice required by this paragraph may be given to either the ratepayer or to
another responsible adult at the premises where service is to be disconnected.
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(2) If actual oral notification has not otherwise been given, at least one of the
telephone calls made to comply with this section shall be placed between the
hours of 5:30 P.M. and 9:30 P.M. on a business day.

(3) A telephone call to a telephone not removed from service which results in a
busy signal or in any other condition preventing communication, or an
unanswered call which has not been allowed to ring for at least 60 seconds, shall
not count toward satisfaction of the requirement of this section.

(4) The unavailability of a ratepayer's telephone number shall excuse compliance
with the requirement to attempt notification by telephone.

(5) If no responsible adult is at the premises when a personal visit made in
compliance with this paragraph occurs, a notice containing the information
required by Section 3.303 shall be left in a secure and conspicuous place.

(6) When oral notification is given in compliance with this paragraph, in addition to
giving the information required by Section 3.303, the utility shall advise the
ratepayer or other responsible adult as the case may be, that oral notification is
not required to be given in connection with any subsequent disconnection which
may occur during the same winter season, unless the utility's tariffs provide
otherwise.

(B) If, after complying with the requirements of subparagraph (A), actual oral
notification has not been given, then, at least 48 hours before disconnection is to
occur, the utility shall report to the Department of Public Service, in writing or by
telephone, the ratepayer's name, address and, if available, telephone number.  The
utility shall be preparedto provide a description of the observations of the person
who attempted to give oral notice by personal visit as to whether the premises appear
to be occupied.

(C) If the ratepayer has been given actual oral notice during the current winter period
with respect to a previous delinquency, compliance with subparagraphs (A) and (B)
shall not be required, provided that the utility shall deliver or mail to the premises at
which service is to be disconnected (with a copy mailed to the ratepayer's billing
address if different) a notice containing the information required by Section 3.303. 
Delivery is complete (1) if made by personal service, upon actual delivery to the
ratepayer or his premises at least 48 hours prior to the disconnection, not counting
Vermont holidays, and (2) in the case of notice by mail, by deposit of the notice at
any United States post office, postage prepaid, at least four days prior to
disconnection, not counting days when the postal service does not make regular
deliveries of mail.

(D) (1) Prior to disconnection during the winter period, the utility shall confirm that
outdoor temperatures, as predicted by a current National Weather Service
(phone 862-2475) forecast for the Burlington, Vt., area, or by another weather
service approved by the Public Utility Commission, will not drop under 10
degrees Fahrenheit during a 48-hour period beginning between 7 a.m. and 10
a.m. on the anticipated date of disconnection.  When temperatures are forecast
to fall below 10 degrees Fahrenheit during the winter period, the utility is
prohibited from performing disconnections.

(2) Utility service to households with any member aged 62 or older shall not be
disconnected during the winter period if outdoor temperatures are forecast to fall
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below 32 degrees Fahrenheit during a 48-hour period beginning between 7 and
10 a.m. on the anticipated date of disconnection, provided that the account
holder furnishes advance written notice to the utility that the household qualifies
under this paragraph.  The utility may require reasonable proof of such
qualification under this subparagraph.

3.305 Notice Under Repayment Plan
(A) Notwithstanding the provisions of 3.301(C), when a utility proposes to disconnect

service because of a ratepayer's failure to abide by the terms of a repayment plan it
shall deliver or mail to the address at which service is to be disconnected (with a
copy mailed to the ratepayer's billing address if different) a notice containing the
information required by Sections 3.303(A)(1) and 3.303 (B).  If made in person,
delivery shall be effected at least 72 hours prior to disconnection; if the notice is
mailed, it shall be deposited in a United States post office at least five days prior to
disconnection.  In lieu of giving written notice, the utility may give notice orally, in
person or by telephone, at least 72 hours prior to disconnection.  Substantial
compliance with a repayment plan established under Section 3.307(B) or Section
3.302 (B) (6) shall be demonstrated if the customer has paid at least 75 percent of
each agreed-upon payment as due.

(B) The manner of notice provided for in subparagraph (A) shall be sufficient, even in
the case of disconnection by a gas or electric utility in the winter, provided that such
utility shall have given oral notice of the information contained in Section 3.303 at
the time the repayment plan was entered into and provided the terms of the
repayment plan were reasonable.

(C) Disconnection resulting from failure to meet the terms of a repayment plan shall
occur only after the utility has issued notice in accordance with Section 3.305(A).  

