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'e larly scheduled agenda meeting, the Public Utilities
miission”) voted to open an investigatory proceeding regarding
ice in the service territories of Nevada Power Company d/b/a NV

dwer Company d/b/a NV Energy (“NV Energy”) (collectively, “NV
gres”.) This investigation has been designated as Docket No. 16-06011.

security deposit options
Energy and Sierra Paci
Energy” or “the Compa

IL. SUMMARY
The Commission approves the Report (“Report™), attached hereto as Attachment 1, and
adopts its recommendations.

III. PROCEDURAL HISTORY

e On June 15, 2016, the Commission voted to open an investigatory proceeding regarding
security deposit options for service in the service territories of NV Energy.
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¢ This investigation is conducted pursuant to the Nevada Revised Statutes (“NRS”) apd the
Nevada Administrative Code (“NAC”) Chapters 233B, 703, and 704, including but not limited to
NRS 703.150.

o The Regulatory Operations Staff (“Staff””) of the Commission participates as matter of
right pursuant to NRS 703.301.

e On July 5, 2016, the Commission issued a Notice of Inves Notice of Request for

Comments, and Notice of Workshop.
e On August 1, 2016 Angel De Fazio (“Ms. De Fazi
e On August 4, 2016, Staff filed Comments.
e On August 5, 2016, Comments were filed by: AARR Néyada ("AARP”); NV Energy,
Ms. De Fazio for PUC Watch Dogs and the National Toxic Engephalopathy Foundation

(“NTEF”); Fred Voltz (“Mr. Voltz”); and the At N\Buxeau of Consumer Protection
(“BCP,’)'

e On September 22, 2016, counsel to NV Energy filed a letter confirming that NV Energy
only had customer deposit data back to 2008, and stating that it would provide data only back to
January 1, 2008 in its responses to the inquiries and requests for information and analyses
included in Procedural Order No. 1.

e On October 4, 2016, counsel to NV Energy filed a letter stating that it would not be able
to provide annual deposit data and analyses until October 14, 2016.

e On October 7, 2016, counsel to NV Energy filed its initial responses to Procedural Order
No. 1.
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e On October 14, 2016, NV Energy filed additional information in response to Procedural
Order No. 1.

¢ On November 14, 2016, the Presiding Officer issued Procedural Order No. 2, inviting
interested and affected persons participating in the investigation to file responses with the
Commission to the questions set forth in the Order, by November 16, 20

e On November 16, 2016, Comments were filed by Mr. Vol
Ms. De Fazio.

nergy, BCP, Staff, and

e On November 17, 2016, Staff filed an errata to ity Cemshent ember 16,

2016.
e On November 17, 2016, the Commission held a p BECP, Staff,
Mr. Voltz, Ms. DeFazio and NV Energy participated in the hop. A procedural schedule

and requests for additional information wete discussed, and the werkshop was continued to

dripents were)

Immediately Use Deposit and Charge New Deposit
Equal payment Plan

12 Payment Deposit Plan

Five Payment Deposit Plan

Four Payment Deposit Plan

Self-liquidating Deposit

Revise Tariff in Effort to Prevent “Payment Spiral”
Sliding Scale Deposit Amount

Update Equifax Credit Threshold

New Customer Deposit Calculation

Tariff-Provide more information on deposits
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SSA Debit Card

Credit and Debit Cards

End Deposit Waiver for Autopay
Require Immediate Payment of Estimated Final Bill
Personal Contact to Every Customer upon Delinquent Bill
Compress Timing on Issuance of Final Bill on Custome
Termination and Bad Debt Write-Off
More Aggressive Collections
e Flex Pay

¢l Order No. 3 requesting the
g the Participants had reached

-

deposit requirements, modifying
arge bold font, increasing opportunities
formats, and obtaining a

language and data on te oHgrges assessed in 2014 and 2015.

e OnFebruary 1,
stakeholders’ proposals.

017, NTEF filed its response to NV Energy’s January 31 response to the

e On March 15,2017, NV Energy filed its responses regarding use of a sliding scale
deposit amount and updating the Equifax credit threshold.

e On March 30, 2017, NV Energy filed further responses regarding deposit waivers, and
changes to its final bill practices.

e On April 19,2017, NV Energy filed a letter with responses to stakeholder proposals
regarding additional information which could be included on customer bills and in the
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Companies’ tariffs, and use of credit and debit cards to pay customer deposits.

e On April 28,2017, NV Energy filed a letter stating that one of the attachments to its
April 19 letter inadvertently included a customer name, and asking the Commission to delete that
page and replace it with a corrected version of the April 19 letter which does not include the
customer’s name.

