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% TOTAL Electric Gas
<=73.0 283,332$                                     200,000$                                     83,332$                                       
<=72.0 1,166,666$                                  1,000,000$                                  166,666$                                     
<=71.0 1,749,998$                                  1,500,000$                                  249,998$                                     
<=70.0 2,333,333$                                  2,000,000$                                  333,333$                                     

% TOTAL Electric Gas
<=85.0 283,332$                                     200,000$                                     83,332$                                       
<=84.0 1,166,666$                                  1,000,000$                                  166,666$                                     
<=83.0 1,749,998$                                  1,500,000$                                  249,998$                                     
<=82.0 2,333,333$                                  2,000,000$                                  333,333$                                     

TOTAL Electric Gas
>=1.0 283,332$                                     200,000$                                     83,332$                                       
>=1.2 666,666$                                     500,000$                                     166,666$                                     
>=1.4 1,749,998$                                  1,500,000$                                  249,998$                                     
>=1.7 3,333,333$                                  3,000,000$                                  333,333$                                     

TOTAL 7,000,000$                                  999,999$                                     

NOTES:
Dollar figures are revenue adjustment penalties if performance levels not met

NYSEG Service Standards: 2009
Customer Service

Customer Satisfaction Index
Target: >73%

Contact Satisfaction Index

PSC Complaint Rate

Target: >85%

Target: <1.0
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Jan Feb Mar Apr May Jun

Customer Satisfaction Index

  Percent of Customers Satisfied (Total Population)  (*) N/A N/A N/A N/A N/A N/A

Contact Satisfaction Index

  Percent of Customers Satisfied (Recent Contacts) 83.8% 77.7% 81.4% 79.1% 76.6% 78.2%

Consumer Complaints to PSC

  YTD Complaints per 100,000 Customers 40.0% 60.0% 50.0% 70.0% 80.0% 70.0%

* Visionary Research Survey Fielded Twice Per Year (June & October)

NEW YORK STATE ELECTRIC & GAS  Customer Service Indicators
2009
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New York State Electric & Gas Proposed

Indicator YTD Average 

  
Jun-

09 2008 2007 2006 2005

YTD 
2005- Jun 

2009

Appointments Kept 99.9% 99.9% 99.6% 95.0% 99.6% 98.4%

         

Billing Accuracy/Adjusted Bills 99.3% 99.26% 98.83% 96.74% 99.90% 98.8%

         

Telephone Answer Response 77.0% 58.0% 52.0% 27.0% 68.0% 56%

         

Estimated Readings 4.8% 4.6% 8.4% 9.9% 3.7% 6.1%
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% TOTAL Electric Gas
< 98.8 333,334$                                            291,667$                                            41,667$                                              
< 97.8 666,667$                                            583,334$                                            83,334$                                              
< 96.8 1,000,001$                                         875,000$                                            125,000$                                            
< 95.8 1,333,334$                                         1,166,667$                                         166,667$                                            

TOTAL Electric Gas
>=1.0 333,334$                                            291,667$                                            41,667$                                              
>=1.2 666,667$                                            583,334$                                            83,334$                                              
>=1.4 1,000,001$                                         875,000$                                            125,000$                                            
>=1.7 1,333,334$                                         1,166,667$                                         166,667$                                            

TOTAL Electric Gas
> 6.1 333,334$                                            291,667$                                            41,667$                                              
> 7.1 666,667$                                            583,334$                                            83,334$                                              
> 8.1 1,000,001$                                         875,000$                                            125,000$                                            
> 9.1 1,333,334$                                         1,166,667$                                         166,667$                                            

% TOTAL Electric Gas
< 56.0 333,334$                                            291,667$                                            41,667$                                              
< 55.0 666,667$                                            583,334$                                            83,334$                                              
< 54.0 1,000,001$                                         875,000$                                            125,000$                                            
< 53.0 1,333,334$                                         1,166,667$                                         166,667$                                            

% TOTAL Electric Gas
< 98.4 333,334$                                            291,667$                                            41,667$                                              
< 97.4 666,667$                                            583,334$                                            83,334$                                              
< 96.4 1,000,001$                                         875,000$                                            125,000$                                            
< 95.4 1,333,334$                                         1,166,667$                                         166,667$                                            

% TOTAL Electric Gas
<=85.0 333,334$                                            291,667$                                            41,667$                                              
<=84.0 666,667$                                            583,334$                                            83,334$                                              
<=83.0 1,000,001$                                         875,000$                                            125,000$                                            
<=82.0 1,333,334$                                         1,166,667$                                         166,667$                                            

TOTAL 7,000,002$                                         1,000,002$                                         

NOTES:
Dollar figures are revenue adjustment penalties if performance levels not met

Target: >85%, 2011 target TBD

Target: >=56%

Target: >=98.4%

Calls Answered within 30 seconds (Service Level)

NYSEG Service Standards: Proposed
Customer Service

Appointments Kept

Contact Satisfaction Index

PSC Complaint Rate

Estimated Meter Reads

Target: <1.0

Target: <=6.1%

Billing Accuracy
Target: >=98.8%
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Current Survey Methodology
NYSEG RG&E

Survey Population

Non- restricted by transaction type, but restricted by # per 
division
Random sample of 250 recent contacts per division per month
Random sample pulls all telephone incoming and walk-in office 
contacts. Includes all contact types/transactions.
~Average monthly returns for 2009 are at 240/month. (2880 annually)

Restricted by 4 transactions and 50% split between residential 
and non-residential
Random sample of 4 targeted transaction types (Billing, No Lights, 
Turn On/Off, Tree Trimming)
Vendor has quota of 100 completed surveys for each transaction each 
quarter, 50% residential and 50% non-residential. 

