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3. In those situations where the Company determines that, due to economic or safety concerns it would be in the 
Company's interest to install underground facilities, such facilities may be installed without additional cost to the 
customer. When it appears that underground construction may be in the Company's economic interest, the Company 
shall prepare a detailed estimate of the cost to install an overhead system, including indirect costs of construction. The 
Company shall also perform a detailed estimate to determine the cost to install an underground system of the same 
scope as the overhead system, including indirect costs of construction. 

4. Requested Relocation of Company Facilities: 

A cost estimate of the relocation will be performed including removal, installation and indirect cost of construction. In 
those situations where the Company determines that due to reliability, economic, or safety concerns it would be in the 
best interest of the Company to relocate the facilities, there could be no additional charge for the re-location. Any 
estimated expense not determined to be in the best interest of the Company would be the responsibility of the entity 
making the request. 

5. Unregulated competition: 

Where the Company competes for business with unregulated competition, the Company may waive all or part of any 
charges associated with extensions of service and/or construction deposits, provided for in the Empire Distribution 
Policy, Chapter Ill B, Empire District Electric Company Rules and Regulations, and any additional non-rate schedule 
charges, required in order to effectively compete with offers made to developers and/or customers by unregulated 
competition after notifying the Missouri Public Service Commission and receiving an Order granting the waiver for good 
cause shown. 

C. METERING 

1. Meters: 
Meters necessary to measure the power and energy purchased and delivered hereunder will be installed, owned and 
maintained by the Company at its expense. Tests of the accuracy of the metering equipment will be made by the 
Company according to approved modern practices. No adjustment in charges for service hereunder will be made 
unless an average error of more than two (2) percent, plus or minus, in the accuracy of such metering is found. Should 
an error in excess of an average of 2% be found, proper adjustment for the full amount of such error will be made as 
stated in Chapter V, Section B.1. The Company shall have such meters promptly adjusted as close as practical to 
100% or exchanged in the case of meter failure. Upon the request of the Customer, a representative of the Customer 
may witness such tests. The Customer will have the right to request that a special meter test be made at any time. If 
the test made at the customer's request discloses that the meter tested is within an average error of not more than 2% 
and the meter has been tested in the last 12 months, the Customer will bear the full expense of such test. The expense 
of all other tests will be borne by the Company. 

The readings of the Company's meter measuring service to customer (subject to determination of accuracy of the meter, 
as provided above) will be taken as prima facie evidence of the customer's use of service. 
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2.  Meter Installation:  
  In general, self-contained meters will be used on installations supplied at 120 volts to ground, and requiring 200 amperes 

and less for polyphase service, and for installations requiring 320 ampere single phase service or less.  Self-contained 
meters will be placed in the service entrance ahead of the main disconnect.  Current transformers in conjunction with the 
meter will be used where the installation requires: 1) more than 200 amperes, 120/208 volts with polyphase service, 2) 
277/480 volts with polyphase service, or 3) more than 320 amperes with single phase service.  The current transformers, 
likewise, shall be placed in the service entrance ahead of the main disconnect, and shall be enclosed in a metal cabinet 
(with indoor metering or underground service) or mounted on a metal frame (with outdoor metering). Outdoor frames will 
be supplied by the Company and installed by the Customer's electrician. The metal cabinets will be provided by the 
customer and installed by the Customer’s electrician. For the outdoor frames, the current transformers will be provided by 
the Company and installed by the Customer’s electrician.  For the metal cabinets, the current transformers will be 
provided and installed by the Company. 

  Meters which require both current and potential transformers, commonly called instrument transformers, will be used on 
installations supplied at voltages in excess of 277 volts to ground.  It is necessary that the customer consult with a 
representative of the Company concerning location and mounting of the instrument transformers and meter before 
proceeding with plans for the service entrance.  On indoor locations of this type, a disconnecting switch must be 
connected ahead of Company's metering equipment. 

 
  Meters shall be placed in a location which is readily accessible to the Company's inspectors and meter readers without 

inconvenience to the customer or Company's personnel.  For self-contained meters, normally this will be on the exterior of 
an outer wall of customer's house or other building, on a central service pole, or other outdoor support.  An exception 
would be in business or factory districts where the buildings extend out to the alleys or thoroughfares, thus exposing the 
meter to damage by trucks or other traffic.  In these cases, an interior location accessible to Company personnel shall be 
provided.  In any case, the meter support must be located in an environment free from excessive vibration, dust, corrosive 
gases, and magnetic interference or any other harmful conditions. 

 
  Self-contained polyphase meters will, in general, be socket type and will be installed outdoors. 
 
  Meter mountings must be arranged so that the center of the meter is not more than six (6) feet or less than four (4) feet 

above ground or floor level.  A level unobstructed work space of seventy-five (75) inches in height and eighteen (18) 
inches on either side of the metering equipment or enclosure, and four (4) feet in front of the meter cover face is required 
to allow for accessing the metering equipment 

. 
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  It is the Company's regular practice to seal its meters and enclosures of metering equipment.  Only Company employees 
or agents are authorized to remove any such seal.  When a seal is repeatedly missing or broken, Company shall have 
the right to initiate a meter-tampering investigation and when tampering is documented may bill the Customer for 
resealing or special locking devices necessary to secure the meter and/or meter enclosure. 

