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Good morning Senator Vitelli, Representative Berry, Members of the Joint Standing Committee 
on Energy, Utilities and Technology, my name is Linda Ball.  I am the Vice President of Customer 
Service for Central Maine Power Company, submitting testimony today in opposition to LD 1328 
An Act To Protect Maine Electricity Customers from Threats of Disconnection in the Wintertime  

Chapter 815 protects the vast majority of residential customers from being disconnected in the 
winter time, because disconnection cannot happen without explicit permission from the CASD.  
To be clear, CMP has not requested permission to disconnect any customers this winter or last 
winter.  

At the same time, sending disconnection notices in the winter time is a critical step to keep 
customers informed about the status of their account all year round.  It encourages customers 
who can pay their bill to go ahead and make that payment. For customers who can’t pay their 
bill, we hope that it encourages them to call us so that we can talk about assistance or to set up a 
payment arrangement, or as one person mentioned, to tell us when they CAN make a payment.  

I do want to point out that disconnection notices include really important information about the 
account balance, the amount that’s past due AND statements that say, “If you can’t pay the bill, 
please call us.” There is a specific date on a disconnection notice, and that date is noted as a 
potential disconnection date, with an asterisk that points to a statement that says, “With 
permission from the MPUC, your service could be disconnected on “this date” or within 20 days”.   

The notices also suggest setting up payment arrangements because we recognize that some 
customers may not be able to pay the full amount due.  The notices tell customers that they may 
qualify for assistance and, in fact, the back page of the notice includes important information on 
2-1-1, the Home Energy Assistance Program, ELP, the oxygen/ventilator program and AMP, in 
addition to information about medical emergencies and the opportunity to contact the CASD if 
customers have a dispute.  I have attached a sample disconnection notice to this testimony for 
your reference. 

I’d also like to talk for a minute about the outbound calls that CMP makes to customers with 
disconnection notices. If a disconnect notice is issued and isn’t paid and we haven’t talked with a 
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customer, CMP calls customers to try to make contact to either pay, make arrangements, or tell 
them about assistance programs.  We call once during the day, once at night and maybe a third 
attempt.  If we still don’t reach the customer to have a conversation, we send a field person to 
the customer’s home to ask the customer to call the company and to deliver an envelope of 
information including the account balance, information on assistance programs and the names, 
addresses and phone numbers of the different Community Action Agencies. 

When we call customers, we dial the last known number for that customer.  Now that number 
may have belonged to Sally and now it belongs to Martha, but we don’t know that unless Martha 
answers and gives us that information, so that we can make the updates in our system. Or, we 
might have the right phone number but maybe a payment that was mailed hasn’t arrived, maybe 
it’s lost in the mail, maybe it didn’t have an account number and so, didn’t get applied, maybe it 
was just a day or two late.  We don’t know any of these things unless we talk with our customers.   

Residential customers are already protected from actual disconnection in the winter, without 
explicit permission from the CASD. To further suggest they be protected from knowing they even 
have arrears and will face disconnection in April simply postpones their ability come up with a 
manageable, affordable payment arrangement while the arrearage grows. 

The issuance of disconnection notices year-round is an essential component of communicating 
account status with customers and encouraging them to 1) manage their utility balances and 2) 
contact the company and/or assistance agencies to get help to make payments if they can't 
afford to do so themselves.  

We encourage this committee to reject this proposal.  Thank you for your consideration. 

 

 

 

 

 