Completed Surveys
Average monthly returns for 2009 are at ~240/month.
(~2,880 annually)

Due to low number of tree trimming requests from non-residential 
customers we receive approximately 350 completed surveys each 
quarter. (~116/month)
(~1400 annually)

Type of Survey Mailed (Light paper, brochure with ability to refold and return) Telephone

Max. time Between Transaction & 
Response

Samples are pulled from previous month contacts, but mailing method 
creates opportunity to receive responses much later than 1 month 
from original transaction date

Sample pulls all contacts/completed orders for these transactions on a 
weekly basis and provided to vendor for contact within 1 week of 
transaction

Meaningful Data

% of Dissatisfied with no comment in comment section of survey
2008 = 22%
2009 = 17%

% of Dissatisfied with no comment to open ended benchmark 
question
2008 =0%
2009 =0%

Benchmark Question

Overall, I was satisfied with the service I received from NYSEG. 
[Agree Strongly=1, Agree Somewhat=2, Neither Agree/Disagree=3, 
Disagree Somewhat=4, Disagree Strongly=5)

First, using a scale from 0 to 10 where a ‘0’ would mean you are 
completely dissatisfied and a ‘10’
would mean you are completely satisfied, please rate your overall 
satisfaction with RG&E’s
performance in resolving your <insert transaction> issue.

Scale of Benchmark Question 1 - 5, with a score of 3-5 dissatisfied 0 - 10, with a target of >=7.6, a score of 0-7 = dissatisfied

Method of Calculation of Benchmark 
Question

Number of customers giving a satisfied score divided by total number 
of completed surveys.
Annual Calculation: Sum of satisfied customers divided by sum of 
completed surveys

Quarterly Calculation: Sum of the Average satisfaction for each 
transaction type weighted by number of completed surveys for each 
transaction
Annual Calculation: Average of the four quarter results

Placement of Benchmark Question Middle of survey 1st question

Statistical Reliability 95% +/-X% annually, 95% +/-5% bi-monthly 95% +/- X% annually, 95% +/-5% quarterly

Results Reported Monthly Quarterly  
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Proposed Survey Methodology

Proposed NYSEG Current RG&E Current

Survey Population

-Non-restricted by transaction type (Includes all contact 
types/transactions)
-Random Sample of 600 recent telephone and walk-in office 
contacts. (7200 annually)
NYSEG Changes: Eliminate restriction by division, increase monthly 
completed surveys
RG&E Changes: Eliminates transaction restriction and increase 
monthly completed surveys

Non- restricted by transaction type, but restricted by # per 
division
Random sample of 250 recent contacts per division per month
Random sample pulls all telephone incoming and walk-in office 
contacts. Includes all contact types/transactions.
~Average monthly returns for 2009 are at 240/month. (2880 annually)

Restricted by 4 transactions and 50% split between residential 
and non-residential
Random sample of 4 targeted transaction types (Billing, No Lights, 
Turn On/Off, Tree Trimming)
Vendor has quota of 100 completed surveys for each transaction each 
quarter, 50% residential and 50% non-residential. 

Completed Surveys Monthly Sample of Completed Surveys= 600; 7200 annually
Average monthly returns for 2009 are at ~240/month.
(~2,880 annually)

Due to low number of tree trimming requests from non-residential 
customers we receive approximately 350 completed surveys each 
quarter. (~116/month)
(~1400 annually)

Type of Survey Telephone Mailed (Light paper, brochure with ability to refold and return) Telephone

Max. time Between Transaction & 
Response

Sample pulls all contacts/completed orders for all recent contacts on a 
weekly basis. Provide data to vendor for contact within 1-2 weeks of 
transaction

Samples are pulled from previous month contacts, but mailing method 
creates opportunity to receive responses much later than 1 month 
from original transaction date

Sample pulls all contacts/completed orders for these transactions on a 
weekly basis and provided to vendor for contact within 1 week of 
transaction

Meaningful Data

Planned % of Dissatisfied with no comment to open ended benchmark 
question
2008 =0%
2009 =0%

% of Dissatisfied with no comment in comment section of survey
2008 = 22%
2009 = 17%

% of Dissatisfied with no comment to open ended benchmark 
question
2008 =0%
2009 =0%

Benchmark Question TBD with Collaborative

Overall, I was satisfied with the service I received from NYSEG. 
[Agree Strongly=1, Agree Somewhat=2, Neither Agree/Disagree=3, 
Disagree Somewhat=4, Disagree Strongly=5)

First, using a scale from 0 to 10 where a ‘0’ would mean you are 
completely dissatisfied and a ‘10’
would mean you are completely satisfied, please rate your overall 
satisfaction with RG&E’s
performance in resolving your <insert transaction> issue.