3.306 Time and Notice of Disconnection
Disconnection of utility service shall occur only between the hours of 8:00 A.M. and 2.00

P.M. of the business day, specified on the notice of disconnection, or within four business days
thereafter between April 1 and October 31, inclusive, and within eight days thereafter between
November 1 and March 31, inclusive; provided, however, if a company has available personnel
authorized to reconnect service and enter into arrangements on behalf of the utility until 8:00
P.M. of a normal business day, the utility may disconnect service between the hours of 8:00
A.M. and 5:00 P.M.  When service is disconnected at the premises of the ratepayer, which shall
include disconnection at a pole at or near the premises of the ratepayer, the individual making
the disconnection shall immediately inform a responsible adult on the premises that service has
been disconnected, or if no responsible adult is then present, such individual shall leave on the
premises in a conspicuous and secure place a notification advising that service has been
disconnected and what the ratepayer has to do to have service restored.

3.307 Restoration of Service
(A) If service has been disconnected, the company shall within twenty-four hours restore

service upon the ratepayer's request when the cause for disconnection of service has
been removed or when an agreement has been reached between the ratepayer and the
company regarding the dispute which led to the disconnection or when directed to do
so by the Commission.  
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(B) The company shall restore service if the disconnected customer pays one-half of the
delinquent bill, or a lesser negotiated amount, before restoration and enters into a
repayment plan to pay the balance over a minimum period of three months, except
that the utility is not obligated to enter into more than two plans of this type with a
particular customer within a calendar year.  

(C) Restoration of service, to the extent feasible, shall be done so as avoid charging
ratepayers for overtime rates and other abnormal expenses.

(D) A company shall not require prepayment of any  non-recurring charges associated
with disconnection and restoration of service as a condition of restoration of service. 
Such charges shall be paid within thirty days unless part of a repayment agreement.

(E) Upon receipt of a Physician's Certificate, as defined in Section 3.301(D), the
company shall reconnect service as soon as possible, but in no event longer than 24
hours. 

3.308 Filing Requirements
(A) Within thirty days after the effective date of this rule, all companies subject to its

provisions shall submit to the Commission for its review a copy of the disconnection
notice form described in Section 3.303.

(B) All gas, electric and telephone utilities subject to this rule shall file monthly with the
Commission, on a form provided by the Commission, a statement reporting the
following information regarding residential service for the previous month:  the
number of bills forwarded to ratepayers, the number of disconnection notices sent,
the number of actual disconnections, the number of reconnections made within 15
days of disconnection, the number of repayment plans entered into, the number of
repayment plans that were broken, and the dollar amount of delinquencies for which
disconnections were made.

(C) Companies that fail to file information required in Section 3.308(B) within six
months of the month being reported shall be precluded from disconnecting any
residential customers.

(D) Within 120 days of the effective date of revisions to this rule, each utility shall file
tariff amendments to ensure that they are consistent with the provisions of this rule.



PUC Case No. 17-4999-INV - SERVICE LIST 

Melissa Bailey 
Vermont Public Power Supply Authority 
P.O. Box 126  
5195 Waterbury-Stowe Road  
Waterbury Center, VT  05677 
mbailey@vppsa.com 
 

(for Vermont Public 
Power Supply Authority) 

Reginald Beliveau, Jr. 
Swanton Village, Inc. Electric Department 
P.O. Box 279  
120 First Street  
Swanton, VT  05488 
rbeliveau@swanton.net 
 

(for Swanton Village, 
Inc. Electric Department) 

Sue Bernier 
Vermont Electric Cooperative, Inc. 
42 Wecom Road  
Johnson, VT  05656 
sbernier@vermontelectric.coop 
 

(for Vermont Electric 
Cooperative Inc.) 

Meredith Birkett 
Village of Johnson Water & Light Department 
P.O. Box 603  
Johnson, VT  05656 
vojmanager@townofjohnson.com 
 

(for Village of Johnson 
Water & Light 
Department) 

Victoria J. Brown, Esq. 
Vermont Electric Cooperative, Inc. 
42 Wescom Road  
Johnson, VT  05656 
vbrown@vermontelectric.coop 
 

(for Vermont Electric 
Cooperative Inc.) 

Ellen Burt 
Town of Stowe Electric Department 
P.O.Box 190  
Stowe, VT  05672 
eburt@stoweelectric.com 
 

(for Town of Stowe 
Electric Department) 

Andrea Cohen 
Vermont Electric Cooperative, Inc. 
42 Wescom Road  
Johnson, VT  05656 
acohen@vermontelectric.coop 
 
 
 
 

(for Vermont Electric 
Cooperative Inc.) 



William F. Ellis 
McNeil, Leddy & Sheahan 
271 South Union Street  
Burlington, VT  05401 
wellis@mcneilvt.com 
 

(for City of Burlington 
Electric Department) 

Jonathan Elwell 
Village of Enosburg Falls Water & Light 
42 Village Drive  
Enosburg Falls, VT  05450 
jelwell@enosburg.net 
 

(for Village of Enosburg 
Falls Water & Light 
Department Inc.) 