 
D. POWER SUPPLY 
 
  In all cases and at all locations, supply specifications shall be approved by the Company. 
 
 1. Voltages:  
  The following nominal voltages are available for supply to Customers, depending upon size, application and location on 

the Company's distribution system:  Other voltages may be available in certain areas but will require consultation with a 
Company representative. 

 
  Standard Secondary Voltages: 
   120/240 volts single phase 
   120/208 volts three phase grounded wye 
   120/240 volts three phase delta 
   277/480 volts grounded wye 
 
  Standard Primary Voltage: 
   12,470 volts three phase grounded wye 
 
  Capacity: 
  The Customer must contact the Company to verify the available power supply capacity at any particular location on 

Company's electrical system. 
 
  Phase: 
  Standard phasing for residential or rural areas shall be single phase.  Customers or applicants for service in such areas 

should arrange to utilize single phase service.  When three phase is requested in residential or rural areas, feasibility of 
extending three phase facilities shall be determined by Company, considering such factors as prospective annual 
revenue, location, topography, Customer load characteristics, etc. 

 
  Frequency:   
  The standard frequency in all locations shall be 60 hertz or cycles per second. 
 
 2. Fluctuating Loads: 
  Any single phase equipment rated over 20 kW or any three phase equipment rated over 45 kW must be approved by 

Company.  Three phase fluctuating loads drawing a peak instantaneous demand in excess of 15 kVA and cycling at a 
rate of once every five minutes or less shall be reported to the Company so the effects of the Customer's load on the 
Customer's and/or adjacent Customers’ electrical service quality can be determined. 

 
 3. For any poly-phase services, the Customer is responsible for protecting motors and other equipment from damage in 

case of a single phasing condition on the Company’s distribution and/or transmission systems.  This removes Empire 
from any liability associated with “loss of phase” on the Company’s distribution and/or transmission systems caused by 
weather, accidents, or other factors beyond the Company’s control. 
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CHAPTER V 

 
BILLING PRACTICES 

 
This chapter applies to all residential utility service provided by Company and subject to the jurisdiction of the Public Service 
Commission under the laws of the State of Missouri.  This chapter also applies to non-residential utility service unless an 
exception to the residential standards is noted. 
 
Company will not discriminate against any Customer or prospective Customer for exercising any right granted by this chapter. 
 
The rules set forth in this chapter governing the Company's relations with its Customers and prospective Customers shall be an 
integral part of the Company's rate schedules. 
 
 
A.  BILLING AND PAYMENT STANDARDS  4 CSR 240-13.020  

 
 1. Company shall normally render a bill for each billing period to every Customer in accordance with its rate schedule.  

Failure of a Customer to receive a bill shall not relieve that Customer of the obligation for payment thereof.  
 
 2. Each billing statement rendered by the Company shall be computed on the actual usage during the billing period except 

as follows:  
 
 a. Company may render a bill based on estimated usage -- 
 
 (1) When extreme weather conditions, emergencies, labor agreements, or work stoppages prevent actual meter 

readings.  
 (2) When Company is unable to obtain access to the Customer's premises for the purpose of reading the meter or 

when the Customer makes reading the meter unnecessarily difficult.  If Company is unable to obtain an actual 
meter reading for these reasons, where practicable it shall undertake reasonable alternatives to obtain a 
Customer reading of the meter, such as mailing or leaving postpaid, pre addressed postcards upon which the 
Customer may note the reading unless the Customer requests otherwise;  

 (3) When the Company does not obtain an accurate or correct meter reading due to equipment or mechanical 
failure, when the Company could not reasonably detect such failure given variability in usage at that customer 
location; 

 (4) When the Company is unable to accurately obtain a meter reading due to human or billing system error, 
including a remote meter reading device’s failure to transmit a reliable reading 

 
 b. Company shall not render a bill based on estimated usage for more than three (3) consecutive billing periods 

except under conditions described in subsection 2.a of this rule.  
 
 c. Under no circumstances shall Company render a bill based on estimated usage:  
 
 (1) Unless the estimating procedures employed by the Company and any substantive changes to those 

procedures have been approved by the Commission; and  
 (2) As a Customer's initial or final bill for service unless conditions beyond the control of the Company prevent an 

actual meter reading;  
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 d. When Company renders an estimated bill in accordance with these rules, it shall:  
 (1) Maintain accurate records of the reasons therefor and the effort made to secure an actual reading; and  
 (2) Clearly and conspicuously note on the bill that it is based on estimated usage; and 
 (3) Use Customer supplied readings, whenever possible, to determine usage 

 
 e. When Company underestimates a Customer's usage, the Customer shall be given the opportunity, if requested, to 

make payment in installments.  
 

 f. In estimating readings, the Company will use the following procedure: 
 (1) Determine the customer’s Actual Metered Usage for the same month of the preceding year, if available.  