IV. NV ENERGY SECURITY DEPOSIT INVESTIGATION

ARPROVED AND ITS

keep this Docket open for purposes of

By the Commission,

JOSEPH C. REYNOLDS, Chairman

ANN C. PONGRACZ,
Commissioner and Presiding Officer

Attest:

TRISHA OSBORNE
Assistant Commission Secretary

Dated: Carson City, Nevada
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BEFORE THE PUBLIC UTILITIES COMMISSION OF NEVADA

Investigation regarding security deposit options for
service in Nevada Power Company d/b/a NV Energy
and Sierra Pacific Power Company d/b/a NV Energy’s
service territories.

Docket No. 16-06011

N’ N N Nt N’

REPORT ON SECURITY DEPOSIT OPTIONS FOR-SE SERVICE
TERRITORIES OF NEVADA POWER COMEA AND
SIERRA PACIFIC POWER COMPA] ;

L INTRODUCTION

On June 15, 2016, at a regularly schig plic Utilities
Commission of Nevada (“Commission”) voted proceeding regarding
security deposit options for service in the serviga add Power Company d/b/a NV

Energy d/b/a NV Energy and Sierra Energy (collectively, “NV

IL.

and supporting materials were submitted in this proceeding

! : nergy, the Commission’s Regulatory Operations Staff
(“Staff”), the Attorne\Genetal’s Bureau of Consumer Protection (“BCP”’), AARP Nevada
(“AARP”), Angel De Fayi#, for PUC Watch Dogs and the National Toxic Encephalopathy
Foundation (“NTEF”) (Ms. De Fazio”), and Fred Voltz (“Mr. Voltz”) (collectively, “the
Participants”); and the Participants participated in meetings supplementary to the workshop
process to attempt to achieve consensus on changes to be made to NV Energy’s security deposit
options.

The Participants agreed upon four major reforms of the Companies’ security deposit
practices:

. Expanding eligibility for waiver from the new customer security deposit
requirement, to include recipients of federal or state disability benefits, recipients
of Social Security benefits, recipients of other retirement benefits, active military
members, and U.S. veterans;
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e Modifying NV Energy’s bill format to include a deposit warning in large bold
font;

e Continuing to work with Staff on potential improvements to its bill format and
security deposit practices and procedures, expanding thi aborative process to
include BCP, and to accept and evaluate bill format ipfipévement proposals raised
in consumer sessions; and,

e Obtaining an updated recommendation from Bquiy g cuxgent 890 deposit
threshold used to determine whether a secufity-Qspdsit will baapplied to a new
customer.

Staff’s Position

General Statements

Staff supports this investigation of sé¢cy
Energy’s tariff provisions on security deposits,\a
address consumer complaints, Staff recommendys
deposit practices. In additioptos

e Companies’ security
aff recommends the

: ¢€ial Security Administration or other retirement plans,
active military's ¢giving VA benefits for disability. (Ex. 8; Ex. 9 at 3-4; Tr. at

270-271.)

Staff also reco ds that the Commission require NV Energy to include, in larger font
size, an estimated depos#/amount warning on the bill, prior to the bill on which a deposit is
applied, along with contact information of the Companies’ customer service representatives.
Staff further recommends that the estimated deposit be placed on the second late payment
notification. (Ex. 8; Ex. 9 at 2-3; Tr. at 268-269.)

Staff participated in workshop discussions regarding how best to obtain consumer input
on bill format and security deposit questions. Staff pointed out that NV Energy’s annual fall
general consumer sessions in Northern Nevada and Southern Nevada present an opportunity for
public discussion regarding bill format issues. Staff noted that the notice for the consumer
sessions could be augmented with language providing specific notice that the session would
include discussion of NV Energy’s bills and allow consumers to make concrete
recommendations regarding bill format prior to or during these consumer sessions. (Tr. at 432-
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434.) Staff further states that there are no current requirements for quarterly consumer sessions.
(Tr. at 440.)

Equifax

Regarding NV Energy’s use of Equifax credit data, Staff thinks tk
Energy obtaining additional, more recent data and bringing that data 34

g is value in NV

companies’ use of credit data. (Tr. at 423.)