Carol Flint 
112 State Street  
Montpelier, VT  05620 
carol.flint@vermont.gov 
 

(for Vermont 
Department of Public 
Service) 

James Gibbons 
City of Burlington Electric Department 
585 Pine Street  
Burlington, VT  05401 
jgibbons@burlingtonelectric.com 
 

(for City of Burlington 
Electric Department) 

Lauren Hammer 
Vermont Gas Systems, Inc. 
85 Swift Street  
South Burlington, VT  05403 
lhammer@vermontgas.com 
 

(for Vermont Gas 
Systems, Inc.) 

Karen Horne 
Vermont Gas Systems, Inc. 
85 Swift Street  
South Burlington, VT  05403 
khorne@vermontgas.com 
 

(for Vermont Gas 
Systems, Inc.) 

Bill Humphrey 
Village of Lyndonville Electric Department 
P.O. Box 167  
20 Park Avenue  
Lyndonville, VT  05851 
bhumphrey@lyndonvilleelectric.com 
 

(for Village of 
Lyndonville Electric 
Department) 

Pamela Moore 
Village of Jacksonville Electric Company 
P.O. Box 169  
Jacksonville, VT  05342 
pmoore@jacksonvilleelectric.net 
 
 

(for Village of 
Jacksonville Electric 
Company) 



John Morley 
Village of Orleans Electric Department 
Municipal Building  
One Memorial Square  
Orleans, VT  05860 
orloffice@villageoforleansvt.org 
 

(for Village of Orleans 
Electric Department) 

Craig Myotte 
Village of Morrisville Water & Light Department 
857 Elmore Street  
Morrisville, VT  05661 
cmyotte@mwlvt.com 
 

(for Village of 
Morrisville Water & 
Light Department) 

James V. Pallotta 
Village of Ludlow Electric Light Department 
9 Pond Street  
Ludlow, VT  05149 
jpleld@tds.net 
 

(for Village of Ludlow 
Electric Light 
Department) 

Jessica Patterson 
Town of Hardwick Electric Department 
PO Box 516  
Hardwick, VT  05843 
jess@hardwickelectric.com 
 

(for Town of Hardwick 
Electric Department) 

Christine Peterson 
Vermont Department of Public Service 
112 State Street  
3rd Floor  
Montpelier, VT  05620-2601 
christine.peterson@vermont.gov 
 

(for Vermont 
Department of Public 
Service) 

James Porter, Esq. 
Vermont Department of Public Service 
Vermont Public Service Department  
112 State St  
Montpelier, VT  05620 
james.porter@vermont.gov 
 

(for Vermont 
Department of Public 
Service) 

William Powell 
Washington Electric Cooperative, Inc. 
PO Box 8  
East Montpelier, VT  05651 
bill.powell@wec.coop 
 
 
 
 
 

(for Washington Electric 
Cooperative Inc.) 



Patricia Richards 
Washington Electric Cooperative, Inc. 
P.O. Box 8  
East Montpelier, VT  05651 
patty.richards@wec.coop 
 

(for Washington Electric 
Cooperative Inc.) 

Evan Riordan 
Barton Village, Inc. Electric Department 
P.O. Box 519  
Barton, VT  05822 
electricmanager@bartonvt.com 
 

(for Barton Village Inc. 
Electric Department) 

Carol Robertson 
Village of Hyde Park Electric Department 
P.O. Box 400  
Hyde Park, VT  05655 
carol.robertson@hydeparkvt.com 
 

(for Village of Hyde 
Park Electric 
Department) 

Matt Rutherford 
Town of Stowe Electric Department 
P.O. Box 190  
56 Old Farm Road  
Stowe, VT  05672 
mrutherford@stoweelectric.com 
 

(for Town of Stowe 
Electric Department) 

Jeffrey Schulz 
Town of Northfield Electric Department 
51 South Main Street  
Northfield, VT  05663 
jschulz@northfield.vt.us 
 

(for Town of Northfield 
Electric Department) 

Ronald A. Shems, Esq. 
Tarrant Gillies & Richardson 
P.O. Box 1440  
Montpelier, VT  05601-1440 
rshems@tgrvt.com 
 

(for Washington Electric 
Cooperative Inc.) 

Eileen Simollardes 
Vermont Gas Systems, Inc. 
85 Swift Street  
South Burlington, VT  05403 
esimollardes@vermontgas.com 
 

(for Vermont Gas 
Systems, Inc.) 

Darren Springer 
City of Burlington Electric Department 
585 Pine Street  
Burlington, VT  05401 
dspringer@burlingtonelectric.com 
 

(for City of Burlington 
Electric Department) 



Michael Sullivan 
Town of Hardwick Electric Department 
P.O. Box 516  
Hardwick, VT  05843 
msullivan@hardwickelectric.com 
 

(for Town of Hardwick 
Electric Department) 

Rebecca Towne 
Vermont Electric Cooperative, Inc. 
42 Wescom Road  
Johnson, VT  05656 
rtowne@vermontelectric.coop 
 

(for Vermont Electric 
Cooperative Inc.) 