Otherwise, determine the Actual Metered Usage for the month closest to that month. 
 (2) Determine the customer’s Base Usage as the usage that is the lowest actual monthly usage in the prior thirty-

six months with outliers removed. 
 (3) Determine the customer’s Weather Sensitive Usage as the difference between Actual Metered Usage and  

Base Usage. 
 (4) Determine the customer’s Weather Multiplier by dividing Weather Sensitive Usage by the Degree Days 

corresponding to the customer’s Actual Metered Usage.  In the event there are no degree days corresponding 
to the customer’s Actual Metered Usage, the Weather Multiplier will be zero. 

 (5) Determine the customer’s Estimated Usage as the customer’s Base Usage plus the product of customer’s 
Weather Multiplier and the current month’s Degree Days (Current Degree Days). 

 (6) For lighting accounts, the estimate will be based on the prior year’s usage per day for the same month of the 
year multiplied by the number of days to be estimated for the current month. 

 (7) For accounts with a limited history, the estimate will be based on a prior month’s use per day multiplied by days 
in current billing cycle. 

 
 3. If Company is unable to obtain an actual meter reading for three (3) consecutive billing periods, Company shall advise 

the Customer by first-class mail or personal delivery that the bills being rendered are estimated, that the estimation may 
not reflect the actual usage, and that the Customer may read and report electric usage to the Company on a regular 
basis.  The procedure by which such reading and reporting may be initiated shall be explained.  Company shall attempt 
to secure an actual reading from Customers reporting their own usage at least annually.  These attempts shall include 
personal contact with the Customer to advise the Customer of the regular meter reading day.  Company shall offer 
appointments for meter readings on Saturday or prior to 9:00 p.m. on weekdays.  The charges for this special reading 
during normal business hours and outside normal business hours are shown on Schedule CA, Credit Action Fees.  
Discontinuance of the service of a Customer who is reading and reporting usage on a regular basis because of 
Company's inability to secure an actual meter reading shall not be required. 
 

 4. If a Customer fails to report usage to the Company, the Company shall obtain a meter reading at least annually.  The 
Company shall notify the Customer that if usage is not reported regularly by the Customer and if the Customer fails, after 
written request, to grant access to the meter, then service may be discontinued pursuant to Section F  (4 CSR 240-
13.050). 
 

 5. Notwithstanding section A2 of this rule, the Company may bill its Customers in accordance with equal payment billing 
programs at the election of the Customer, provided the equal payment billing program has been previously approved by 
the Commission. 
 

 6. Company may bill its Customers on a cyclical basis if each individual Customer receives each billing on or about the 
same day of each billing period.  If Company changes a meter reading route or schedule which results in a change of 
nine (9) days or more to the billing cycle, notice shall be given to the affected Customer at least fifteen (15) days prior to 
the date the Customer receives a bill based on the new cycle. 
 

 7. A monthly-billed residential Customer shall have at least twenty-one (21) days from the rendition of the bill to pay the 
utility charges, unless a Customer has selected a preferred payment date in accordance with Company's preferred 
payment date plan.  If the delinquent date falls upon a Sunday, legal holiday, or any other day when the offices of the 
Company regularly used for the payment of Customer bills are not open to the general public, the delinquent date shall 
be extended through the next business day.  The date of payment for remittance by mail is the date on which Company 
receives the remittance.  Company shall not base an assessment of a deposit or late payment charge, or a 
discontinuance of service, on a payment that was made to a payment agent on or before the delinquent date. 

 a. Non-residential Customers shall have the number of days specified in the applicable rate schedule from the rendition 
of each bill to pay the utility charges. 
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 12. During the billing period prior to any rate scheduled seasonal rate change, Company shall notify each affected 

Customer, on the bill or on a notice accompanying the bill, of the direction of the upcoming seasonal rate change and 
the months during which the forthcoming seasonal rate will be in effect. 

 
 13. Customer shall be charged a fee shown on Schedule CA, Credit Action Fees, for each bad check or any type of 

electronic payment rendered to Company as payment of a bill. 
 
B.  BILLING ADJUSTMENTS 4 CSR 240-13.025 

 
  For all billing errors, Company will determine from all related and available information the probable period during which 

such condition existed and shall make billing adjustments for the estimated period involved as follows: 
 

 a. In the event of an overcharge, an adjustment shall be made for the entire period that the overcharge can be shown 
to have existed, not to exceed sixty (60) consecutive monthly billing periods calculated from the date of discovery, 
inquiry or actual notification to the Company, whichever comes first. 

 
 b. In the event of an undercharge to a residential Customer, an adjustment shall be made for the entire period that the 

undercharge can be shown to have existed, not to exceed twelve (12) monthly billing periods calculated from the 
date of discovery, inquiry or actual notification of the Company, whichever comes first.  The Company shall offer the 
Customer the option to pay the adjusted bill over a period at least double the period covered by the adjusted bill.  