Scale of Benchmark Question 1-10, with disatisfaction score evaluation TBD with Collaborative 1 - 5, with a score of 3-5 dissatisfied 0 - 10, with a target of >=7.6, a score of 0-7 = dissatisfied

Method of Calculation of Benchmark 
Question

Number of customers giving a satisfied score divided by total number 
of completed surveys.
Annual Calculation: Sum of satisfied customers divided by sum of 
completed surveys

Number of customers giving a satisfied score divided by total number 
of completed surveys.
Annual Calculation: Sum of satisfied customers divided by sum of 
completed surveys

Quarterly Calculation: Sum of the Average satisfaction for each 
transaction type weighted by number of completed surveys for each 
transaction
Annual Calculation: Average of the four quarter results

Placement of Benchmark Question TBD with Collaborative Middle of survey 1st question

Statistical Reliability With the increase to 7200 completed surveys, 95% +/-1% 95% +/-X% annually, 95% +/-5% bi-monthly 95% +/- X% annually, 95% +/-5% quarterly

Results Reported Monthly Monthly Quarterly  
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NYSEG Mailed Survey (2009 cost)
Current Contact Sat Survey Methodology - Mailed Survey and reminder post card

Monthly postage cost of mailing surveys = $1,450 per month
Monthly postage cost of reminder post cards = $725 per month
Reprint cost of surveys for 2010 = $5,234 month of Dec
Reprint cost of postcards for Fall/Winter = $3,197 month of Oct
Reprint cost of postcards for Spring/Summer = $2,284 month of April
Monthly postage cost of returned surveys (at $0.42 per return and average 240 returns ea = $101 per month
Administration (labor) costs for data entry (25 hours/month @ $25.75/hour 1st 6 mths & @$26.5 2nd 6 mths) = $644 per month 1st 6 mths

= $663 per month 2nd 6 mths

Jan Feb Mar April May June July Aug Sept Oct Nov Dec IO
Existing Mailed Survey $2,819 $2,819 $2,819 $5,103 $2,819 $2,819 $2,838 $2,838 $2,838 $6,035 $2,838 $8,072 25230014
Existing Mailed Survey $101 $101 $101 $101 $101 $101 $101 $101 $101 $101 $101 $101 25225000

Total Cost (including labor) $45,869  
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NYSEG Cost Summary 

 
Contact Satisfaction Measure: Costs from 7/1/2009 to 8/31/2011 by month
Reflects Costs for Contact Satisfaction Surveys (Benchmarking and transition to new survey included)

NYSEG Jan Feb Mar April May June July Aug Sept Oct Nov Dec Total
2009 $2,920 $2,920 $2,920 $5,204 $2,920 $2,920 $2,939 $2,939 $2,939 $6,136 $2,939 $14,173 $51,869

2010 $4,876 $21,576 $2,376 $23,860 $2,376 $21,576 $2,376 $21,576 $2,376 $27,773 $2,376 $21,576 $154,693

2011 $0 $19,200 $0 $19,200 $0 $19,200 $0 $19,200 $0 $19,200 $0 $19,200 $115,200  
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Low Income Programs Summary 

As of June 30, 2009 

    NYSEG   

Criteria   Power Partner Full 
Power Partner 

BASIC 
Gas Affordable 

Energy   

Mandated # of Customers   36,000 n/a n/a   

Enrollment as of 6/30/2009   22,271 14,265 17,455   
            

 Eligibility           

Income   

200% of Federal 
Poverty Level or HEAP 

whichever is greater HEAP HEAP   

Heating - Electric   yes yes     

Heating - Gas       yes   

Non Heating - Electric   yes yes     

Non Heating - Gas       yes   
            

Rate Reduction - Monthly Savings           

Electric Meter - Heating or Non-Heating   $9.57 $9.57      

Electric Meter - Day/Night Service   $14.29 $14.29      

Electric Meter - Heating           

Gas Meter - Heating       $6.60   

Gas Meter - Non-Heating       $2.60   

Gas Meter - Aggregation Heating       $6.60   

Gas Meter - Aggregation Non-Heating       $4.60   
            

Arrears Matching   Up to $100/yr n/a n/a   

Arrears Forgiveness   n/a n/a n/a   
            

NYSERDA Referral   yes yes yes   
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NYSEG Low Income Program Proposal 
 
Grandfather in current arrears participants who meet guidelines of new program – arrears of $4,800 or 
less and greater than $240.  
 
Program Highlights: 
Bill Reduction Program: 

 Target enrollment levels would be all HEAP eligible customers – approximately 45,000 for 
NYSEG 

 Customers will be enrolled in program once they had received a HEAP grant.   
 Must receive a HEAP grant within a 14 month period to remain on program.  
 Bill reduction would be $15 dollars per meter, displayed as a bill credit.  
 As long as receiving HEAP, could remain in the program.  
 Customers may be referred to NYSERDA depending on program availability. 