Flat Rate Security Deposit

deposits based on the individual customer’s usage at that }s
Comments at 1-4.)

deposit of $100 for customers who live in a skig
live in a multi-family residence would increase 2 wite-offs due to non-payment.
(Tr. at 259-260, 300.)

be required to provide a deposit if the customer’s credit
R(4)(b).) The utility shall notify the customer before

A customer who s not been required to provide a deposit may be required to
provide a deposit if the customer’s credit has become unsatisfactory (NAC
704.328(4) (b)). The utility shall notify the customer before assessing a deposit,
and shall provide information to the customer to assist the customer in retaining
satisfactory credit and avoiding payment of a deposit.” (Staff November 17,
2016 Errata to Comments at 1.)

Staff asks whether NV Energy is “screening for customers who have essentially aged into
the elderly category.” (Tr. at 12.)

Increased Flexibility
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Staff also supports evaluation of the extent of flexibility offered by NV Energy’s deposit
options, including extended payment plans and whether deposits should be applied only after a
customer is disconnected for non-payment. (Staff August 4, 2016 Comments at 4, 5; Tr. at 273-
278.)

BCP’s Position

General Statements

BCP points out that security deposits are an importa
deposit provisions merely increase the overall cost of utilj

necessary, further stating that deposit requirements prese
households. (BCP August 5, 2016 Comments at 1, 4, 6.)

BCP provides data regarding NV Eng¢x
2015, 16% of Sierra’s customers and 19% o
provide a deposit. (Tr. at 27.)

C retlrement plans be exempted. (Tr. at 16.)
sach and special assistance to elderly and

BCP question
“sliding scale” to ensule tha .
security deposit. (Ex. 10)at2; Tr. at 264-266; Ex. 22 at 1, 2.) BCP recommends the following;:

Equifax Score | Proposed Tiers | % of Deposit Deposit
Range Required
890-999 Excellent Credit 0% $0.00
780-889 Good Credit 70% $147.57
670-779 Fair Credit 85% $179.20
0-670 Bad Credit 100% $210.82

Flat Rate Security Deposit
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BCP also recommends changing to a flat rate security deposit of $100 for customers who
live in a single family residence and $50 for customers who live in a multi-family residence.
(BCP Comments at 7-8; Tr. at 24, 31, 257, 259; BCP November 14, 2016 Supplemental
Information at 2-3.)

Payment-Disconnect Spiral

Like Staff, BCP is concerned that “Deposits can drive so Qmers into a recurring
and unmanageable cycle of debt.” BCP suggests supplementingAhe ops currently available

(BCP August 5, 2016 Comments at 7.)

Increased Flexibility

BCP supports increased flexibility in application of Ssguiity deposits and more alternative
X ime in multiple monthly
payments, extending the amortization period 150 of a “self-liquidating

deposit”.

evada Power’s bad debt expense is

comparable to othersd ~ belpw industry average”. (See Exhibit 14;
Tr. at 259.) BCP recommends tha Energy should Jéwer the percentage of revenue which is
expensed and rg Dad d¢ R cAases (Ex. 10 at 3.), and that the
Commissiopa S Qree debt expense into rates” to reflect this data. (Tr. at
260.)

ordable access to utilities for all residential ratepayers. AARP is
concerned that applicatigyprof security deposits may create hardships and notes that some states
have eliminated up-front security deposits and only apply security deposits in the case of non-
payment or late payments.

AARP recommends elimination of pre-service deposits for residential ratepayers. AARP
states “There is no compelling evidence that shows that deposits reduce the bad debt
accumulated by a utility company.” (AARP August 5, 2016 Comments at 1- 2; Tr. at 417-418.)

AARP states that the use of credit scores for determining whether security deposits are
appropriate is not accurate and may not predict customers’ ability or willingness to pay; and
further believes that there is no compelling evidence that security deposits reduce utility bad
debt. (AARP August 5, 2016 Comments at 1, 2.)
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AARRP further states that the introduction of the new flex-pay program is a reason to
eliminate pre-service deposits for residential customers. (AARP August 5, 2016 Comments; Tr.
at 34-39, and 407-410.)