 
 c. In the event of an undercharge to a non-residential Customer, an adjustment shall be made for the entire period 

that the undercharge can be shown to have existed, not to exceed sixty (60) consecutive monthly billing periods, 
calculated from the date of discovery, inquiry or actual notification of the Company, whichever comes first. 

 
 d. No billing adjustment will be made where the full amount of the adjustment is less than one dollar ($1.00). 
 
 e. Where, upon test, an error in measurement is found to be within the limits prescribed by Commission rules, no 

billing adjustment will be made. 
 
 f. When evidence of tampering, diversion, unauthorized use or misrepresentation of the use of service by a Customer 

of any class is found, Company will calculate the billing adjustment period in accordance with the applicable statute 
of limitations for the prosecution of such claim after determining the probable period during which such condition 
existed from all related and available information.  Company may also recover the cost of damages to the meter 
and costs associated with investigating the tampering or diversion, such as man-hours, truck hours and cost of 
documenting with photographs. 

 
 g. Interest shall not be payable on undercharges or overcharges to Customers of any class under this section. 
 
C. DEPOSITS AND GUARANTEE OF PAYMENT  4 CSR 240-13.030  

 
 1. Company may require a deposit or other guarantee as a condition of new residential service if:  
 
 a. The Applicant has outstanding with the Company, or a utility providing the same type of service, an unpaid, past 

due bill which accrued within the last five (5) years and at the time of the request for service remains unpaid and not 
in dispute.  The Company may refuse to provide service to an applicant until both the unpaid bill outstanding with 
the Company and the required deposit are paid in full. 
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 b. The Applicant had more than five (5) late payments within the last twelve (12) consecutive months of service for the 

same class of service provided by the Company at the same or any other location. 
 
 c. The Applicant, has in an unauthorized manner, interfered with or diverted the service of the Company or another 

utility providing service to the Customer's premise within the last five (5) years. 
 
 d. If the Applicant has insufficient credit history to determine a credit score, then the Applicant shall be deemed to 

have established an acceptable credit rating if they meet any of the following criteria: 
 
 (1) Owns or is purchasing a home; or 
 (2) Is and has been regularly employed on a full-time basis for at least one year; or 
 (3) Has an adequate regular source of income; or 
 (4) Can provide adequate credit references from a commercial credit source.  

 
 2. The non-residential Applicant shall provide at least the following credit information:  The Company has the right to 

request additional information if there are questions about what has been provided.  Non-residential customers may be 
required to provide a security deposit, surety bond, or irrevocable letter of credit as a condition of service. 

 
 a. References from previous utility. 
 b. Banking references.  
 c. Financial statements. 
 d. Reports from commercial credit sources.  

 
 3. Company may require a deposit or guarantee as a condition of continued or re-establishing service if:  
 
 a. The service of the Customer has been discontinued by Company for nonpayment of a delinquent account not in 

dispute; or 
 
 b. In an unauthorized manner, the Customer interfered with or diverted the service of Company situated on or about or 

delivered to the Customer's premises; or 
 
 c. A residential Customer has failed to pay an undisputed bill on or before the delinquent date for five (5) billing 

periods out of twelve (12) consecutive monthly billing periods; The Company may not require a deposit from a 
customer if such customer has consistently made a payment for each month during the twelve (12) consecutive 
months, provided that each payment is made by the delinquent date; and each payment made is at least seventy 
five dollars ($75), or twenty five percent (25%) of the total outstanding balance, provided that the outstanding 
balance is three hundred dollars ($300) or less, or to any customer making payments under a payment plan 
previously arranged with the Company; or 

 
 d. A non-residential Customer has failed to pay an undisputed bill on or before the delinquent date for two out of six (6) 

consecutive monthly billing periods; and 
 

e. Prior to requiring a Customer to post a deposit under this subsection, Company has sent the Customer a written 
notice explaining Company's right to require a deposit or has included such explanation with the written 
discontinuance notice.  
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 (1) Name of Customer;  
 (2) Date of payment;  
 (3) Amount of payment; 
 (4) Identifiable name, signature and title of the Company employee receiving payment; and  
 (5) Statement of the terms and conditions governing the payment, retention and return of deposits; 

 
 h. The Company shall not deprive a customer of a deposit return within five (5) years following the date that the 

customer is due for a deposit return, even though the customer may be unable to provide the original receipt; 
provided that the customer can produce adequate identification.  

 
 i. No deposit or guarantee or additional deposit or guarantee shall be required by Company because of race, sex, 

creed, national origin, marital status, age, number of dependents, source of income, disability or geographical area 
of residence; and 

 
 j. Company shall provide means by which a residential Customer required to make a deposit may pay the deposit in 

installments unless;  
 1.  Applicant  or Customer has in an unauthorized manner, interfered with, or diverted the same type of service 
  within the last five years; or 
 2.  The Applicant or Customer has in an unauthorized manner interfered with, diverted, or used the service of the 

Company situated on or about or delivered to the premises; or 
 3.  A likelihood that the Applicant or Customer does not intend to pay for the service. 
 
