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Chapter 13-Service and Billing Practices
lilt Residential Customers of Iilectric. Gas

and Water Utilities

4 CSR 24(1-13.(1111 General Provisions

PURPOSE: Dim ndc de.vcrdIe in general
lerlas Me Provisions of this clulp/rr:

(I) This chapter applies to residential Minh

service provided by all electric, gas and water
public utilities, referred to in Ous chapter as
utilities, which arc subject to the. jurisdiction
of the Public Service Conunlssion under tile
laws of tile state.

(2) A utilitv shall not discriminate against a
customer or applicant for service for exercis-
ing nn) right granted by this chapter.

(3) The informal procedures contained in
these rules shall not constitute a formal com-
plaitu as defined in 4 CSR 240-2 .070 .

(4) A mility shall adopt rules governing its
relations with customers and applicants for
service which are consistent with this chap-
ter . The rules shall be part of a utility's Tar-
iffs . Any tariff revisions. if required to com-
ply with this chapter or to reflect any
variances therefrom previously granted by the
commission, shall be filed by tile utility with-
in ninety (90) days ofthe effective date of this
rule . Once such revised tariffs become effec-
tive, the utility's tariffs shall be deemed to be
in full compliance with this chapter.

AUTHORITY: section 386.250(6), RSMo
Supp . 1991 and 3Q13 . 74001), RSMo 1986 .
Original ode filed Dec. 19, 1975, effective
Dec. 30, 1975 . Amended: Filed Oc1. 14,
1977, affecrtvf Jan . 13, 1978. Rescinded and
readal4ed: Filed Sept . 22, 1993, effective
Jul) 10, 1994.

-0ryaoal nuMote'' 386-25(46). Ibf14n 1979. nn .(vulrd
1963, 1467, 1977. 1980, 1987 . 1958, 1991 noel
793 .140(/1) . BSMn 1939, rtn .vndol 1949, 1967.

4 CSR2411-13.015 Derinitions

PURPOSE: 71ua lull' d(fincc vor'irnra Terns
dial art, used in tills eltapler.

(1) Tlu follnwutr definition,' shall apof to
dais chapter :

(A) Applicant tncans an indlvnlual(s) who
has applied m mecive residential service
fruit [lag utility :
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(13) Bill tncans a written demand for pav-
meru for service and the taxes and franclhsc
fees related to it :

(C) Billing pcrlod tncans a normal usage
period of n(a less turn twenty-six (26) not

more than thirty-five (35) clays for it monthly
hilled customer nor more than one hundred
(100) clays lot a quarterly frilled customer,
except lot initial, corrected or final bills;

(D) Complaint means an informal or for-
loaf complaint antler 4 CSR 240-2 .070 ;

(E) Customer means a person or legal can-
t) responsible for payment for service except
one denoted as a guarantor;

(P) Cycle hilling means a system which
results in the rendition or bills I() various cus-
huners on different daps of a month;

(G) Delinquent charge means a charge
remaining unpaid by a monthly billed cus-
1011M 111 least Twenty-cone (21) days and lilt at
least sixteen (16) days Ip , it quarterly billed
customer front tire rendition of the bill by the
utility or a charge retraining unpaid after lire
preferred payment date selected by the cus-
tomer;

(H) Delinquent date means the date stated
on n bill . which shall be at (cast twenty-one
(21) days for a monthly billed customer, and
at least sixteen (16) days for a quarterly hilled
customer front the rendition of the bill or
which shall be tile preferred payment plan
date selected by tile customer, after which tile
utility may assess an approved late payment
charge in accordance with :t utility tariff on
file with tile commission .