Consensus Items

AARRP states that an actual consumer should be included i
Staff and BCP regardlng potentlal improvements to utlhty bill férmat

alsgues with NV Energy,
at 381-383, 391-393,

434))
Ms. De Fazio’s Position

General Statements

Ms. De Fazio seeks to expand eligibill
deposits to include disabled persons including \
received disability benefits. (De

; egarding security deposits should look at
et Bx. 23 at 4-5.) She states that Equal
Payment Plan part1c1pants : security deposit in the same four month

period. (Ex. 23.a

Anyone/who is on disability is entitled to the same deposit

ly 31, 2016 Comments at 2-4; De Fazio August 5, 2016

ers on disability should be classified as “receiving retirement
he 256 raises the possibility that a customer who has applied for, but
not yet been approved ¥gr, djgability status should be eligible for exemption from security
deposit requirements. (T} At 216-222, 413, 414; Ex. 23 at 2.) Ms. De Fazio also suggests that the
Commission could require every ratepayer to make a onetime payment of $1.00 for one year for
deposit assistance of seniors and disabled customers. (Ex. 11 at 2.)

reduction as a
Comments at 1, X
benefits.” (Ex. 11 a

Regarding bill format, Ms. De Fazio is opposed to the use of focus groups and supports
use of consumer sessions, although she recommends these sessions be held quarterly rather than
annually. (Ex. 23 at 1, Tr. at 438.)

Equifax
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Ms. De Fazio questions how NV Energy applies credit scores (Tr. at 198.) She also asks
whether NV Energy could allow customers to pay security deposits on a debit card (Tr. at 206,
208-209.)

Flat Rate Security Deposit

Ms. De Fazio states that “using historical data usage [to deterpfin€ th&deposit amount] is
not fair/equitable and is not in the public interest, and that security,dgposits should be set at a flat
rate. (De Fazio July 31, 2016 Comments at 1-2; Ex.11 at 1-2.) M aFaxip recommends that

at 181, 283; Ex.
d instead of
3 g>(Tr., at
284.) She further suggests that the flat rate securit§"deposit pited in the following'manner:

25 percent paid within five days, and then four additiona i
deposit. (Tr. at 282-284.)

Increased Flexibility
Ms. De Fazio supports: Allowing Equa atrparticipants to pay deposit as part
of the plan, in the same four month period; Allowipg » yon initiation of service

€ad it out l« <r four more months; Use of SSA
iN§; and integration of Flex Pay program’s

have tgb >
take a more\agpxessive approd h o collgétions, including training its employees to file in small
claims court.
Fred Voltz’s Positiog

Consensus Items

Mr. Voltz supports expanding the term “senior” to include blind, disabled and other
customers receiving government benefits. (Voltz August 5, 2016 Comments; Tr. at 41-46.) Mr.
Voltz opposes use of an income threshold as grounds for exemption from deposit requirements.
(Tr. at 412) Mr. Voltz opposes adding an exemption from security deposits for customers who
fall below a specified income level, because this could add too much time, and because it could
cause a security breach. (Tr. at 413.)

Equifax
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Mr. Voltz recommends that NV Energy obtain additional information from Equifax
regarding whether the Companies should take a different approach to its use of credit data,
provided that doing so would only result in a “de minimis” expense. (Tr. at 424.)

In addition, Mr. Voltz questions NV Energy’s use of credit scores in applying security
deposits, and questions NV Energy’s billing accuracy. He also asked fopAddjtional data
regarding the Companies’ security deposit practices and a flow chart of theirprocedures. Mr.
Voltz recommends that the Companies establish automatic monthy chatges to credit cards for
payment of security deposits and other billings. (Voltz August ents; Tr. at 40, 46-
49, 199, 202, 288, 358-359; Ex. 12 at 3; Ex. 24 at 1, 2.) Furt ggest that the

automatic payment (Tr. at 286-287.)

Flat Rate Security Deposit

: Pnergy list all deposits held on customer bills each
efunding deposits (Tr. at 286.)

if NX' Energy could consider adding an exemption from security
Energy customers who produce a letter from their former

deposit requirements fog n&
Ad'a satisfactory credit history with that utility. (Voltz August 5, 2016

utility stating that they hj
Comments at 1.)

More Aggressive Billing and other recommendations

Mr. Voltz recommends that the Companies adopt a more aggressive schedule for
payment of final bills (Tr. at 289-291), but also recommends that the Companies reconsider their
application of deposit requirements to customers who pay their bills late on a regular basis. (Tr.
at 359.)

Mr. Voltz also recommends that NV Energy bill its customers twice monthly, to
correspond to customers’ pay days. (Voltz August 5, 2016 Comments at 2.)
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Finally, Mr. Voltz recommends the creation of a separate, revolving fund for low-income
customers, funded by a $1 fee applied twice a year for one to two years. (Voltz August 5, 2016
Comments at 3.)