 6. In lieu of a deposit, Company may accept a written guarantee.  The limit of the guarantee shall not exceed the amount of 

a cash deposit. 
 
 7. A guarantor for a residential Customer shall be released upon satisfactory payment of all undisputed utility charges 

during the last twelve (12) billing months.  Payment of a charge is satisfactory if received prior to the date upon which 
the charge becomes delinquent provided it is not in dispute.  Payment of a disputed bill shall be satisfactory if made 
within ten (10) days of resolution or withdrawal of the dispute.  Company may withhold the release of the guarantor 
pending the resolution of a matter in dispute involving discontinuance for nonpayment or tampering, diversion or 
unauthorized use or interference by the Customer. 

 
D. INQUIRIES  4 CSR 240-13.040  
 
 1. Company shall adopt procedures which will ensure the prompt and thorough receipt, investigation and where possible, 

resolution of inquiries.  Company shall submit the procedures to the Commission and Company shall notify the 
Commission and the Public Counsel of any substantive changes in these procedures prior to implementation. 

 
 2. Company shall establish personnel procedures which, at a minimum ensure that: 

 
 a. Qualified personnel shall be available and prepared at all times during normal business hours to receive and 

respond to all Customer inquiries, service requests and complaints.  Company shall make necessary arrangements 
to ensure that Customers unable to communicate in the English language receive assistance; 

 
 b. Qualified personnel responsible for and authorized to enter into written agreements on behalf of Company shall be 

available at all times during normal business hours to respond to Customer inquiries and complaints; 
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 c. Qualified personnel shall be available at all times to receive and initiate response to Customer contacts regarding 

any discontinuance of service or emergency condition occurring within Company's service area; and  
 
 d. Names, addresses and telephone numbers of personnel designated and authorized to receive and respond to the 

requests and directives of the Commission regarding Customer inquiries, service requests and complaints shall be 
provided to the Commission. 

 
 3. Company shall prepare in written form, information which in layman's terms summarizes the rights and responsibilities of 

Company and its Customers in accordance with this chapter.  The form shall be submitted to the Consumer Services 
department of the Missouri Public Service Commission, and to the Office of the Public Counsel.  This written information 
shall be displayed prominently, and shall be available at all Company offices open to the general public, and shall be 
mailed or otherwise delivered to each residential Customer of Company if requested by such Customer.  The 
information shall be delivered or mailed to each new Customer of Company upon the commencement of service and 
shall be available at all times upon request.  The written information shall indicate conspicuously that it is being provided 
in accordance with the rules of the Commission and shall contain information concerning, but not limited to: 

 
 a. Billing and estimated billing procedures; 
 
 b. Methods for Customer verification of billing accuracy; 
 
 c. Customer payment requirements and procedures; 
 
 d. Deposit and guarantee requirements; 
 
 e. Conditions of termination, discontinuance and reconnection of service;     
 
 f. Procedures for handling inquiries; 
 
 g. Explanation of meter reading procedures which would enable a Customer to read his/her own meter; 
 
 h. A procedure whereby a Customer may avoid discontinuance of service during a period of absence; 
 
 i. Complaint procedures under Chapter V. Section I. (4 CSR 240-2.070) 
 
 j. The telephone number and address of the Customer services office of the Missouri Public Service Commission, the 

Commission's 800 telephone number, and the statement that the Company is regulated by the Missouri Public 
Service Commission.  (PO Box 360, Governor Office Building, Jefferson City, MO 65102; 800-392-4211) 

 
 k The address and telephone number of the Office of Public Counsel (PO Box 7800, Governor Office Building, 

Jefferson City, MO 65102; 314-751-4857) 
 

 l. An Explanation of the fuel adjustment clause 
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 4. Customers presenting frivolous disputes shall have no right to continued service.  Company, before proceeding to 

discontinue the service of a Customer presenting a dispute it deems frivolous, shall advise the Consumer Services 
Department of the Commission of the circumstances.  The Consumer Services Department shall attempt to contact the 
Customer by telephone and ascertain the basis of the dispute.  If telephone contact cannot be made, the Consumer 
Services Department shall send the Customer a notice by first-class mail stating that service may be discontinued by 
Company unless the Customer contacts the Consumer Services Department within twenty-four (24) hours.  If it appears 
to the Consumer Services Department that the dispute is frivolous or if contact with the Customer cannot be made within 
seventy-two (72) hours following Company's report, Company shall be advised that it may proceed to discontinue 
service.  If it appears that the dispute is not frivolous, service shall not be discontinued until ten (10) days after the notice 
required by Chapter V Section F.5. (4 CSR 240-13.050(5)) has been sent to the Customer by the Company.  The 
Customer shall retain the right to make an informal complaint to the Commission. 

 
 5. If a Customer disputes a charge, s/he shall pay to Company an amount equal to that part of the charge not in dispute.  

The amount not in dispute shall be mutually determined by the parties.  The parties shall consider the Customer's prior 
consumption history, weather variations, the nature of the dispute and any other pertinent factors in determining the 
amount not in dispute.  

