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        December 8, 2025 
 
VIA ELECTRONIC MAIL AND HAND DELIVERY 
 
 
Stephanie De La Rosa, Commission Clerk  
Rhode Island Public Utilities Commission 
89 Jefferson Boulevard  
Warwick, RI  02888  
 
Re:   Docket No. 25-57-GE-The Narragansett Electric Company d/b/a Rhode Island Energy  
         Petition to Amend Termination Rules, Cash Payments in the Field 
         Responses to PUC Data Requests – Set 1  
  
Dear Ms. De La Rosa: 
 

On behalf of The Narragansett Electric Company d/b/a Rhode Island Energy (the “Company”), 
enclosed for filing are the Company’s responses to the Rhode Island Public Utilities Commission’s First 
Set of Data Requests in the above-referenced matter.   

 
Please do not hesitate to contact me if you have any questions.  Thank you for your attention to 

this matter. 
 
         Very truly yours, 
 

        
          
          Robert J. Humm  
 
Enclosures 
 
cc: Docket No. 25-57-GE Service List 
 John Bell, Division 
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I hereby certify that a copy of the cover letter and any materials accompanying this certificate was 
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PUC 1-1 
 

Request: 
 
The Company’s proposed amendment to 810-RICR-10-00-1.8(C) reads:  

 
“The public utility’s field personnel shall not be required to accept cash payment, but shall accept 
payment by personal check, bank check, money order, credit card, or debit card. The field 
personnel will assist a customer who chooses to make a payment by credit card or debit card. If a 
customer then fails to make such payment, the public utility’s field personnel may disconnect 
service to the customer’s premises.” 

 
a. Please explain whether a customer who does not have a checking account would be able 

to avoid disconnection of service by leaving the premises and making a cash payment at a 
Western Union or a Company pay station while the cut-off is in progress. If not, please 
explain why not, and the time delay between when payment is furnished to when the 
customer’s service would be restored. 
 

b. Please explain whether a customer who does not have a checking account would be able 
to avoid disconnection of service by leaving the premises to obtain a bank check or 
money order to tender to field personnel while the cut-off is in progress. If not, please 
explain why not, and the time delay between when payment is furnished to when the 
customer’s service would be restored. 
 

Response: 
 
a. and  b. 
 
No, if the Company’s field representative has already arrived at the customer’s premises to 
disconnect service, the customer cannot leave the premises and make a cash payment at a 
Western Union, or to obtain a bank check or money order, while the cut-off is in progress to 
avoid the disconnection of service.  When a field representative arrives at a customer’s premises 
for the purpose of collections and service disconnection, the customer must make payment to, or 
with the assistance of, the field representative while the representative is on site; otherwise, the 
customer’s service will be disconnected.  By the time the field representative is present at the 
customer’s premises to disconnect service, the customer has been provided multiple 
opportunities to pay the outstanding balance for their service, and the Company has contacted the 
customer multiple times to inform the customer of the termination date.  In addition to the 
customer’s monthly bill, the Company’s communications to the customer include a letter sent ten 
days prior to the date of termination, as well as up to three phone call attempts to the customer.  
The Company’s communications to the customer provide the customer with notice and time to 
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Prepared by or under the supervision of:  Michael Sullivan  

either pay their balance prior to the date of termination, or to make arrangements to pay at the 
time of service disconnection.  If a customer needs to go to a Western Union to pay cash or needs 
to obtain a bank check or money order, they can do so any time prior to the field representative 
arriving on site for termination.  
 
Even if the customer were to leave the premises at the time of service disconnection and make a 
cash payment at a Western Union, or to obtain a bank check or money order, while the cut-off is 
in progress, the Company’s field representative would not be able to verify that payment has 
been made and credited to the customer’s account in time to avoid making the disconnection.  
The Company’s field representatives have many premises to visit daily for collections purposes 
and waiting for a customer to leave their premises to make payment at another location when the 
field representative is already at the customer’s premises for the disconnection of service, or to 
return to the customer’s premises later that same day to make a second attempt at either receiving 
payment or disconnecting service, would delay the Company’s entire collections schedule. 
 
When a customer has been shut off for non-payment, the Company restores service within 24 
hours of receiving payment.   
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PUC 1-2 
 

Request: 
 
Please provide a schedule showing how many cut-off for non-payment orders were dispatched for 
the last five (5) years, how many resulted in termination of service, and how many were postponed 
when (a) cash, (b) personal check, (c) bank check, (d) money order, (e) credit card, or (f) debit 
card payments were made to field personnel. Please report each method of payment separately. 

 
Response:  
 
Below is a summary of the number of cut-off for non-payment (“CONP”) orders that were 
dispatched in 2025, through December 3, 2025; how many resulted in termination of service; and 
how many were postponed as a result of payment made to field personnel. 
 
 Residential CONP orders dispatched: 35,089 
 Residential CONP orders that resulted in termination of service: 16,738 
 Residential CONP orders postponed due to payment made to field personnel: 3,063 

 
Rhode Island Energy does not have access to CONP orders that were dispatched prior to 2025, 
because the collections and disconnection responsibilities were performed by National Grid.  In 
addition, Rhode Island Energy’s billing system does not capture and store payment type that 
would enable the Company to differentiate between payments made to field representatives by 
cash, personal check, bank check, money order, credit card, or debit card. 
 