(1) Denial or service means the utility's
refusal to commence service upon an appli-
eam's request for service at u particular loca-
tion :

(3) Deposit means a money, advance to a
utility for tire purpose of securing payment of
delinquent charges which might accrue I(, tile
customer who trade the advance :

(K) Discontinuance of service or discon-
Ijnuanec means a cessation of service not
requested by a customer :

(L) Due dale means tile date staled oil a
hill when tile charge'. is considered due and
pay:lblc ;
(M) Estimated bill ntcans e charge for Inil-

it1' service which is not based on an actual
reading of the nreler or (Alter regis[erinv
device hp an authorized Min)' representative ;

(N) Extension agreement means a verbal
aLa2enlenl bulwecn the. mill) and Ills cus-

loaner extending payrnera 101 fifteen (15) days
or less ;

(O) Guuratuee meruis a written promise
fauna a third part\ to assume halalin' up to a
specified amount for dcfnqucnl clrtraes
which tnlglu aeeteV to e particular customer

(I') In dispulc ntcans any maucr rcuilrdim_
a charge or service which is (tic sullecil ill an
tntrcsolytd huluiry :
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(Q) I~IIc pavinetu charge tncans all assess .
meat on e delinquent chooTs in atccordattec
with it utility lilt if l on ills with tile commls-
slon and in addition to the delinquent charge ;

(R) ]'referred payment date plan means a
cummiasl(n1approvcd print offered ill tile lnll-
ry s option in which tilt dehnquem date for
flu' charges slated on ;t bill shall occur on the
same day online each billing period as select-
ed by the customer ;

(S) purchased pas achusurctn clause tncans
tire adjustment Inocedure approved by the
commission to recognize variations in the
cost of purchased gas:

('I7 Rendition of e bill means tile mailing
or hand delivery of a bill by a utility it) a cus-
tomer:

(ll) Residential service or service means
the provision of or use of ;t utility service her
domestic purposes :

(V) Seasonally billed customer means s
residential customer billed em a seasonal
hasis in accordance with a utility tariff on file
with tile commission :
(W) Settlement agreement means an 321ce-

ment between z customer and a utility which
resolves any matter in dispute between tilt
parties or provides for the pavmety of undis-
puted charges over a period longer (ham tile
customer's normal billing period ;

(X) Tariff means s schedule of rates, ser-
vices and rules approved by the commission ;

(Y) Termination of service or termination
means .t cessation of service requested by a
customer :

(Z) Utility means an electric, gas or water
Corporation as those terms are retired in sec-
tion 386.020, RSMo ; and

(AA) Utility charges means tile rates for
utility service and other charges authorized
tty tile connnission as an integral par[ of util-
itv Service.

AUTHORITY:

	

.vection,v

	

386. °_5(7(6)

	

(mil
393.14(1(11), RSMO 2(100-" Original nor
,pled Sepl . 22, 1993, effective ,11th 10, 1994 .
Amended' cited Morch 24, 2004, effective
Oct. 30 . 2(104-

-0 . ... . ..I nwhnolr: 36'6-350(61,

	

2SMr, 1919, nnmndrv(I
1903, 1967.

	

1977 . 1980,

	

1957,

	

19,471 .

	

1491- 19(r ,

	

1995 .
1496111111 397-140(11), IMA9n 1970, nrnrruIM 1449, 1467

4 CSR 240-73 .112(1 Billing and Payment
Standards

PURPOSE Thi,, lull rsraNis),cs wu,muds('
nod wullmm hilling and puvu'nln ,cr(Indar3L a,

la (d>,crv'red 119 ulililie> and c'u.sloruvC% .



Chapter 13-Service and Billing Practices for Residential Customers
of Electric, Gas and Water Utilities

(I) Service may he discontinued for any of
(lie following reasons :
(A) Nonpayment of an undisputed delin-

quent charge ;
(B) Failure to post s required deposit or

guarantee ;
(C) Unauthorized interference, diversion

or use of (lie utility service situated or deliv-
ered on or about tire customer's premises ;

(D) Failure to comply with terms of a sel-
Ilenrent agreement ;

(E) Refusal after reasonable notice to per-
mit inspection, maintenance, replacement or
meter reading of utility equipment . If tire util-
ity has it reasonable belief that health or safe-
ly is ill risk, notice at the time inspection is
attempted is reasonable ;

(F) Misrepresentation of identity in obtain-
ing utility service;

(Cr) Violation of any other rules of the util-
ity approved by the commission which
adversely affects the safety of tire customer or
other persons or the integrity of the utility's
system ; or

(I-1) As provided by state or federal law .