 
 6. If the parties are unable to mutually determine the amount not in dispute, the Customer shall pay to Company, at 

Company's option, an amount not to exceed fifty percent (50%) of the charge in dispute or an amount based on usage 
during a like period under similar conditions which shall represent the amount not in dispute.  

 
 7. Failure of the Customer to pay to Company the amount not in dispute within four (4) working days from the date that the 

dispute is registered or by the delinquent date of the disputed bill, whichever is later, shall constitute a waiver of the 
Customer's right to continuance of service and Company may then proceed to discontinue service as provided in this 
rule.  

 
 8. If the dispute is ultimately resolved in favor of the Customer in whole or in part, any excess moneys paid by the 

Customer shall be refunded promptly.  
 
 9. If Company does not resolve the dispute to the satisfaction of the Customer, the Company representative shall notify the 

Customer that each party has a right to make an informal complaint to the Commission; and of the address and 
telephone number where the Customer may file an informal complaint with the Commission.  If a Customer files an 
informal complaint with the Commission prior to advising the Company that all or a portion of a charge is in dispute, the 
Commission shall notify the Customer of the payment required by sections E.5. or E.6. 

 
 10. The Company is not required to comply with these rules prior to the discontinuance of service where the dispute 

registered with the Company involves the same customer, the same facts, and the same question regarding the validity 
of a charge as those involved in a prior informal or formal complaint filed by the customer and resolved in favor of the 
Company. 
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 e. The failure of a previous owner or occupant of the premises to pay an unpaid or delinquent bill except where the 

previous occupant remains an occupant or user; or 
 
 f. The failure to pay a bill correcting a previous underbilling, whenever the Customer claims an inability to pay the 

corrected amount, unless Company has offered the Customer a payment arrangement equal to the period of 
underbilling. 

 
 3. On the date specified on the notice of discontinuance or within (30) thirty days after that, and subject to the requirements 

of these rules, Company may discontinue service to a Customer between the hours of 8:00 a.m. and 4:00 p.m.  Service 
shall not be discontinued on a day when Company personnel are not available to reconnect the Customer's service, or 
on a day immediately preceding such day.  After the (30) thirty day effective period of the notice, all notice procedures 
required by this rule shall again be followed before the Company may disconnect 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 proposed discontinuance of service and the cost for reconnection;  
 
 c. The date on or after which service will be discontinued unless appropriate action is taken; 
 
 d. How a Customer may avoid the discontinuance;  
 
 e. The possibility of a settlement agreement if the claim is for a charge not in dispute and Customer is unable to pay 

the charge in full at one (1) time; and  
 

f. A telephone number the Customer may call from the service location without incurring toll charges and the address 
of the Company prominently displayed where the Customer may make an inquiry.  Charges for measured service 
are not toll charges for purposes of this rule. 

 
 5. Company shall not discontinue service pursuant to section F.1 unless written notice by first-class mail is sent to the 

Customer at least ten (10) days prior to the date of the proposed discontinuance.  Service of notice by mail is complete 
upon mailing.  As an alternative, Company may deliver a written notice in hand to the Customer at least ninety-six (96) 
hours prior to discontinuance.  Company shall maintain an accurate record of the date of mailing or delivery. 

 
  A notice of discontinuance of service shall not be issued as to that portion of a bill which is determined to be an amount 

in dispute pursuant to sections E.5. or 6. (4 CSR 240-13.045(5) or (6)) that is currently the subject of a dispute pending 
with Company or complaint before the Commission, nor shall such a notice be issued as to any bill or portion of a bill 
which is the subject of a settlement agreement except after breach of a settlement agreement, unless Company 
inadvertently issues the notice, in which case Company shall take necessary steps to withdraw or cancel this notice.   
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 6. Notice to multi-dwelling unit buildings and/or non-Customer occupants shall be provided as follows: 
 
 a. At least ten (10) days prior to discontinuance of service for nonpayment of a bill or deposit at a multi-dwelling unit 

residential building at which usage is measured by a single meter, notices of Company's intent to discontinue shall 
be conspicuously posted in public areas of the building; provided, however, that these notices shall not be required 
if Company is not aware that the structure is a single-metered multi-dwelling unit residential 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.  Company shall not be required to provide notice in individual situations where safety of employees 
is a consideration.  

 
 b. At least ten (10) days prior to discontinuance of service for nonpayment of a bill or deposit at a multi-dwelling 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 
Company's Customer, Company shall give the occupant(s) written notice of Company's intent to discontinue 
service; provided, however, that this notice shall not be required unless one (1) occupant has advised Company or 
Company is otherwise aware that s/he is not the Customer, and  

 
 c. In the case of a multi-dwelling unit residential building where each unit is individually metered or in the case of a 

single family residence, the notice provided to the occupant of the unit about to be discontinued shall outline the 
procedure by which the occupant may apply in his/her name for service of the same character presently received 
through that meter.  

