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20 CSR 4240-13.060 Settlement Agreement and Payment 
Agreement

PURPOSE: This rule establishes procedures where a customer may 
enter into a settlement agreement or obtain an extension of time 
in which to pay charges due a utility so that reasonable and uni-
form standards are established with regard to payment. 

(1) When a utility and a customer arrive at a mutually satis-
factory settlement of any dispute or the customer does not 
dispute liability to the utility but claims inability to pay the 
outstanding bill in full, a utility and the customer may enter 
into a settlement 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 outstanding bill in full shall provide that 
service will not be discontinued if the customer pays the 
amount of the outstanding bill specified in the agreement and 
agrees to pay a reasonable portion of the remaining outstand-
ing balance in installments until the bill is paid. For purposes 
of determining reasonableness, the parties shall consider the 
following: the size of the delinquent account, 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 
utility agree to a longer period.

(3) If a customer fails to comply with the terms and conditions 
of a settlement agreement, a utility may discontinue service 
after notifying the customer in writing by personal service or 
first class mail in accordance with 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, the utility will discontinue service; and the date upon or 
after which service will be discontinued. 

AUTHORITY: sections 386.250(6) and 393.140(11), RSMo 2000.* 
This rule originally filed as 4 CSR 240-13.060. Original rule filed 
Dec. 19, 1975, effective Dec. 30, 1975. Amended: Filed Oct. 14, 1977, 
effective Jan. 13, 1978. Rescinded and readopted: Filed Sept. 22, 
1993, effective July 10, 1994. Amended: Filed Aug. 1, 2013, effective 
March 30, 2014. Moved to 20 CSR 4240-13.060, effective Aug. 28, 
2019.

*Original authority: 386.250(6), RSMo 1939, amended 1963, 1967, 1977, 1980, 1987, 
1988, 1991 and 393.140(11), RSMo 1939, amended 1949, 1967.

20 CSR 4240-13.065 Variance 

PURPOSE: This rule establishes the procedure to be followed by a 
utility seeking a variance from any provision of this chapter. 

(1) Any utility may file an application with the commission 
seeking a variance from all or parts of Chapter 13, which may 
be granted for good cause shown. 

(2) A utility filing an application for a variance with the com-
mission shall mail, contemporaneously with the filing, copies 
of the application by first class mail to the newspaper with the 
largest circulation in each county within the utility’s service 

area affected by the variance, the public counsel and each 
party in the utility’s most recent rate case who represented 
residential customers. 

(3) Any variance granted by the commission shall be reflected 
in a tariff.

AUTHORITY: sections 386.250(6), RSMo Supp. 1991 and 393.140(11), 
RSMo 1986.* This rule originally filed as 4 CSR 240-13.065. Original 
rule filed Sept. 22, 1993, effective July 10, 1994. Moved to 20 CSR 
4240-13.065, effective Aug. 28, 2019.

*Original authority: 386.250(6), RSMo 1939, amended 1963, 1967, 1977, 1980, 1987, 
1988, 1991 and 393.140(11), RSMo 1939, amended 1949, 1967. 

20 CSR 4240-13.070 Commission Complaint Procedures

PURPOSE: This rule sets forth the procedures to be followed prior 
to and in filing formal or informal complaints with the commis-
sion regarding matters covered in this chapter. 

(1) Prior to filing an informal or formal complaint, the customer 
shall pursue remedies directly with the utility as provided in 
this chapter. The commission specifically reserves the right to 
waive this requirement when circumstances so require. 

(2) Any person aggrieved by a violation of any rules in this 
chapter or the Public Service Commission laws of Missouri 
relating to utilities may file an informal or formal complaint 
under 4 CSR 240-2.070. 

(3) If a utility and a customer and/or applicant fail to resolve a 
matter in dispute, the utility shall advise the customer and/or 
applicant of his/her right to file an informal complaint with the 
commission under 4 CSR 240-2.070. 

(4) If the staff is unable to resolve the informal complaint to the 
satisfaction of the parties, the staff shall call the complainant 
and utility and note such conversation into the commission’s 
electronic file and information system and send a dated letter 
or email to that effect to the complainant and to the utility. 
Staff shall also advise the customer of his/her right to file a 
formal complaint with the commission under 4 CSR 240-2.070.

(A) Upon request, the staff shall send to the complainant a 
copy of the appropriate rules and the formal complaint form.

(B) If the complaint concerns a bill, the nonpayment of which 
could subject the complainant to discontinuance of service 
under the provisions of 4 CSR 240-13.050, the staff’s letter shall 
advise the complainant that if a formal complaint is not filed 
within thirty (30) days of the date of the letter, the complainant 
may become subject to discontinuance of service. 

(5) The commission staff may treat an informal complaint in-
volving the same question or issue based upon the same facts 
dealt with in a prior informal complaint as already decided, 
and may advise the complainant that this informal complaint 
will not be reviewed. 

(6) A utility shall not discontinue residential service relative 
to the amount in dispute during the pendency of an informal 
complaint and until at least thirty-one (31) days after the date 
of the letter issued pursuant to section (4), and shall in no case 
discontinue this service without leaving a notice of discontin-
uance after the date of the letter issued pursuant to section (4). 