NV Energy’s Positions

General Statements

NV Energy points out that there are two types of sec
Security Deposits and (2) Deposits for existing customers

0% cap results in under-
, the customer’s receipt of

to 150% of the customer’s average monthly bi
recovery, especially due to highe

NV Energy further ta
1ntended todo

requirements before being Yequired to do so.!

Equifax

NV Energy also agreed to obtain an updated recommendation from Equifax on the
appropriate threshold to apply for evaluating customer credit under the Advanced Energy Risk
Assessment Model, and to report back to the Commission and the Participants regarding this
recommendation (including itemization and explanation of any proposed changes.) (NV Energy
December 19, 2016 Response at 6-7.)

!NV Energy implemented this item, by filing on March 30, 2017, Advice Letters 476 (Nevada Power Cf)mpany),
593-E (Sierra Pacific Power Company — Electric), and 323-G (Sierra Pacific Power Company .—Gas), to implement
these changes. (3/30/2017 Letter at 1.) The Commission approved these tariff amendments at its meeting on May
31,2017
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Flat Rate Security Deposit

Regarding the proposed change under which a flat rate security deposit would replace the
Companies’ current reliance on data regarding historical usage at the premises, NV Energy’s
counsel Christopher Hilen pointed out at the first workshop in this procgeding that a flat rate
deposit “would be easier to administer.” He stated further that “a flagdgposit¥hat’s the same for
every new premise that someone moves into or a flat deposit for eyéry dustomer that moves in, if

would have resulted in NV Energy writing of{§
and an additional $122,847.45 for Sierra Paci
rate secunty deposit would reguire

. Hilen, while acknowledging that the current system may not

at NV Energy believes that the current method based on prior

oré dccurate than use of a flat rate. (Tr. at 298-299.) On a related point,
Parther research should be performed before changing to a flat rate. (Tr.

usage at the premise is'\y
Mr. Tilmon suggests tha
at 300-306.)

Increased Flexibility

NV Energy opposes the proposal to change its procedures to allow for use credit and
debit cards for payment of deposits and autopay of monthly bills, at this time, but states that it is
planning to conduct a request for proposal for phone and website credit and debit card payments
in the near future (NV Energy December 19, 2016 Response at 4; NV Energy April 19,
2017Letter at 3.)
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NV Energy opposes the other proposals for changes to its security deposit practices and
documentation. Regarding the proposal to require immediate payment of estimated final bill by
terminating customer, NV Energy asserts that this proposal is “inadvisable” and “unworkable”,
that it “would violate the Customer Bill of Rights”, and that “it would not promote good
customer service.” (NV Energy March 30, 2017 Letter at 2.)

édamonnt of the deposit
sd that a deposit will be

NV Energy opposes the proposal that it should add the estima
(or range of possible deposit) to the bill on which the customer is pé
charged if the customer has one more late payment; and that
the currently held deposit as well as the date and conditi ; ich'the systomer’s deposit

NV Energy also opposes proposals to provide a longenp€rfod Of time for pa¥ment of
deposits for customers who are already deemed to be a credingisk (Tr. at 297-298.)
one week the time available for payment of fipyl bills, ane sg #hether to also reduce

the 30-day pre-collect period by one week. ) 017 Letter at 3-4.)

er, NV Epefgy agrees to create a set of Frequently
[€posit practices, which will be provided to

A. Introduction

The Commission recognizes that application of security deposits increases the overall
cost of utility service which can create an obstacle to low income customers obtaining utility
service. The Commission further recognizes that a substantial number of Nevada customers are
low income. As BCP pointed out “The total number of Nevada individuals living below the
150% of poverty threshold for energy assistance eligibility is 750,000 or 26.6% of Nevada’s
population of 2,819,000.” BCP further notes increasing numbers of low income households in
Nevada, combined with competing demands for Nevada’s Energy Assistance Program and the
unpredictability of federal support for energy assistance programs. (BCP August 5, 2016
Comments at 5-6 (quoting 2014 U.S. Census data)). Taken together, these factors make it very
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important to ensure that NV Energy’s security deposit requirements are reasonable and as
affordable as possible.