 
Arrears Forgiveness Program: 
Enrollment guidelines: 

 Customers must complete and sign an application form to be considered.  
o Enrollment in this program satisfies the HEFPA requirement for enrollment in a minimum 

installment plan; and therefore, no further installment plans would be offered upon 
termination from this program.  

o Customer signature also allows for release of their account information to NYSERDA.  
 Must be a current residential NYSEG or RG&E customer with active service. Program will apply 

to customer’s primary residence.  
 Customers must have received HEAP within the last 14 months or be HEAP income eligible.  For 

customers new to service territory or newer arrears situation, eligibility can be proven by income 
eligibility or proof of HEAP grant.  

 Arrears guidelines for participation would be between $240 minimum and $4800 maximum.  
 Customers will be allowed to participate in the Arrears Reduction program for one 36 month 

period. 
 
Program Benefits: 

 Customers will be referred to NYSERDA which includes optional budget counseling component.  
 Account balance at the point of enrollment is held in abeyance and not subject to collection 

activity.  
 Bill reduction benefit. 

o Customer will be part of Bill Reduction program and receive fifteen dollars per meter 
displayed as a bill credit.   

 Monthly arrears forgiveness. 
o At the end of each month the customer pays on time they receive arrears forgiveness of 

1/24th of arrears amount at time of enrollment.  
 Customer has up to 36 months to complete the program. 

o Customers have 24 opportunities in 36 months to make timely payments and receive 
arrears reduction of 1/24th of arrears enrollment amount.  

 
Customer Responsibilities: 

 Budget billing is required.  
 Application for HEAP grants is required. 

o Customers would be required to apply for HEAP (EHEAP if gets a notice) and could 
remain on the program while receiving this assistance. HEAP and EHEAP payments 
would be applied to current bill with any remaining credit balance remaining on account.  

o Should a customer’s financial condition change to the positive while on the program, the 
balance of the three year program will be honored by the utility. Customers may be 
required to provide financial documentation to confirm they are no longer eligible for 
HEAP.  
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 If customer falls behind they would be required to catch up missed payments to remain in the 
program. Would not be entitled to retroactive credits during delinquent periods. 

 No further Installment plans (IP) are allowed under this program for arrears accumulated while on 
the program.   

 Once customers have completed this program, they will continue in the Rate Reduction program.  
 
Termination: 

o If the customer is shut off for no payment. 
o Move out of service area. 
o Go on DSS voucher or guarantee.  
o Customer completes 36 months and arrears not paid off. 

 
Re-enrollment: 

o Move within service area (amount in withheld will not exceed amount held at time of 
move). 

 Will have only balance of 36 months remaining from when program was 
suspended. 

o Come off voucher/guarantee (amount withheld will not exceed amount held at time they 
went on voucher/guarantee). 
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SUMMARY 
Defaulted Installment Plans (IPs) and HEAP 

      

DEFAULTED IPs 2009* 2008 2007 2006 2005 

NYSEG   

Total # of IPs 42,013 41,621 49,530 N/A N/A 

Defaulted # of IPs 15,821 16,195 14,142 N/A N/A 

% of Defaulted IPs 38% 39% 29% N/A N/A 

      

HEAP           

HEAP Season 2008-2009 2007-2008 2006-2007 2005-2006 2004-2005 

NYSEG   

# of Regular and Emergency Grants 
Applied to Customer Accts 

72,240 58,295 52,007 N/A N/A 

# of Customer Accts Received a Regular 
and/or Emergency HEAP Grant 

55,693 43,532 40,585 N/A N/A 

HEAP Dollars Received thru Regular and 
Emergency Grants 

$32,333,316 $20,953,138 $18,717,307 N/A N/A 

Percent Increase in Customers 27.9%   
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NYSEG Households Served Through EmPower New York     

       

Total Jobs Completed to Date       

NYSEG  (7/1/2004 to 7‐30‐2009)  11,236    

RG&E (7‐1‐2006 to 7/30/2009)  1,783    

       

Jobs for Period  8/6/2008‐ 8/6/2009       

NYSEG        

Number of Households Served: 1754        

         

Major Measures*  Number of Jobs     

Refrigerator Replacement  637    

Freezer Replacement  155    

Domestic Hot Water Replacement  88    

Insulation/ Air Sealing  189    

Heating Repair/ Replacement  146    

         

       

Estimated savings for households receiving Electric Reduction measures only: 1350 KWh 

Estimated savings for households receiving  Electric Reduction plus Home Performance 
measures:  1350 KWh, 210 Therms 

       

*Additional measures include custom, health and safety and other measures 
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NYSEG Low Income Program
   

All HEAP customers – 55,693  55,693

Bill Reduction Cost (# of HEAP cust above x $15/meter x (gas 6.11%, electric 
71.83%, 22.06% combination) x 12 $12,236,198

   

Total Customers in Arrears Forgiveness Program (Power Partner 
grandfathered and new enrollees) 12621

   

Customer Count (grandfathered from Power Partner program with arrears 
meeting criteria $240 - $4800, as of June 30, 2009) 2621

