


Your rights as a utility customer: Information on How to Avoid a Service Cut-off

When can a utility company (like Keyspan or Con Edison) shut off my gas or electric service?

There are certain cases when a utility company can shut off your service.  These include:

1) You have not paid your bill; 

2) You did not pay the amount due under a deferred payment

agreement; 

3) You did not pay and have not agreed in writing to pay for 

equipment and installation charges due from when your service was first turned on; 

4) You did not pay a deposit that you were required to pay; or
5) There is an emergency situation which may threaten your health or safety or the health and safety of someone else in the surrounding area.
Is there anything a utility has to do before shutting off my service?

Yes, except in emergency situations, a utility company must satisfy all three of the following requirements before shutting off your service:

1) They must send you a final notice of  termination at least 15 days before the date on the notice for when your service will be shut off. A utility company may not send a final notice of termination unless at least 20 days have passed from the date that your payment was due.  (For example, if your bill was due on November 1, a utility company may send you a notice of termination no earlier than November 21, and cannot shut off your service any earlier than December 6.) 
2) The company must contact you phone, mail, or in person and try to work out a deferred payment agreement. (A deferred payment agreement is a written agreement for paying back the money that you owe, signed by both you and the utility company. The agreement will usually spread your payments out over time by requiring you to pay a certain amount each month towards what you owe.  This money must be paid on top of your regular charges for that month); and

3) They must make a written offer to enter into a deferred payment agreement with you at least seven calendar before shutting off your service (ten days if the offer is mailed).

If I was unable to come to a fair deferred payment agreement with my utility company, what else can I do to stop the termination of my service?

1) You can file a complaint with the Public Service Commission. Once such a complaint is filed, a utility may not shut off a customer's service for nonpayment as long as the complaint is still being considered, and for an additional 15 days after the decision is mailed or personally told to you. Before filing a complaint, you first must attempt to work out the problem with the utility company.

· Some examples of the types of complaints that are handled by the Public Service Commission include monthly billing amounts, improper charges, bill payments, deposit requests, negotiation of deferred payment agreements, service problems, threatened and actual termination of service, and the failure of a utility company to follow certain rules and laws which protect gas and electric customers.

What is the procedure for filing a complaint?

If you are not satisfied with the utility's decision, or if the utility fails to cooperate in resolving your dispute, or if the utility fails to make a decision within a reasonable period of time, a complaint may be filed with the Public Service Commission at its Consumer Services Division office. 

This complaint can be filed with the Public Service Commission by telephone,  by letter, by e-mail, or in person:

· To file a complaint by telephone:

THE HELPLINE (non-emergencies) 1-800-342-3377 

· To file a complaint in writing: 

Consumer Services Division

Public Service Commission 

State of New York 

One Penn Plaza, 8th Floor

New York, NY 10119-3248

· To file a complaint by e-mail:

http://www.dps.state.ny.us/complaintdept.html
· To file a complaint in an EMERGENCY call:  

THE HOTLINE (1-800-342-3355).

Can I appeal the decision of the Public Service Commission? 

Yes, you may request that the Commission's Consumer Services Division conduct an informal hearing or informal review of the decision. The regulations require that this request be made within 15 days from the date the decision was mailed to you or told to you in person. At the end of this process you may appeal to the full Public Service Commission.

Can I seek a review by the courts?

Only when a full Commission makes its decision, can you seek a review by the courts. 

Is there anything else that I should know?

Yes. 

1) If you or a member of your household is receiving Public Assistance, you can apply through your caseworker for emergency financial assistance to pay your utility bill and avoid having your service shut off. 

2) If you or a member of your household has a health or medical problem that could be affected by having your utility shut off, contact the Public Service Commission hotline at 1-800-342-3355.

3) For more information about your rights as a utility customer, you can go to www.pulp.tc
 Please note: Each person’s situation is different and written materials cannot take the place of direct legal assistance from an attorney. If you need legal help or advice, you can consult www.LawHelp.org/NY for a referral directory of free legal services, or call the Association of the Bar of the City of New York at (212) 626-7373.
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