At the same time, the Commission recognizes that, as NV Energy points out “Deposits
mitigate the cost of bills that some customers do not pay. Bills that are not paid by a customer
and are not offset by a deposit previously paid by that customer must be #?itten off by the
utilities. The total amount of those write-offs (“Uncollectibles”) are peGeverd® from all other
customers. In a system in which the utility is required by law to pyd

The Commission appreciates the Participant;
information that assists in the Commission in contffiluihg
deposits in a manner which helps low income customers
burdening the Companies’ other customers.

forts in tRis proceeding togrowide
0 efmohcles on utl Security
affordulity Servi ithout unduly

B. Consensus Items

Expansion of Eligibility for Waivers froh ential Gitomer Security Deposit

Requirements V v
Staff, BCP, AAR 2\Faxio, Mr. Volt\and

‘ NV Energy provided extensive input
10 i! ¢ in dealing with security deposit

during workshops.

The Commissis mends the Participants for working together constructively to
address this problem in § gdmprehensive fashion by modifying the Companies’ tariffs to include
explicit waivers from th¥ new customer security deposit requirement for recipients of federal or
state disability benefits, recipients of Social Security benefits, recipients of other retirement
benefits, active military members, and U.S. veterans. NV Energy already implemented this item
on March 30, 2017, when it filed Advice Letters 476 (Nevada Power Company), 593-E (Siecrra
Pacific Power Company — Electric), and 323-G (Sierra Pacific Power Company —Gas.) The
Commission approved these tariff amendments at its meeting on May 31, 2017.

Deposit Warning on Bills

The Commission also commends the Participants for coming to agreement to include a
security deposit warning on the Companies’ customer bills in large bold font.
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Improvements to Bill Format

Here, too, the Commission commends the Participants for engaging in constructive
discussions regarding the process for providing customer input on NV Energy’s bill format,
which resulted in the agreements to invite a wider range of entities, including BCP, AARP, and

technology staff and determined that implem&p
and time consuming, in ways that are detailed
which was updated on April 28,

evidence in the record of {his¢
format changes at this ti

all expressed concerns regarding how the
\ation in applying security deposits. BCP characterizes

would set the amount of the security deposit for each individual new customer based upon that
customer’s credit score.“As an example, BCP suggested that a new customer in the 700-799
range would be assessed 85% of the deposit. (Tr. at 260-266.) BCP does acknowledge that
“there is a trade-off as far as the amount of deposit and the amount of bad debt associated with
that.”

NV Energy agrees that it would be useful to have Equifax perform a new analysis and
provide an updated recommendation on the appropriate threshold for Equifax Advanced Energy
Risk Model, which may propose to decrease or increase the current threshold. In addition, NV
Energy agreed to attempt to provide more detailed information to Participants regarding the NV
Energy customers who caused the Companies to experience a write-off in 2013, 2014, and 2015,
and the amount of their default, grouped in 100 point tiers. This analysis will include only
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customers for whom NV Energy generated an Equifax Advanced Energy Risk Model credit
score. (NV Energy April 19, 2017 Letter at 3, updated 4/28/17.)

The Participants’ discussions of Equifax data in the course of this proceeding it became
clear that it was necessary to obtain updated information from Equifax prior to making any major
changes in the Companies’ approach to utilizing customers’ credit ratin r the Advanced
Energy Risk Assessment Model. Therefore, the Commission requires’% EiRrgy to obtain from
Equifax updated data regarding the Companies’ use of the Equifa i threshold NV Energy
to evaluate a customer’s credit rating under the Advanced Energ

will include only customers for whom NV Kng
Model credit score.

D.

one hand, there i is an obv1o g i

deposit based setrthe ¢ pattexn_of the gdstomer who previously resided at their
address, w; aye noxelatjonship tothe energy usage pattern of the customer paying
the depo

presented data showing a potential impact to other
customers of 80S of dollar§ which could result from a change to a flat rate, which was not
rebutted by othe d, while several Participants noted that it may make sense to
have a different ﬂat : rent parts of this State, the Participants did not agree upon the
specifics.

Therefore, the Commission seeks to develop a better understanding of potential risks and
potential opportunities which would result from changing to a flat rate, by NV Energy to file a
report in this docket by October 15, 2017, regarding the costs increases, cost savings and other
impacts that would result from a change to a flat rate new residential customer charge.

E. Payment-Disconnect Spiral

As Staff points out, tariff language can be confusing. And, under current conditions,
there is a risk of a “payment — disconnect spiral” in which customers can face the risk of
additional security deposits when missed payments result in late charges that reduce the
customer’s credit score. To remedy this problem, Staff asks to change the current system so late
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customers would not be charged a service deposit even though they were assessed late charges
four times in a twelve month period. (Ex. 8 at 5.)