(2) None of (lie following shall constitute suf-
ficient cause for a utility to discontinue ser-
vice ;

(A) The failure of a customer to pay for
merchandise, appliances or services not sub-
ject to commission jurisdiction as an integral
part of tire utility service provided by a utili-
ty ;

(B) The failure of the customer to pay for
service received al a separate metering point,
residence or location . In the event of discon-
tinuance or termination of service at a sepa-
rate residential metering point, residence or
location in accordance with these rules, a
utility may transfer and bill any unpaid bal-
ance to any other residential service account
of tire customer and may discontinue service
after twenty-one (21) days after rendition of
the combined hill, for nonpayment, in accor-
dance with (his rule ;

(C) Tire failure of the customer to pay for
a different class of service received a1 the
same or different location . The placing of
more than one (I) meter at tire same location
for (Ire purpose of billing tire usage of specif-
ic devices under optional Tile schedules or
provisions is not construed as a different class
of service for the purpose of this rule;

(D) The failure to pay fire bill of another
customer, unless fire customer whose service
is Sought u) Ira discontinued received sul)-
stantial benefit and USe of tire service ;

(I3) Tic, failure of a previous owner or
occupant of the prendses to pay an unpaid or
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delinquent bill except where (lie previous
occupant remains an occupant or user ; or

(P) The failure m pay it bill correcting a
previous underbilling, whenever the cus-
tomer claims an inability to pay tire corrected
amount, unless a utility has offered the cut-
tolner a payment arrangement equal to the
period of underbilling .

(3) On tire (late specified on tire notice of dis-
continuance or within eleven (11) business
days after that, and subject to tire require-
ments of these rules, a utility may discontin-
ue service to z residential customer between
the hours of 8:00 a.m . and 4 :00 p .m . Service
shall not he discontinued on a day when util-
ity personnel are not available to reconnect
the customer's service, or on z day inui edi-
ately preceding such a day. After the eleven
(11) business day effective period of (Ire
notice, all notice procedures required by this
rule shall again be followed before tire utility
may discontinue service .

(4) The notice of discontinuance shall contain
the following information :

(A) The name and address of the customer
and the address, if different, where service is
rendered ;

(B) A statement of the reason for the pro-
posed discontinuance of service and tire cost
for reconnection ;

(C) The date on or after which service will
be discontinued unless appropriate action is
taken ;

(D) Flow a customer may avoid the discon-
tinuance ;

(E) The possibility of a settlement agree-
ment it' the claim is for a charge not in dis-
pute and the customer is unable to pay the
charge in full at one (1) time ; and

(F) A telephone number tile customer may
call from tire service location without incur-
ring toll charges and the address of the utili-
ty prominently displayed where the customer
pray make an inquiry. Charges for measured
local service are not loll charges for purpos-
es of this rule .

(5) A utility shall not discontinue residential
service pursuant to section (I) unless written
notice by first class mail is sent to fire cus-
t(urrer at least ten (10) days prior to the date
of (lie proposed discontinuance . Suvice of
notice 1)p mail is complete upon mailing . As
an alternative, a utility may deliver a written
police in Iran(] to the customer at least nine-
ty-six (96) hours prior to discontinuance . A
Utility shall nudntain an accurate record of the
date of mailing or delivery,. A notice of dis-
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continuance of service shall riot be issued as
to thin portion of e bill which is determined
to be ;in amount in dispute pursuant to sec-
tions 4 CSR 240-13 .045(5) or (6) that is cur-
rently tire subject of a dispute pending with
the utility or complahd before tire commis-
sion, nor shall such it notice be issued as to
any hill or portion of a bill which is the sub-
ject of :t settlement agreement except after
breach of s settlement agreement, unless the
utility inadvertently issues the notice, in
which case the utility shall take necessary
steps to withdraw or cancel this notice.

