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Rule No. 11 

 
DISCONTINUANCE  AND  RESTORATION  OF  SERVICE 

(continued) 
 
B. 1.  h.  (e) occupants or the public.  Proof of age or handicap are described in 

Rule 11 B.1.e. 
 
  i. A reasonable attempt must be made by the utility to personally contact 

an adult person on the residential customer’s premises either by 
telephone or in person, at hours prior to discontinuance.  For elderly or 
handicapped residential customers, the utility shall provide at least 48 
hours’ notice by telephone or in person.  For these customers, if 
telephone or personal contact cannot be made, a notice of 
discontinuance of service shall be posted in a conspicuous location at the 
service address at least 48 hours prior to discontinuance.  Such notice 
shall be independent of, and in addition to, other notice(s) as may be 
prescribed in the utility’s tariffs. 

 
  j. Residential Customer’s Remedies Upon Receipt of Discontinuance 

Notice 
 
   (1) If upon receipt of a 10-day discontinuance notice, a residential 

customer is unable to pay, he must contact the utility before 
discontinuance of service to make payment arrangements to 
avoid discontinuance of service. 

 
   (2) If, after contacting the utility, the residential customer alleges to 

the Commission an inability to pay and that he is unable to make 
payment arrangements with the utility he should write to the 
Commission’s Consumer Affairs Branch (CAB) to make an 
informal complaint.  This action must be taken within the 10-day 
discontinuance of service notice. 

 
   (3) The CAB’s resolution of the matter will be reported to the utility 

and the residential customer within ten business days after 
receipt of the informal complaint.  If the customer is not satisfied 
with such resolution, he must file, within ten business days after 
the date of the CAB’s letter, a formal complaint with the 
Commission under Public Utilities Code Section 1702 on a form 
provided by the CAB. 

 
   (4) Failure of the residential as well as nonresidential customer to 

observe these time limits shall entitle the utility to insist upon 
payment or, upon failure to pay, to discontinue the customer’s 
service. 
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