The Commission understands Staff’s concerns here. However, Staff did not provide
evidence to rebut the Companies’ position that a late paying customer poses a higher risk of non-
payment than a customer who pays his/her bills on time. Moreover, NV Energy showed that it is
not clear how the Compames could implement such a change accurat poitving out that “If
assess a deposit, no
by definition, has

deposits will be collected, because once that point is reached, the
stopped paying.” (NV Energy January 31, 2017 Letter at 2-3

F. Increased Flexibility

The Commission understands the integy
believe would improve low income customers\ 3
Late Paylng Customers; Equal Plan; Five Payment Deposit
evise Tariff in Effort to

Prevent “Payment Spirg)” T, | i ficient evidence in the record to show that

implementation of balance between helping low income
customers afford utility se duly burdepdng the Companies’ other customers. As
NV Energy poin i or increasing the number of months over
which a depg amount of deposit on file to cover an upaid
bill. Tha and thereby shift increased costs to other customers

ssed another way to increase customer flexibility regarding
R is for NV Energy to accept credit and debit card payments (Tr.

At 350), including pa

benefits of accepting ¢ 4nd debit card payments, are not developed fully in the record of this

proceeding. However, nergy has informed the Commission that it is in the process of

conducting a competitiv€ solicitation process for phone and website credit and debit card

payments. The Commission will direct NV Energy to complete this solicitation process and

report to the Commission on its results, including both the costs and the benefits of this change.

G. Customer Communications

The Participants considered a proposal to change in various ways the language of Rules
12 and 13 of NV Energy’s tariff which govern the assessment of deposits. NV Energy did not
agree to these changes. However, NV Energy did agree to create a set of Frequently Asked
Questions (“FAQs”) explaining its security deposit practices, which will be provided to
customers and posted on the NV Energy website at
https://www.nvenergy.com/home/customercare/fags.crfm, and updated in the future. (NV Energy
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April 19,2017 Letter at 2-4.). In addition, the Companies will maintain an e-mail address to
receive feedback from customers regarding their bills, which is located at
newbill@nvenergy.com. (Tr. at 440.) The Commission declines to order further changes to the
language of Rules 12 and 13 at this time,

H. More Aggressive Payment Techniques

YWEnergy. In &ddition, NV
osts, and cause several other

Energy explained that this would increase NV Energy operat
seqvi atisfaction, as outlined in NV

problems, including undercutting custome
Energy’s March 30, 2017 letter (at 2).

A. NV Energy shall modify its tariffs to include explicit waivers from the new
customer security deposit requirement for recipients of federal or state disability
benefits, recipients of Social Security benefits, recipients of other retirement
benefits, active military members, and U.S. veterans. NV Energy already
implemented this item on March 30, 2017, when it filed Advice Letters 476
(Nevada Power Company), 593-E (Sierra Pacific Power Company — Electric), and
323-G (Sierra Pacific Power Company—Gas), to implement these changes.

B. NV Energy shall modify its bill formats to include a deposit warning in large,
bold font;
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C. NV Energy shall continue to work with Staff on potential improvements to its bill
format and security deposit practices and procedures and expansion of this
collaboration to include BCP, AARP and other consumer advocates in this
collaborative process. In addition, NV Energy and Staff shall add to each of the
Companies’ annual consumer session, an opportunity for consumers to receive
information and provide comments on bill format issues, ahdghall explain this
opportunity in the notice of the consumer session;

2r 15, 2017 régarding
es to the Companies’ use of the

based onthe historical usage of prior resident, to a
Nat rgie of $150 for single family residence and $125 for

rate structure for customers of each of the Companies.

H. NV Energy shall report to the Commission by October 15, 2017, regarding the
late fees that have been paid in the past two years and the number of customers
who have been charged late fees in the past two years.

I. NV Energy shall conduct a request for proposal (“RFP”) for use of credit and
debit cards for payments of security deposits and recurring monthly bills which
are made by phone, website, and monthly autopay, and to report back to the
Commission and the Participants in this proceeding regarding the results of this
RFP by October 15, 2017;
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J. Staff, BCP and NV Energy shall ensure that their analyses of the Companies’ debt
expense related to security deposits is accurately reflected in the rate of return
authorized in future rate cases.