(6) Notice shall be provided as follows :
(A) At least ten (10) days prior to discon-

tinuance of service for nonpayment of a hill
or deposit at z multidwelling unit residential
building at which usage is measured by a sin-
gle meter, notices of the company's intent to
discontinue shall be conspicuously posted in
public areas of the building ; provided, flow-
ever, that these notices shall not be required
if the utility is not aware that tire structure is
z single-(petered multidwelling unit residen-
tial building . The notices shall include the
date on or after which discontinuance may
occur and advise of tenant rights pursuant to
section 441 .650, RSMo . The utility shall not
he required to provide notice in individual sit-
uations where safety of employees is a con-
sideration .

(B) At least ten (10) days prior to discon-
tinuance of service for nonpayment of a bill
or deposit at a multidwelling unit residential
building where each unit is individually
metered and for which a single customer is
responsible for payment for service to all
units in the building or at a residence in
which the occupant using utility service is not
tire utility's customer, the utility shall give the
occupant(s) written notice of tire utility's
intent to discontinue service ; provided, how-
ever, that this notice shall not be required
unless one (1) occupant has advised tire Unit-
ty or the utility is otherwise aware that s/he is
not the customer ; and

(C) In fire case of a multidwelling unit res-
idential building where each unit is individu-
ally metered or in the case of a single bmnity
residence, the notice provided to file occupant
of (lie unit about to be discontinued shall out-
line tire procedure by which the occupant may
apply in his/her name for service of lire same
cltarnclei presently received through that
meter.

(7) A( least twcmy-our ('24) hOUFS preceding
a discontinuance, a utility shall make reason-
:d)Ic efforts to contact tile customer to advise
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him/her of tile proposed discontinuance and
what steps must be taken to avoid it . Reason-
able efRats shall include either a written
notice following the notice pursuant to sec-
tion (4), a doorhangei or at leas) two (2) tele-
phone call attempts reasonably calculated to
reach the customer.

(8) Immediately preceding tire discontinuance
of service, the employee of Ille utility desig-
nated to perform this function, except where
the safety of the employee is endangered,
shall slake a reasonable effort to contact and
identify rum/herself to the customer or a
responsible person then upon the premises
and shall announce the purpose of his/her
presence . When service is discontinued, tire
employee shall leave a notice upon the
premises in a manner conspicuous to the cus-
tomer that service has been discontinued and
tire address and telephone number of the util-
ity where the customer may arrange to have
service restored .

(9) Notwithstanding any other provision of
this rule, a utility shall postpone a discontin-
uance for a time not in excess of twenty-one
(21) days if the discontinuance will aggravate
an existing medical emergency of the cus-
water, a member of his/her family or other
permanent resident of the premises where
service is rendered . Any person who alleges
a medical emergency, if requested, shall pro-
vide tire utility with reasonable evidence of
the necessity.

(10) Notwithstanding any other provision of
this rule, a utility may discontinue residential
service temporarily for reasons of mainte-
nance, health, safety or a state of emergency .

(11) Upon the customer's request, a utility
shall restore service consistent with all other
provisions of this chapter when the cause for
discontinuance has been eliminated, applica-
ble restoration charges have been paid and, if
required, satisfactory credit arrangements
have been made . A1 all times, a reasonable
effort shall be made to restore service upon
the day restoration is requested, and in any
event, restoration shall be made not later than
the next working day following tire day
requested by tile customer. The utility play
charge tire customer a reasonable fee for
rcsionnion of service, if provided at tile util-
ity's approved tariffs .

AU7710R1TC. sections 386.250(6), ItSMo
Sigip . 1991 and 393.140(11) . 1611,10 1986 .
Original ra/c fted Dec. /9, 1975, effective

10

Dec. 30, 1975 . Amended. Filed Ocr 14,
1977, effective Jan. 13, 1978 . Emergence
auiendmeni filed Jan. 30, 1984, effeciive Feb.
9, 1984, expired April 1, 1984 . Rescinded
and readopted Filed Sept . 22, 1993, effe(-
tive July 10, 1994 .

"Original awhorttU 386 .250(6) . ASAlo /939, amended
1963 . 1967. 1977, /980, )987, 1988, 1991 ruin
393.140(11) 1939, rnnended 1949, 1967.