 
 d. In the case of a multi-dwelling unit residential building where each unit is individually metered and the Company 

seeks to discontinue service for any lawful reason to at least one (1) but not all of the units in the building, and 
access to a meter that is subject to discontinuance is restricted, such as where the meter is located within the 
building, the Company may send written notice to the owner/landlord of the building or the owner/landlord’s agent 
(owner)  requesting the owner to make arrangements with the Company to provide access to such meter(s).  If 
within ten (10) days of receipt of the notice, the owner fails to make reasonable arrangements to provide the 
Company access to such meter(s) within thirty (30) days of the date of the notice, or if the owner fails to keep such 
arrangements, the Company shall have the right to gain access to its meter(s) for the purpose of discontinuing utility 
services the owner’s expense.  Such expense may include, but shall not be limited to costs to pursue court-ordered 
access to the building, such as legal fees, court costs, sheriff’s law enforcement fees, security costs, and locksmith 
charges.  The Company’s right to collect the costs for entry to its meter will not be permitted if the Company fails to 
meet the obligation to keep the access arrangements agreed upon between the owner and the Company.  Notice 
by the Company under this section shall inform owner (a) of the Company’s need to gain access to its meter(s)  to  
discontinue utility service to one (1) or more tenants in the building, and (b) of the owner’s liability in the event that 
owner fails to make or keep access arrangements.  The notice shall state the Company’s normal business hours.  
The Company shall render one (1) or more statements to the owner for any amounts due to the Company under this 
section.  Any such statement shall be payable by the delinquent date stated thereon, and shall be subject to late 
payment charges at the same rate provided in the Company’s tariff pertaining to general residential service.  

 
 7. At least twenty-four (24) hours preceding a discontinuance, Company shall make reasonable efforts to contact the 

Customer to advise him/her of the proposed discontinuance and what steps must be taken to avoid it.  Reasonable 
efforts shall include either a written notice following the notice pursuant to section F.4, a door hanger or at least two (2)  
telephone call attempts reasonably calculated to reach the Customer. 

 
 8. Immediately preceding the discontinuance of service, the employee of the Company designated to perform such 

function, except where the safety of the employee is endangered, shall make a reasonable effort to contact and identify 
him/herself to the Customer or responsible person then upon the premises and shall announce the purpose of his/her 
presence.  When service is discontinued, the employee shall leave a notice upon the premises in a manner 
conspicuous to the Customer that service has been discontinued and the address and telephone number of Company 
where the Customer may arrange to have service restored. 
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 9. Notwithstanding any provision of this rule, Company shall postpone a discontinuance for a time not in excess of twenty-

one (21) days if the discontinuance will aggravate an existing medical emergency of the Customer, a member of his/her 
family or other permanent resident of the premises where service is rendered.  Any person who alleges an emergency, if 
requested, shall provide Company with reasonable evidence of the necessity. 

 
 10. Notwithstanding any other provision of this rule, Company may discontinue any service temporarily for reasons of 

maintenance, health, safety or a state of emergency.  
 
 11. Upon the Customer's request, Company shall restore service consistent with all other provisions of this chapter when the 

cause for discontinuance has been eliminated, applicable restoration charges have been paid, and if required, satisfactory 
credit arrangements have been made.  At all times, a reasonable effort shall be made to restore service upon the day 
restoration is requested, but no later than 7:00 p.m., and in any event, restoration shall be made not later than the next 
working day following the day requested by the Customer.  Company shall charge the Customer a fee for restoration of 
service based on if the reconnect is done remotely or onsite as provided in Schedule CA, Credit Action Fees. 

 
G. COLD WEATHER MAINTENANCE OF SERVICE:  Provision of Residential Heat-Related Utility Service During Cold Weather 

4 CSR 240-13.055 
 
 1. This rule protects the health and safety of residential Customers receiving heat-related utility service by placing 

restrictions on discontinuing and refusing to provide heat-related utility service from November 1 through March 31 due to 
delinquent accounts of those Customers. 

 
 2. This rule takes precedence over other rules on provision of heat-related utility service from November 1 through March 31 

annually. 
 
 3. Notice Requirements.  From November 1 through March 31, prior to discontinuance of service due to nonpayment, 

Company shall: 
 
 a. Notify the Customer, at least ten (10) days prior to the date of the proposed discontinuance, by first class mail, and in 

the case of a registered elderly or disabled Customer the additional party listed on the Customer's registration form of 
Company's intent to discontinue Service.  The contact with the registered individual shall include initially two (2) or 
more telephone call attempts with the mailing of the notice; 

 
 b. Make further attempts to contact the Customer within ninety-six (96) hours preceding 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 at the time of the discontinuance of service in the manner specified in Section F.8 (4 

CSR 240-13.050(8)) 
 
 d. Make a personal contact on the premises with a registered elderly or disabled Customer or some member of the 

family above the age of fifteen (15) years, at the time of the discontinuance of service; and 
 
 e. Ensure that all notices and contacts required in this subsection describe the terms for continuance of service under 

this rule, including the method of calculating the required payments, the availability of financial assistance from the 
Family Support Division and social service or charitable organizations that have notified Company that they provide 
that assistance, and the identity of those organizations. 
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 9. Notwithstanding any provision of this rule, Company shall postpone a discontinuance for a time not in excess of twenty-

one (21) days if the discontinuance will aggravate an existing medical emergency of the Customer, a member of his/her 
family or other permanent resident of the premises where service is rendered.  Any person who alleges an emergency, if 
requested, shall provide Company with reasonable evidence of the necessity. 

