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Consultation on Disconnection and Reconnection Practices
Phase One Meeting Summary
Meeting date

September 12, 2013

Time

10 a.m. to 2 p.m.

Location

Video conference AUC offices
Tenth floor, 10055 - 106 Street, Edmonton
Fourth floor, 425 First Street S.W., Calgary

Facilitator

AUC staff

Teleconference
Phone: 1-866-792-1318
Conference code: 8665992
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Introductions:
Name
Rebecca Ballantyne
Dave McNaughton
Roxanne Gill
Andrea Laroiya
Anne Glass
Maria Gray
Nathan Nagy
Robert Thomas
Gord Ravndahl
Lee Ann Tracey
Stan Smith
Ella Kulyk
Stacey Zinyk
Carol Benoit
Jennifer Bell
Cathy Gejdos
Michael Chinook
Karen Cooke
Kathie Brown
Wayne Stewart
Carla Pitura
Stacy Chambers
Cathy Sanderson
Dana Fifield
Naomi Broni
Kirsten Lojek
Jeff Anthofer
Christine Beck
Robby Sidhu

Disposition: Final

Company
Alberta Human Services - AISH
Alberta Human Services - Income Support
Alberta Human Services - Income Support
Alberta Utilities Commission
Alberta Utilities Commission
Alberta Utilities Commission
Alberta Utilities Commission
Alberta Utilities Commission
AltaGas Utilities Inc.
AltaGas Utilities Inc.
AltaGas Utilities Inc.
ATCO Electric
ATCO Electric
ATCO Gas
ATCO Gas
City of Lethbridge
City of Lethbridge
Direct Energy
ENMAX Power
ENMAX Power
ENMAX Encompass
ENMAX Encompass
EPCOR Distribution & Transmission
EPCOR Energy Alberta
EPCOR Energy Alberta
FortisAlberta Inc.
Link Energy
UCA
UCA
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Referral process – social service agencies to provide updated contact and process
information






The contact person for Alberta Works has changed and it was requested that the
regional offices be contacted first whenever possible. Representatives from Alberta
Works will distribute to the group a list of contact information for its six regional offices.
Alberta Works confirmed that its website links are current and that the contact center is
the central number to call (1-866-644-5135). However, in Edmonton the 1-866 needs to
be replaced with 780.
Retailers were asked to check if the Alberta Works contact number is correct on their
websites.

ACTION: Alberta Works to provide the group contact information for its six regional
offices.
ACTION: Retailers to check if the contact number for Alberta Works is correct on their
websites.
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The contact information for AISH is current and the group agreed that the process was
working well. The representative from AISH mentioned that calling the Alberta Supports
Contact Centre is the most effective first point of contact and it will re-direct parties to the
appropriate program depending on the situation.

Distributor site visit process








Disposition: Final

The question of whether retailers attempt to contact customers who have been
disconnected before sending their information to the distributor was posed to the group.
A number of the retailers present stated that they make three attempts to contact the
customer before passing on customer information to the distributor.
AUC staff asked the group about the timelines used last year.
o On October 11, retailers extracted the list of customers still disconnected after
payment has been received; then from October 11 to the end of October retailers
attempted to contact customers on the list; November 1, an updated list was
pulled and sent to the distributor. The November 1 list is what the distributor uses
to conduct its site visits.
o Both retailers and distributors confirmed that this timeline is good to use this year
as well.
The UCA was asked when it needs the list from the distributors.
o It was decided that neither the retailer or the distributor is to send this list,
containing customer information for those who have not been reconnected, to the
UCA as the UCA can only accept information contained in the template excel
document, as this document has been approved by the Alberta privacy
commissioner. The burden of altering the information in the excel list to make it
acceptable was not seen as necessary since the numbers of customers on this
list was so small.
One party questioned what the standard process was for situations where a customer
refuses to be reconnected, they are not receiving services from elsewhere and the
distributor identifies that there are vulnerable customers in the house, such as children,
who is responsible for contacting social services?
o Each distributor present seemed to have different policies for this type of
situation, and were asked to verify and confirm its company’s policies to ensure
there are documented steps to be taken if vulnerable customers are located at a
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site, such as passing that information on to the appropriate authorities or to the
UCA.
ACTION: Each distributor to check its policies for processes used when a vulnerable
customer is located at the site, but the customer refuses to be reconnected.
4

UCA process – group to discuss timelines and other changes to process for 2013/2014


UCA representatives were asked when they need the lists from retailers of customers in
arrears.
o Last year the process timeline was October 11, retailers ran the list; October 17
to the end of October the retailer attempted to contact the customer by letter
and/or phone; November 1, an updated list was pulled and information for those
customers in arrears was sent to the UCA using the excel template document,
those customers who were not in arrears got passed on to the distributor.
o The UCA would like to use the same timeline this year, receiving the list only
from the retailer.

ACTION: UCA to distribute to the group the excel template to use for providing customer
information for those customers who have not been reconnected, to the UCA.




Assuming it receives the list from retailers early enough on or before November 1, the
UCA will send a letter to customers in arrears on November 1 and will begin making
phone calls on November 12.
The group discussed circumstances where gas customers have been disconnected for
six months, and now a municipal permit is required for reconnection.
o The UCA would like to get these customers in touch with support services before
they reach the six month barrier. The UCA has information on this on its website
however, it was suggested that, for gas customers, the October 17 letter from
retailers should contain this information as well. It was agreed that the wording
found on the UCA’s website can be used in the letter.
o Direct Energy asked the UCA to send the wording and it would check into the
possibility of including this information in the October 17 letter.

ACTION: UCA to send language from its website, to Direct Energy, pertaining to the
requirement for municipality permits after gas customers have been disconnected for six
months.
ACTION: Direct Energy to look into including the language pertaining to the requirement
for municipality permits after gas customers have been disconnected for six months in
its October 17 letters to customers disconnected due to non-payment.


Disposition: Final

The UCA has noticed that there is inconsistency in retailer practice regarding payment
options for vulnerable customers. There was discussion around, for electricity, whether
retailers could accept partial payment and reconnect the customer but install a limiter on
the site. Retailers do not have the ability to determine if a limiter can be installed at the
site, it has to be done by distributors.
o The retailers present discussed that they would prefer to work with these
customers on a case-by-case basis to set up payment plans and not create a
standardized, documented process.
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