Average arrears 1/24 payment for Power Partner customers (reviewing Power 
Partner accounts meeting the criteria of $240 - $4800 and averaging their 

arrears = $1002/24 monthly payments) $42 

Arrears Forgiveness Cost (average arrears of PP cust = $42/mos x 12 mos x 
2621(# of cust)= $1,320,984

   

Customer Count (possible count for additional cust to enroll in program) 10,000

Average Arrears 1/24 payment for NYSEG (total res arrears $/total arrears 
custs = $1071/24 payments = $45) $45 

Arrears Forgiveness Cost (cust count x aver arrears 1/24th payment) $5,400,000
   

Total Arrears Forgiveness (totals for grandfathered PP and additional cust 
enrolled in program) $6,720,984

   

Total Bill Reduction and Arrears Forgiveness Components $18,957,182
   

Administrative Cost  $2,230,477
Administrative Cost - Percent  11%

   

Total  (Bill Reduction, Arrears Forgiveness Plus Admin Costs) $21,187,659
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Proposed Low Income Program for NYSEG 
 

    

One Time Costs Proposed Program 
System changes to support new program $184,375 

Outreach to tell current customers about new program $53,592 

Outreach to current Power Partner/GAE informing them of changes 
to the program and their status $21,627 
Total Initial Costs $259,594 
    
Office   
Facilities Cost (set up cubicles and computers) $9,000 
    
Total NYSEG $268,594 
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Proposed Low Income Program Brochure ---- DRAFT 
Last page is a tear off return form. 
 
You Pay – We Pay! 
It’s that simple. 
 
The Low Income Assistance Program (program name to be determined) provides payment 
assistance for eligible customers of NYSEG/RG&E with a past due balance.  Customers receive 
a monthly bill reduction and an arrears forgiveness allowance to help pay off their arrears.   
 
If you have received a HEAP grant in the last 14 months, or are HEAP eligible, you may qualify 
for NYSEG’s/RG&E’s Low Income Assistance Program. When you pay your monthly budget 
bill on time and in full NYSEG/RG&E will make a payment on your arrears.  You pay – we pay. 
 
To be eligible for the program you must: 

 Be a current residential NYSEG/RG&E customer with active service at your primary 
residence. 

 Have arrears of no less than $240 and no greater than $4,800 on your account. 
 Have received a HEAP grant on your NYSEG/RG&E account in the last 14 months OR 

provide proof of income that you meet the HEAP guidelines. 
 
Benefits: 

 Your account balance at the time of enrollment will be placed on hold and not subject to 
collection activity. 

 You will receive a monthly bill reduction of $15 for each active meter on your primary 
residence to be applied to the current charges due (not to exceed one electric meter and 
one natural gas meter). 

 When you pay your current budget bill in full and on time NYSEG/RG&E will pay 1/24th 
of your balance which was originally placed on hold.  For example if you have $1,200 on 
hold we will pay $50 when you pay your current charges in full and on time. 

 You have 24 opportunities in 36 months to make timely payments and receive an arrears 
reduction credit of 1/24th. 

 You will be referred to an energy services agency such as the New York State Energy 
Research and Development Authority (NYSERDA) and may qualify for free energy 
services upgrades and optional budget counseling workshops. 

 
Customer Responsibilities: 

 You must complete and sign the Low Income Program application form to be considered.  
If a HEAP grant has not been posted to your NYSEG/RG&E account in the last 14 
months, you will need to enclose proof of income eligibility in order for your application 
to be processed.  Please provide a photocopy of ONE of the following: 

o A copy of a qualifying award letter for programs such as HEAP (for an 
alternate fuel supplier), Food Stamps, HUD Housing, Medicaid, Medicare  
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o Part D, Temporary Assistance, WIC, Child Health Plus, Family Health 
Plus or Reduced/Free School Lunch Program. 

o A copy of your federal income tax return. 
o Proof of monthly household income such as Social Security, Pension, 

Disability, SSI/SSD, or paycheck stubs for the last four weeks. 
 If you fall behind in your payments you would be required to catch up missed payments 

to remain in the program and would not be entitled to retroactive credits during 
delinquent periods.  Any current bills that fall past due would be subject to collection 
activity.  

 You would be required to apply for HEAP (emergency HEAP if you get a shutoff notice) 
and could remain in the program while receiving emergency HEAP assistance.  Regular 
HEAP and emergency HEAP payments would be applied to your current bill charges.  
Any remaining credit balance would be applied to current charges on future bills until it 
is used up. 

 You must agree to be on Budget Billing. 
 You must complete the program in 36 months.  The Low Income Program is a one-time 

enrollment opportunity. 
 Once you have successfully completed the program you will continue to receive the bill 

credit of $15 per active meter as long as you continue to receive HEAP. 
 
You can be terminated from the Low Income Program if you: 

 Fail to make three (3) consecutive bill payments. 
 Move out of our service area. 
 Go on DSS Voucher or Guarantee programs. 
 Complete 36 months in the program and the arrears are not paid off. 