Matthew J. Walker 
Efficiency Vermont-Vermont Energy Investment Corporation 
128 Lakeside Avenue, Suite 401  
Burlington, VT  05401 
mjwalker@veic.org 
 

(for Efficiency Vermont 
- Vermont Energy 
Investment Corporation) 

David C. Westman 
Efficiency Vermont - Vermont Energy Investment Corporation 
128 Lakeside Avenue, Suite 401  
Burlington, VT  05401 
dwestman@veic.org 

(for Efficiency Vermont 
- Vermont Energy 
Investment Corporation) 

  
Others Receiving Copies of Notice Outside of ePUC: 
 
Agency of Human Services Field Service Directors 

Vermont Public Water Companies Regulated by PUC 

Whitney Cassell, Crisis Fuel Coordinator 
Chittenden Community Action 
Champlain Valey Office of Economic Opportunity 
255 South Champlain Street, Suite 9 
Burlington, VT 05401 
wcassell@cvoeo.org 
 
Tamar Bouchard, M.Ed., PMP 
Service Coordinator  
Chittenden Emergency Food Shelf 
Community Kitchen Academy 
228 North Winooski Avenue 
Burlington ,VT 05401 
tbouchard@cvoeo.org 
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Vermont Low Income Advocacy Council Inc 
ATTN: Karen Lafayette 
109 Caroline Street 
Burlington, VT 05401 
kmlafayette@aol.com 
 
Emily Higgins 
Community Service Program Administrator 
Agency of Human Services 
Emily.Higgins@vermont.gov 
 
Nicole Tousignant 
Fuel & Utility Assistance Program Director 
G117, 280 State Drive 
Waterbury, VT 05671-1020 
Nicole.Tousignant@vermont.gov 
 
Northeast Kingdom Community Action (NEKCA) 
Jenna O’Farrell, Executive Director 
jofarrell@nekcavt.org 
 
Vermont Public Interest Research Group (VPIRG) 
141 Main St., Ste. 6 
Montpelier, VT 05602 
kgandhi@vpirg.org 
bwalsh@vpirg.org 
 
Vermont Agency of Human Services 
280 State Drive - Center Building 
Waterbury, VT 05671 

Office of Economic Opportunity - DCF 
280 State Drive, NOB2 North 
Waterbury, VT - 05671-1050 

Vermont Legal Aid, Inc. 
Eric B. Avildsen, Esq., Executive Director 
PO Box 1307 
264 N. Winooski Ave 
Burlington, VT 05402-1367 
 
Champlain Valley Office of Economic Opportunity 
Jan Demers, Executive Director 
PO Box 1603 
Burlington, VT 05402 
 

mailto:kmlafayette@aol.com
mailto:Emily.Higgins@vermont.gov
mailto:Nicole.Tousignant@vermont.gov
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BROC-Community Action 
45 Union Street 
Rutland, VT 05701 
 
Southeastern Vermont Community Action 
91 Buck Drive 
Westminster, VT  05158 

AARP Vermont State Office 
199 Main Street, Suite 225 
Burlington, VT 05401 
 
Community of Vermont Elders (COVE) 
641 Comstock Road, Suite 4 
Berlin, VT 05602 
 
Central Vermont Council on Aging 
59 N. Main Street, Suite 200 
Barre, VT 05641 
 
Age Well Vermont 
76 Pearl Street, Suite 201 
Essex Junction, VT 05452 
 
Southwestern Vermont Council on Aging 
143 Maple Street 
Rutland, VT 05701  
 
Council On Aging For Southeastern Vermont  
56 Main Street, Suite 202 
Springfield, VT 05156-2945 
 
Northeast Kingdom Council on Aging 
481 Summer St., Suite 101 
St. Johnsbury, VT 05819 
 
Champlain Valley Weatherization Service 
136 Jimmo Drive, Suite 3 
Colchester, VT 05446 



SEVCA Weatherization Office 
91 Buck Drive 
Westminster, VT 05158 

BROC Weatherization Office 
45 Union Street 
Rutland, VT 05701 
 
NETO Weatherization Office - Newport 
PO Box 584 
Newport, VT 05855 
 

NETO Weatherization Office - St. Johnsbury 
PO Box 186 
St. Johnsbury, VT 05819 
 
Capstone Community Action 
20 Gable Place 
Barre, VT 05641 
 
Capstone Community Action 
197 Harrel Street 
Morrisville, VT 05661 
 
Capstone Community Action 
PO Box 500 
Bradford, VT 05033 
 
Capstone Community Action 
PO Box 284 
Randolph, VT 05060 
 
Capstone Community Action 
Evergreen Senior Center 
5308 Main Street 
Waitsfield, VT 05763 

 

 
 
 
 


