
W
hat if you have a 

com
plaint? 

If you have a dispute regarding electric, gas or 
w

ater service, the PSCW
 can help: 

Conservation &
 M

oving 
If you w

ould like inform
ation on conservation 

or are expecting to m
ove to another location, 

contact your utility. The utility can provide 
estim

ated energy costs at the new
 location, in 

the form
 of average energy used or the largest 

and sm
allest bills in the last tw

elve m
onths. As 

another note on conservation, it is 
recom

m
ended that w

ater heater therm
ostats be 

set no higher than 125° Fahrenheit. 

For m
ore inform

ation on conservation, go to 
FO

CU
SO

N
EN

ERGY.CO
M

 or call: 1-800-762-7077 

About Us 
The Public Service Com

m
ission of W

isconsin 
(PSCW

) is an independent regulatory agency 
dedicated to serving the public interest. The 
agency is responsible for the regulation of 
W

isconsin public electric, gas and w
ater utilities, 

including those that are m
unicipally-ow

ned, since 
1907. The PSCW

 w
orks to ensure that, in the 

absence of com
petition, adequate and reasonably 

priced service is provided to utility custom
ers.  

Contact U
s 

Phone (Local/Toll Free) 
General: 608-266-5481 / 888-

-3831 
Consum

er Affairs: 608-266-2001 / 800-225-7729 

W
eb

http://psc.w
i.gov 

You can also Log a Com
plaint Online at: 

http://

En la Com
isión de Servicios Públicos del estado de 

W
isconsin (PSCW

) podem
os ayudarle en español. 

Cuando llam
e a la PSCW

, sim
plem

ente indique que 
quisiera servicio en español, y conectarem

os a un 
intérprete a la línea.  
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Your Rights as a Residential 
Electric, Gas, or W

ater Utility 
Custom

er 

D
id you contact your utility 

to resolve the dispute?
• Both you and the utility m

ust
m

ake reasonable attem
pts to

resolve a dispute

N
o?

• Contact the utility using its
contact inform

ation included w
ith

the bill or notice

Yes?
• You m

ay contact PSCW
 Consum

er
Affairs to try to resolve the issue

Utility Custom
er 

Bill of Rights 



Disconnections 
A utility can disconnect your service for: 

 
N

onpaym
ent 

 
D

efault on a deferred paym
ent agreem

ent 
 

N
onpaym

ent of a deposit 
 

“N
am

e sw
itching” on an account w

here a 
custom

er did not pay their bill and 
continues to reside at that address 

 
Tam

pering w
ith utility equipm

ent 
 

Safety hazards or other em
ergencies 

 
Failure to provide access to a m

eter or 
utility-ow

ned equipm
ent 

 A utility m
ust: 

 
Send you notice before disconnection 
(except w

here there is a safety hazard or 
self-reconnection) 

 
Include the reason(s) for disconnection, 
w

ays to contact the utility, and the dispute 
procedure on the notice 

 W
inter Disconnection Rules 

 If a utility service provides the prim
ary heat source 

to your hom
e or im

pacts the prim
ary heat source to 

your hom
e (for exam

ple, w
ater or steam

 radiators), 
a utility cannot disconnect that service from

 
N

ovem
ber 1st through April 15th. Bef ore w

inter, the 
utility m

ust attem
pt to contact custom

ers w
hose 

service w
as disconnected for nonpaym

ent. Utilities 
are also required to check the custom

er’s w
ell- being, 

attem
pt to negotiate paym

ent plans, and inform
 the 

custom
er about any special assistance available to 

avoid disconnection. 
 M

edical or Protective 
Services Em

ergencies 
 If a disconnection w

ill aggravate a m
edical or 

protective services em
ergency, the utility m

ay delay 
service shut-off for up to 21 days. The utility m

ay 
require docum

entation from
 a professiona l involved 

w
ith the m

edical em
ergency or crisis. Contact your 

utility about any such special circum
stances. 

 
 Deposits 
Utility com

panies m
ay require a deposit for service to 

ensure paym
ent.  A standard deposit cannot exceed 

the sum
 of the tw

o largest consecutive bills during the 
last tw

elve m
onths.  A deposit requested due to 

nonpaym
ent during the w

inter m
onths cannot exceed 

the four highest consecutive bills during the last 
tw

elve m
onths. The follow

ing rules apply to paym
ent 

and refund of deposits: 

 
 For residential service, the deposit w

ill be refunded, 
w

ith interest, after 12 consecutive m
onths of prom

pt 
paym

ent.    
 

 
 Budget Billing &

 Deferred 
Paym

ent Agreem
ents 

(DPAs) 
 To m

anage high w
inter gas bills or high sum

m
er 

electric bills, ask your utility about budget paym
ent 

plans. This allow
s you to average estim

ated annual 
use into even m

onthly paym
ents. Every six m

onths, 
your paym

ent am
ount is readjusted to reflect your 

actual use.  At the end of a budget year, your bill is 
adjusted to correct over-billing or under-billing.   
 You m

ay also request a deferred paym
ent 

agreem
ent (D

PA) to pay a current or past due 
balance. A D

PA consists of a dow
n paym

ent on the 
balance and installm

ent paym
ents tow

ard the 
rem

aining balance negotiated betw
een you and 

your utility depending on your situation. If the 
installm

ent paym
ents are not paid, the utility m

ay 
disconnect your service. M

unicipal utilities m
ay not 

be required to offer a D
PA to som

e custom
ers.  

 Delinquent Bills Levied as 
a Tax or Lien 
 Under state law

, som
e delinquent m

unicipal utility 
bills m

ay be transferred as a tax to the property tax 
bill of the property ow

ner or as a lien on tenant’s 
personal assets.  
 M

eter Readings  
 Generally, m

eter readings are based on actual m
eter 

readings by the utility or the custom
er. If a utility 

cannot read your m
eter, a custom

er does not 
provide a reading, or there is an em

ergency, you 
m

ay receive an estim
ated bill. The PSCW

 requires 
electric and gas utilities to read your m

eter at least 
once every six m

onths and w
hen there is a change 

of custom
er. You m

ust allow
 utilities to perform

 
m

eter readings or your service can be disconnected.  
 

•
D

eposits can be requested if:
•

your service w
as disconnected during the 

last 12 m
onths for nonpaym

ent of an 
undisputed account or your initial 
application w

as falsified or incom
plete.

Existing Residential Custom
er

•D
eposits can be requested if:

•
you had debt incurred during the w

inter 
(N

ovem
ber 1st through April 15th)that 

w
as 80 days or m

ore past due and you 
had the ability to pay.

W
inter M

oratorium
 

•
D

eposits can be requested if:
•

you have an unpaid bill for utility service 
anyw

here in W
isconsin during the last six 

years w
hich rem

ains outstanding.

New
 Residential Custom

er

•
You do not have to post a deposit if you 
can docum

ent that your incom
e is at or 

below
 200 percent of the federal poverty 

guidelines. Please contact your utility, 
Energy Assistance, or the PSCW

 for 
additional inform

ation on low
 incom

e 
resources. 

Low
 Incom

e Custom
er 