 
You may be re-enrolled if you: 

 Move within our service area and were still in good standing on the program at the time 
of the move.  The amount on hold will not exceed the amount held at the time of your 
move.  You will only have the balance of the 36 months remaining at the time of your 
move. 

 Came off DSS Voucher or Guarantee programs.  The amount on hold will not exceed the 
amount held at the time you went on Voucher or Guarantee and you will only have the 
balance of the 36 months remaining at the time you went on the DSS program. 
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Low Income Program Application Form 
 
 
Name ________________________________________________________________ 
 
Spouse’s Name  _________________________________________________________ 
 
Address  _______________________________________________________________ 
 
City _________________________________________________________________ 
 
State ___________________________________  Zip  __________________________ 
 
Daytime Phone  __________________________________________________________ 
 
NYSEG/RG&E Account # __________________________________________________ 
 
In order to process your application you will need to enclose proof of income eligibility if a HEAP grant has not 
been posted to your NYSEG/RG&E account in the last 14 months.  Please provide a photocopy of ONE of the 
following: 

o A copy of a qualifying award letter for programs such as HEAP (for an alternate fuel supplier), Food 
Stamps, HUD Housing, Medicaid, Medicare Part D, Temporary Assistance, WIC, Child Health Plus, 
Family Health Plus or Reduced/Free School Lunch Program. 

o A copy of your federal income tax return. 
o Proof of monthly household income such as Social Security, Pension, Disability, SSI/SSD, or paycheck 

stubs for the last four weeks. 
 
Participation in the Low Income Program shall take the place of any Installment Plan agreement 
otherwise available through the Public Service Law and regulations for any amounts owed to 
NYSEG/RG&E at the time of program entry.  Because the Low Income Program is a no down payment, 
zero installment program which provides forgiveness of pre-Low Income Program arrears when timely 
payment is made on current discounted bills, it is more generous than an Installment Plan under Public 
Service Law and regulations.  By signing this application you consent to these terms and agree that the 
Low Income Program arrearage forgiveness is the sole arrangement you will be given to avoid 
disconnection of service for non-payment.  No further Installment Plan is allowed under this program for 
arrears accumulated while on the program. 
 
Agreement Signature: 
Your signature indicates your agreement that you fully understand the requirements of the Low Income 
Program and that all of the information provided in this application is true and accurate.  Your signature 
also gives us permission to release your account information to an energy services agency such as 
NYSERDA to ensure that you have the opportunity to receive all available assistance for which you are 
qualified.  Your information will remain confidential among these agencies and NYSEG/RG&E.  Your 
signature also indicates you understand that all bills must be paid on time and in full in order to receive 
the full benefit of the Low Income Program, and that no other Installment Plan will be offered in 
connection with pre-program amounts owed to NYSEG/RG&E. 
 
Signature  ______________________________________________________________ 
 
Date  __________________________________________________________________   
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NYSEG Write-Offs, Net of Recoveries 
Electric   

2007 14,181,714  
2008 17,609,979  

Gas   
2007 8,886,859  
2008 9,637,798  

Total   
2007 23,068,573  
2008 27,247,777  
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Data from CCS on June 30, 2009 

Arrears as of 6/30/2009 
                        
  Aging        

 Current 1-30 31-60 61-90 91-120 121 plus Total Arrears   >90   
NYSEG $82,845,297 $13,974,474 $6,806,104 $5,381,753 $5,234,355 $26,558,606 $140,800,588 $57,955,291   $31,792,961 54.9% 
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Percent of arrears by aging 
Data from CCS Arrears reports

NYSEG   1 - 30 days 31 - 60 days 61 90 days > 90 days 

Jun-08   26.8% 12.3% 9.9% 51.0% 

Jun-09   24.1% 11.7% 9.29% 54.9% 
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NYSEG June 2009 

Description Count   Arrears  
Minimum DPA (avg length 10.8 years) 14241  $17,470,930.13  
Life Support 437  $     536,852.94  
Elderly, Blind, Disabled (EBD) 7721  $  3,918,128.69  
Medical Holds 173  $     251,840.66  
DSS Abeyance Accts 1495  $  1,858,883.97  

Total 24067  $24,036,636.39  

 
 

Data from CCS reports on June 26, 2009
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Data from CCS reports 
 
 
 
 

NYSEG UNCOLLECTIBLES  

  
Number Uncollectible 

Accounts Dollars Uncollectible Accounts 
Average Cost Per 

Customer 
 May2009 

YTD Res 
Non-
Res Total # Accts Res Non-Res Total $ Accts Res Non-Res 

Totals 15,450 1,263 16,713 $3,964,308 $1,330,976 $5,295,284 $257 $1,054 

                  

  Number Uncollectible Accounts Dollars Uncollectible Accounts 
Average Cost Per 

Customer 

2008 Res Non-Res 
Total # 
Accts Res Non-Res Total $ Accts Res Non-Res 

Totals 52,987 3,863 56,850 $25,428,099 $2,129,326 $27,557,425 $480 $551 

         

  Number Uncollectible Accounts Dollars Uncollectible Accounts 
Average Cost Per 

Customer 

2007 Res Non-Res 
Total # 
Accts Res Non-Res Total $ Accts Res Non-Res 

Totals 61,246 3,972 65,218 $21,552,819 $2,324,084 $23,876,903 $352 $585 

         