 
 10. Notwithstanding any other provision of this rule, Company may discontinue any service temporarily for reasons of 

maintenance, health, safety or a state of emergency.  
 
 11. Upon the Customer's request, Company shall restore service consistent with all other provisions of this chapter when 

the cause for discontinuance has been eliminated, applicable restoration charges have been paid, and if required, 
satisfactory credit arrangements have been made.  At all times, a reasonable effort shall be made to restore service 
upon the day restoration is requested, but no later than 7:00 p.m., and in any event, restoration shall be made not later 
than the next working day following the day requested by the Customer.  Company shall charge the Customer a fee for 
restoration of service as provided in Schedule CA, Credit Action Fees. 

 
G. COLD WEATHER MAINTENANCE OF SERVICE:  Provision of Residential Heat-Related Utility Service During Cold Weather 

4 CSR 240-13.055 
 
 1. This rule protects the health and safety of residential Customers receiving heat-related utility service by placing 

restrictions on discontinuing and refusing to provide heat-related utility service from November 1 through March 31 due 
to delinquent accounts of those Customers. 

 
 2. This rule takes precedence over other rules on provision of heat-related utility service from November 1 through March 

31 annually. 
 
 3. Notice Requirements.  From November 1 through March 31, prior to discontinuance of service due to nonpayment, 

Company shall: 
 
 a. Notify the Customer, at least ten (10) days prior to the date of the proposed discontinuance, by first class mail, and 

in the case of a registered elderly or disabled Customer the additional party listed on the Customer's registration 
form of Company's intent to discontinue Service.  The contact with the registered individual shall include initially two 
(2) or more telephone call attempts with the mailing of the notice; 

 
 b. Make further attempts to contact the Customer within ninety-six (96) hours preceding 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 at the time of the discontinuance of service in the manner specified in Section F.8 

(4 CSR 240-13.050(8)) 
 
 d. Make a personal contact on the premises with a registered elderly or disabled Customer or some member of the 

family above the age of fifteen (15) years, at the time of the discontinuance of service; and 
 
 e. Ensure that all notices and contacts required in this subsection describe the terms for continuance of service under 

this rule, including the method of calculating the required payments, the availability of financial assistance from the 
Family Support Division and social service or charitable organizations that have notified Company that they provide 
that assistance, and the identity of those organizations. 
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 11. If Company refuses to provide service pursuant to this rule and the reason for refusal of service involves unauthorized 

interference, diversion or use of the Company's service situated or delivered on or about the Customer's premises, 
Company shall maintain records concerning the refusal of service which at a minimum shall include:  the name and 
address of the person denied reconnection, the names of all company personnel involved in any part of the 
determination that refusal of service was appropriate, the facts surrounding the reason for the refusal and any other 
relevant information.  

 
  
H. SETTLEMENT AGREEMENTS AND EXTENSION AGREEMENTS  4 CSR 240-13.060 
 
 1. When Company and a Customer arrive at a mutually satisfactory settlement of any dispute or the Customer does not 

dispute liability to Company but claims inability to pay the delinquent charges in full, Company and the Customer may 
enter into asettlement agreement.  A settlement agreement which extends beyond ninety (90) days shall be in writing 
and mailed or otherwise delivered to the Customer. 

 
 2. Every payment agreement resulting from the Customer's inability to pay the delinquent charges in full shall provide that 

service will not be discontinued if the Customer initially pays the amount of the delinquent charges specified in the 
agreement and agrees to pay a reasonable portion of the remaining delinquent charges in installments and each 
subsequent bill on or before the delinquent date each month until all delinquent charges are paid in full.  For purposes of 
determining reasonableness, the parties will consider the following:  The size of the delinquent balance; the Customer's 
ability to pay; the Customer's payment history; the time that the debt has been outstanding; the reasons why the debt 
has been outstanding; and any other relevant factors relating to the Customer's service.  Such a payment agreement 
shall not exceed twelve (12) months duration, unless the customer and the Company agree to a longer period. 

 
 3. If a Customer fails to comply with the terms and conditions of a settlement agreement, Company may discontinue 

service after notifying the Customer in writing, by personal service or first-class mail in accordance with notice 
requirements in Section F (4 CSR 240-13.050). that the Customer is in default of the settlement agreement; the nature 
of the default; that unless full payment of all balances due is made, Company will discontinue service; and the date upon 
or after which service will be discontinued.  
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