4 CSR 240-13 .055 Cold Weather Mainten-
ance of Service: Provision of Residential
heal-Related Utility Service During Cold
Weather

PURPOSE: This rule protects file health and
safety of residential customers receiving
heat-relater( utility service by placing restric-
tions oil discontinuing and refusing toprovide
heat-related utility service front November I
through March 31 due to delinquent accounts
of those customers . Reporting requirements
regarding heat-related utility service are
found at 4 CSR 240-3 .175for electric utilities
and at 4 CSR 240-3.250for gas trtilities.

(1) The following definitions shall apply in
this rule :

(A) Energy Crisis Intervention Program
(ECIP) means the federal ECIP administered
by tire Missouri Division of family Services
under section 660 . 100, RSMo ;

(13) Heal-related utility service means any
gas or electric service that is necessary to life
proper function and operation of a customer's
heating equipment ;

(C) Low Income Home Energy Assistance
Program (LIHEAP) means the federal
LIHEAP administered by the Missouri Fam-
ily Support Division under section 660 . 110,
RSMo;

(D) Registered elderly or disabled cus-
tomer meanS a customer's household where
:al least one (1) member of the household has
filed with tire utility :t form approved by the
utility attesting to tire fact that s/he :

1 . Is sixty-five (65) years old or older;
2 . Is disabled to tire extent that s/he has

filed with their utility it medical form subnul-
led by e Medical physician cresting that such
customer's household must have natural gas
or electric utility service provided in file
home to maintain life or health ; or

3 . ]]as a formal award letter issued from
the federal government of disability benefits .
In order lO retain his/Ilex stales as e regis
lered elderly Or disabled customer, each such
CIISIOnICr must re~IeN' 1115/her TCC15l7alltln
Wall Ihu utility annually Such registration
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should take price by October 1 of each year
following his/her initial registration ; and

(E) Low income registered elderly or dis-
abled custoincr means a customer registered
under lire provisions of subsection (1)(C) of
this rule whose household income is less than
one hundred fifty percent (150`7) of the led-
vial poverty guidelines, and who has a signed
affidavit attesting to that fact on file will, the
utility . 'the utility may periodically audit tire
incomes of low income registered elderly or
disabled customers . If, as a result of an
audit, a registered low income elderly or dis-
abled customer is found to have materially
misrepresented his/her income at (tie time the
affidavit was signed, that customer's service
may he discontinued per the provisions of this
rule that apply to customers who are not reg-
istered low income elderly or disabled cus-
l aners and payment of all amounts due, as
well as, a deposit may be required before ser-
vice is reconnected .

(2) This rule takes precedence over other
rules on provision of heat-related utility ser-
vice from November 1 through March 31
annually.

(3) Notice Requirements . Front November 1
through March 31, prior to discontinuance of
service due to nonpayment, tire utility shall-

(A) Notify the customer, at least ten (10)
days prior to the date of the proposed discon-
tinuance, by first-class mail, and in the case
of a registered elderly or handicapped cus-
tomer the additional party listed on tire cus-
tomer's registration farm of the utility's
intent to discontinue service. The contact
with the registered individual shall include
initially two (2) or more telephone call
attempts with tire mailing of the notice ;

(13) Make further attempts to contact the
customer within ninety-six (96) hours pre-
ceding discontinuance of service either by a
second written notice as in subsection (3)(A),
sent by first class mail ; or a door hanger ; or
at least two (2) telephone call attempts to the
customer ;

(C) Attempt to contact the customer al tire
tinge of tire discontinuance of Service in tile
manner specified by 4 CSR 24()-13 .050(8) ;

(D) Make a personal contact on tire
premises with a registered elderly or Itandi-
capped customer or sortie mealher of the
fancily above the age of fifteen (15) years, at
the little of tire discontinuance of service, and

(E) Ensure (hill all 01 tile notices into Lou-
liters required in this section shall describe
the terms fur provisions or service under tltis
rule, including (lie method of calculating tile

(9130104)
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Second Revised SHEET No .

	

R2 .3

Cancelling P .S .C .MO,No . 6

	

First

	

Revised SHEET No .