  Number Uncollectible Accounts Dollars Uncollectible Accounts 
Average Cost Per 

Customer 

2006 Res Non-Res 
Total # 
Accts Res Non-Res Total $ Accts Res Non-Res 

Totals 60,309 4,793 65,102 $18,807,725 $2,049,269 $20,856,994 $312 $428 
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Residential Write Off Correlation to Years Of Service   

7/2008 Through 6/2009   

   

                   
NewCustomer (All)                  

Xfer (All)                  

                   

Count of Contract   Yr Mm                             

    2008           
2008 
Total 2009           

2009 
Total 

Grand 
Total   

Company YrsSvc 7 8 9 10 11 12   1 2 3 4 5 6     % 
Total 
% 

NYSEG <1 2,049 2,128 2,156 2,123 1,598 2,586 12,640 1,414 1,263 1,233 1,524 1,798 1,973 9,205 21,845 57% 57% 

  1 594 669 786 684 551 1,001 4,285 520 428 353 481 578 673 3,033 7,318 19% 76% 

  2 206 242 245 244 273 388 1,598 184 159 147 192 252 264 1,198 2,796 7% 83% 

  3 108 82 121 133 108 244 796 101 105 69 137 115 136 663 1,459 4% 87% 

  4 54 57 72 91 64 123 461 63 48 54 76 83 105 429 890 2% 89% 

  5+ 324 319 321 384 295 548 2,191 309 294 221 286 355 414 1,879 4,070 11% 100% 

NYSEG Total   3,335 3,497 3,701 3,659 2,889 4,890 21,971 2,591 2,297 2,077 2,696 3,181 3,565 16,407 38,378     

 
 
Data from CCS reports
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NYSEG Analysis of Residential Write-off (July 2008 – June 2009) 
 

 

 
Residential Write-Off (July 2008-June 

2009) Totals % 

Customer With Previous Debt 
 

7,815  20.40% 

New Customer with No Prior History 
 

22,824  59.50% 
NYSEG 

Total Account in Write-off 
 

38,378  79.90%  
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Source: Fair Isaac Corporation 
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NYSEG  

Rate Year 1 (Sept 2010 - August 2011) 

Total Payment Quantity* 9,801,267 

Credit Card Payment Quantity  1,208,823 

Average Fee Per Transaction** $1.00  

Total Cost $1,208,823  

Rate Year 2 (Sept 2011 - August 2012) 

Total Payment Quantity 9,801,267 

Credit Card Payment Quantity  1,960,253 

Average Fee Per Transaction $1.00  

Total Cost $1,960,253  

Rate Year 3 (Sept 2012 - August 2013) 

Total Payment Quantity 9,801,267 

Credit Card Payment Quantity  1,960,253 

Average Fee Per Transaction $1.00  

Total Cost $1,960,253 

Rate Year 4 (Sept 2013 - August 2014) 

Total Payment Quantity 9,801,267 

Credit Card Payment Quantity  1,960,253 

Average Fee Per Transaction $1.00  

Total Cost $1,960,253  

Rate Year 5 (Sept 2014 - August 2015) 

Total Payment Quantity 9,801,267 

Credit Card Payment Quantity  1,960,253 

Average Fee Per Transaction $1.00  

Total Cost $1,960,253  

 
* Total Payment Quantity equals the number of payments received January 1, 2008 through December 30, 2008.  For the 

purposes of this exhibit, these amounts were held flat. 

** The Average Fee Per Transaction of $1.00 is derived from the sum of $.70 per transaction credit card fee for utilities (Average 
of MasterCard and Visa fees) plus $.10 per transaction acquirer fee (i.e., Bank of America) plus assessment fee of .00095 
times average NYSEG payment of $206.95 (i.e., $.70 + $.10 + (.00095*$206.95) = $1.00 Average Fee Per Transaction). 
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INDEX OF WORKPAPERS SUPPORTING 
DIRECT TESTIMOY OF THE CUSTOMER SERVICE PANEL (NYSEG) 

Exhibit 
Reference 

Description of Exhibit No. 
WP 

Title of Workpaper (or WP) 
File 

Content of Workpaper WP 
Format 

Trade 
Secret 

NYSEGCSP-1 Customer service performance 
mechanism 

0     

NYSEGCSP-2 June 2009 year-to-date customer 
service performance indicators 

0     

NYSEGCSP-3 Proposal to use 5-year average to set 
new targets for improving customer 
satisfaction 

0     

NYSEGCSP-4 Proposed mechanisms and targets for 
customer service 

0     

NYSEGCSP-5 Current survey methodology at both 
Companies 

0     

NYSEGCSP-6 Proposed survey methodology for both 
Companies 

0     

NYSEGCSP-7 Current mailed survey cost 0     

NYSEGCSP-8 Contact satisfaction survey cost 1  WP Cost.doc  NYSEG Contact Satisfaction Index and 
Customer Satisfaction Index Measure –Cost 
Work Paper 