The Company has, however, attempted to separately log the number of residential customer 
payments in cash to a Company field representative at the time of service disconnection in 2025.  
In 2025, approximately 283 residential customers have paid cash to a Company field 
representative at the time of service disconnection.  This amount may include customers who 
have made a cash payment to a field representative on multiple occasions.      
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PUC 1-3 
 

Request: 
 
Please explain whether the Company uses temporary employees to supplement the Company’s 
workforce and respond to cut-offs for non-payment. If so, please identify how many cut-offs 
were performed by temporary field personnel for the last five (5) years. 

 
Response: 
 
Yes, the Company primarily uses temporary employees to perform collection and service 
disconnection activities.  Over the last five years, almost all of the Company’s cut-off for non-
payment (“CONP”) activities were performed by temporary employees.  For example, in 2025, 
almost all of the Company’s 35,089 residential CONP orders dispatched were performed by 
temporary employees.  The Company does not have CONP data broken down by cut-offs 
performed by temporary employees compared to cut-offs performed by permanent employees.   
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PUC 1-4 
 

Request: 
 
Please detail each Rhode Island incident for the last five (5) years where cash was stolen, lost, or 
missing because of the requirement to accept cash payments. Please provide the date and place of 
each incident, a description of each incident, and the amount of cash that the Company claims 
was stolen, lost, or missing for each incident. 
 
Response: 
 
In May 2023, a customer in Pawtucket handed the Company’s field representative a counterfeit 
$100 bill in an attempt to make a payment to avoid the disconnection of service.  The counterfeit 
was caught by Western Union when the Company delivered the cash to apply it to the customer’s 
account.  A Company representative returned to the customer’s residence with Pawtucket police 
and the customer then made the correct payment.  The Company does not have other examples 
over the last five years where cash was stolen, lost, or missing because of the requirement to 
accept cash payments. 
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PUC 1-5 
 

Request: 
 
Pages 7-8 of Santoro’s testimony describe specific incidents that the Company represents posed 
risks to field representatives. For each such event described, please explain whether the incident 
involved a circumstance where a customer wanted to pay with cash during a cut-off for non-
payment, or some other circumstance. 
 
Response: 
 
The incident described on Page 8 of Company Witness Michael Santoro’s pre-filed direct 
testimony involved a customer seeking to avoid having their service being cut-off for non-
payment (“CONP”) by paying cash to the Company’s field representative. 
 
For all incidents described on Page 7 of Mr. Santoro’s testimony, the encounters never reached 
the point where the customer attempted to make payment to the field representative in any form, 
as a result of the danger involved in the encounter.  The examples of the serious safety incidents 
or threats on Page 7 of Mr. Santoro’s testimony highlight the dangerous situations utility field 
representatives find themselves when terminating service to customers.  
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Request: 
 
Please describe any efforts that the Company has undertaken or considered to mitigate potential 
risks to field personnel health and safety, including but not limited to allowing a field representative 
to call for assistance from another employee who could accept a customer’s cash payment and 
transport it directly to the Company’s headquarters.  
 
Please explain why this scenario (or other mitigation strategies that the Company has undertaken 
or considered) would not mitigate potential risks to field personnel health and safety. 
 
Response: 
 
When cash is received by a field representative at the time of service disconnection, for almost 
all instances, the Company would have a second field representative or a supervisor meet at the 
Western Union to perform the cash transfer.  As explained in the pre-filed direct testimony of 
Company witness Michael Santoro, this process does not fully mitigate potential risks to field 
personnel health and safety because from the point that the cash payment is accepted, the 
Company’s field representative is in a hazardous position until the cash payments can be 
reconciled or brought to another location to apply to the customer’s account.   
 
In addition, the Company’s new process of depositing cash payments received at the time of 
service disconnection into an account at a designated bank, instead of at the only remaining 
Western Union that accepts cash deposits from the Company, as described in Mr. Santoro’s 
testimony, was established in part as an effort to mitigate potential risks to the health and safety 
of the Company’s field representatives; however, the updated process does not eliminate the 
safety issues inherent in Company employees carrying cash in the field.   
 
Although the Company’s updated process mitigates some of the risk involved with the Company 
transferring cash at Western Union locations, it does not eliminate the safety issues of Company 
employees carrying cash in the field.  The fact that Company field representatives are carrying 
large amounts of cash on their person while traveling to multiple other premises throughout the 
state makes them a potential target for members of the public who are familiar with the 
Company’s process of carrying cash in the field, due to certain customers being visited 
frequently by Company representatives for collection activities.   
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Request: 
 
If the Company has dispatched additional personnel into the field when a customer wants to 
make a cash payment, please identify and describe each instance for the last five (5) years and 
the incremental cost associated therewith. 
 
Response: 
 
When cash is received by a field representative at the time of service disconnection, for almost 
all instances the Company would have a second field representative or a supervisor meet at the 
Western Union to perform the cash transfer.  Having a supervisor assist in the manner requested 
would be an incremental cost of approximately $108.82 for each transaction, assuming an hour 
of the supervisor’s time to drive and meet the field representative and stand by while the 
transaction is performed.  Having a second field representative assist would be an incremental 
cost of approximately $35.71 for each transaction.  In addition to the direct costs, the supervisor 
or second field representative’s participation duplicates efforts with the field representative 
assigned to a particular disconnection of service, taking away from their own scheduled work 
that needs to be performed on any given day.  For example, the second field representative would 
not be able to perform five scheduled visits of their own, because of the time necessary to travel 
to meet the first field representative who received cash and stand by while the cash payment is 
processed at the Western Union. 
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