	

R2 .3

ST, LOUIS COUNTY WATER COMFANS'

	

For

	

ST . LOUIS _COUNTY- ,_ MISSOURI

RULE.-3 In a cases of nonpayment of bills by nonresidential cuscomers . .within,
sixteen days after the billing date and after due notice has been given, the
supply may be turned off and not turned on again except upon payment of the amount
due, together with the additional charge for restoring service at the stop cock .
In cases of nonpayment of bills by residential customers within sixteen days after
the billing date, the supply may be turned off and not turned on again in
accordance with the provisions of 4 CSR 240-13 .050, except upon payment at the
Company office, during normal working hours, of the amount due, together with the
appropriate additional charge for restoring service at the stop cock . In these
instances the charge for turning on the water at the stop cock will be as follows :

Except holidays, restoring service between 8 :00 a .m . and 6 :00 p .m . Monday through
Friday and between 8 :00 a .m . and 5 :00 p .m . on Saturday

Regular-Hour Restoration Charge (1)

Restoring service at all off-hour times including holidays
off-Hour Restoration Charge (2)

In all cases, when water service has been discontinued, someone must be present at
the premises before water service can be restored, unless, approved by the Company .

The Company will attempt to restore service during regular working hours, Monday
thru Friday, on the same day the request is made at the Regular Hour Restoration
Charge only if the delinquent bill and all other charges are received by the
Company prior to a payment deadline of 3 :00 p .m . Monday thru Friday .

If payment of the delinquent bill and all other charges including the regular hour
restoration charge are received by the Company after the payment deadline of 3 :00
p .m ., restoration of service shall be attempted no later than the next regular
working day . Should the customer require same day restoration of service after
the payment deadline of 3 :00 p .m . (3), then the cost of such service restoration

	

+
shall require payment to the Company of the delinquent bill, all other charges,
and the Off-Hour Restoration Charge prior to restoration of service .

(1) Regular-Hour Restoration of Service as provided under tariff for
Miscellaneous Charges .

(2) This Off-Hour Restoration Charge is the actual average cost of restoring

	

+
service during hours when Company service personnel are working at overtime
rates . This average actual cost is reviewed annually and adjusted . _

(3) This time is based upon historical workload requirements and is $ii6~j . .k.)to

	

+
adjustment,

T`Indicates new rate or text
-i-lridicates change
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Revised SHEET No .

	

R2 .3(a)
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P .S .C .MO .No . 6

	

Original . SHEET No .

	

R2 . 3(a)

ST . LOUIS COUNTY WATER COMPANY
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., . .
DATE OF ISSUE
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'N (~ 'l . .l---''-

	

DATE EFFECTIVE

ISSUED BY T . 1, . Rceder, V .P

	

Admi " i

	

535 N New Ballas Rd . . St . Louis MO L = ;, Exhibit 2

DISCONTINUANCE OF SERVICE (CONTINUED)
(NONPAYMENT OF BILLS)

If the Company travels to the location of the premises to restore service and no
one is at the premises, then (a) a notice will be left notifying the customer that
an attempt was made to restore service and no one was home, (b) restoration of
service will not be attempted until the next regular work day unless the Company
has service personned on duty and available when the customer calls again to have
service restored, and (c) an additional Regular Hour Restoration of service charge
will be made for the second and each subsequent trip during regular work days to -I-
restore service . This additional charge(s) will be added to the next regular
water bill .

If it is necessary to excavate to discontinue service at the corporation cock or
the stop cock, or to disconnect the water service line, a "Discontinuance Charge"
will be made to the customer equivalent to the actual cost of labor, material,
transportation, equipment and overhead . In addition, any needed repairs to the
water service line, as identified by the Company, must be made by and at the
expense of the customer or customer's agent . Such repairs must be made and the
payment of the "Discontinuance Charge," in addition to the charges for restoration
of service, must be paid before water can be turned back on . At the option of the
Company, an "installment payment schedule" may be arranged for the payment of the
"Discontinuance Charge ." The Company will excavate at the corporation cock or stop
cock only to discontinue service . Any subsequent excavations and/or other steps
required to restore service will then be the responsibility of the customer .
Service may not be restored until payment of all charges described above has been
made by the customer and notice given to the Company .

JON

88-5

*Indicates new rate or text
lindicates change