.doc No 

NYSEGCSP-9 Low income programs summary 2  NYSEGCSP-9-WP Power 
Partner Cust Counts 

 NYSEGCSP-9-WP GAE #s 

 LIG installation list and LIG Counts by 
Installation with CA Indicator 

 Gas Affordable Energy Program Expenses 
2009 

.xls 
 

.pdf 

No 
 

No 

NYSEGCSP-10 Low income programs proposal 0     
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INDEX OF WORKPAPERS SUPPORTING 
DIRECT TESTIMOY OF THE CUSTOMER SERVICE PANEL (NYSEG) 

Exhibit 
Reference 

Description of Exhibit No. 
WP 

Title of Workpaper (or WP) 
File 

Content of Workpaper WP 
Format 

Trade 
Secret 

NYSEGCSP-11 Summary of defaulted installment plans 
and HEAP information 

3  NYSEGCSP-11-WP 
Defaulted IPs 

 NYSEGCSP-11-13-WP 
HEAP #s 

 NYSEGCSP-11-13-WP PSC 
HEAP report 

 Defaulted IPs 
 

 HEAP numbers 
 

 HEAP Data for 2007-2008 Season and 
2006-2007 Season 

.xls 
 

.xls 
 

.xls 

No 
 

No 
 

No 

NYSEGCSP-12 Recent benefits received by Power 
Partner customers 

0     

NYSEGCSP-13 Enrollment levels and associated costs 
of proposed low income programs 

5  NYSEGCSP-11-13-WP 
HEAP #s 

 NYSEGCSP-11-13-WP PSC 
HEAP report 

 NYSEGCSP-13-WP Meter 
Split 

 NYSEGCSP-13 WP-PP 
Arrears 

 NYSEGCSP-13-WP Admin 
Costs 

 HEAP numbers 
 

 HEAP Data for 2007-2008 Season and 
2006-2007 Season 

 Count by ADID and Fuel – NYSEG (By 
CA) 

 PP and customer accounts with arrears 

 Proposed Low Income Program Budget 

.xls 
 

.xls 
 

.xls 
 

.xls 

.xls 

No 
 

No 
 

No 
 

No 

No 

NYSEGCSP-14 One-time start up costs for low income 
programs 

2  NYSEGCSP-14 -P IT Spec 
LIP 

 NYSEGCSP-14-WP 
Outreach Costs 

 IT Spec requirement for low income rate 
reduction program 

 Proposed Outreach Low Information 
Program Budget 

.xls 
 

.xls 

No 
 

No 

NYSEGCSP-15 Proposed low income brochure and 
application 

1  NYSEGCSP-15-WP National 
Fuel App 

 National Fuel LICAPP Application .pdf No 

NYSEGCSP-16 Uncollectible expense increases 1  NYSEGCSP-16-uncollectible 
expense 

 Monthly write-offs, net of recoveries for 
2007 and 2008 

.xls No 

NYSEGCSP-17 Arrears as of June 30, 2009 0     
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INDEX OF WORKPAPERS SUPPORTING 
DIRECT TESTIMOY OF THE CUSTOMER SERVICE PANEL (NYSEG) 

Exhibit 
Reference 

Description of Exhibit No. 
WP 

Title of Workpaper (or WP) 
File 

Content of Workpaper WP 
Format 

Trade 
Secret 

NYSEGCSP-18 Percent of arrears by aging as of June 
30, 2009 

1  NYSEGCSP-18 WP-Aging 
Buckets 

 Aging buckets for June 2008 and June 2009 .xls No 

NYSEGCSP-19 Number of customers and arrears for 
customers in payment agreements 

0     

NYSEGCSP-20 Webpage from ODTA on HEAP 
funding 

0     

NYSEGCSP-21 Uncollectibles accounts information 
from 2006 through May 2009 

0     

NYSEGCSP-22 Residential write-off from July 2008 
through June 2009 

1  NYSEGCSP-22-WP-Term of 
Service 

 Residential Write Off Correlation to Years 
of Service 7/2008 Through 6/2009 for 
contract quantities and service dollars 

.xls No 

NYSEGCSP-23 Analysis of residential write-off from 
July 2008 through June 2009 

1  NYSEGCSP-23-WP-New 
and Prior Debt Cust 

 Residential New Customers Written Off 
7/2008 Through 6/2009 and Balance 
Transfers Written Off 7/2008 Through 
6/2009 

.xls No 

NYSEGCSP-24 Chart on the national distribution of 
FICO score range 

1  NYSEGCSP-24-WP-
Understanding your credit 
score 

 Understanding Your FICO Score Booklet .pdf No 

NYSEGCSP-25 Estimated fees associated with 
customer use of credit cards 

3  NYSEGCSP-25-WP-Visa 
Rates 

 NYSEGCSP-25-WP 2008 
payment volume 

 NYSEGCSP-25-WP 
Mastercard Rates 

 Visa brochure on interchange 
reimbursement fees 

 Payment quantities and dollars 
 

 MasterCard Worldwide U.S. and 
Interregional Interchange Rates 

.pdf 
 

.xls 
 

.pdf 

No 
 

No 
 

No 

 
 


