MBCP Implementation Plan, August 2017

CHAPTER 9 – Customer Rights and Responsibilities
This chapter discusses customer rights, including the right to opt-out of the MBCP Program and
the right to privacy of customer usage information, as well as obligations customers undertake
upon agreement to enroll in the MBCP Program. All customers that do not opt out within 30
days of the fourth enrollment notice will have implicitly agreed to become full status program
participants and must adhere to the obligations set forth below, as may be modified and
expanded by the MBCP Board from time to time.
By adopting this Implementation Plan, MBCP will have approved the customer rights and
responsibilities policies contained herein to be effective at Program initiation. MBCP retains
authority to modify program policies from time to time at its discretion.
Customer Notices
At the initiation of the customer enrollment process, a total of four notices will be provided to
customers describing the Program, informing them of their right to opt-out of the program and
to remain with incumbent utility bundled generation service, and containing a simple
mechanism for exercising their right to opt-out. The first notice will be mailed to customers
approximately sixty days prior to the date of automatic enrollment. A second notice will be sent
approximately thirty days later.
MBCP will likely use its own mailing service for requisite
enrollment notices rather than including the notices in PG&E’s monthly bills. This is intended
to increase the likelihood that customers will read the enrollment notices, which may otherwise
be ignored if included as a bill insert. Customers may opt out by notifying MBCP using the
MBCP Program’s designated telephone based or internet opt-out processing service. Should
customers choose to initiate an opt-out request by contacting PG&E, they would be transferred
to the MBCP Program’s call center to complete the opt-out request. Consistent with CPUC
regulations, notices returned as undelivered mail would be treated as a failure to opt out, and
the customer would be automatically enrolled.
Following automatic enrollment, at least two notices will be mailed to customers within the first
two billing cycles (approximately sixty days) after MBCP service commences. Opt-out requests
made on or before the sixtieth day following start of MBCP Program service will result in
customer transfer to bundled utility service with no penalty. Such customers will be obligated
to pay charges associated with the electric services provided by MBCP during the time the
customer took service from the MBCP Program, but will otherwise not be subject to any penalty
or transfer fee from MBCP.
Customers who establish new electric service accounts within the Program’s service area will be
automatically enrolled in the MBCP Program and will have sixty days from the start of service
to opt out if they so desire. Such customers will be provided with two enrollment notices
within this sixty-day post enrollment period. Such customers will also receive a notice detailing
MBCP’s privacy policy regarding customer usage information. MBCP will have the authority to
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implement entry fees for customers that initially opt out of the Program, but later decide to
participate. Entry fees, if deemed necessary, would aid in resource planning by providing
additional control over the MBCP Program’s customer base.
Termination Fee
Customers that are automatically enrolled in the MBCP Program can elect to transfer back to the
incumbent utility without penalty within the first two months of service. After this free opt-out
period, customers will be allowed to terminate their participation but may be subject to
payment of a Termination Fee, which MBCP reserves the right to impose, if deemed necessary.
Customers that relocate within MBCP’s service territory would have MBCP service continued at
their new address. If a customer relocating to an address within MBCP’s service territory
elected to cancel service, the Termination Fee could be applied. Customers that move out of
MBCP’s service territory would not be subject to the Termination Fee. If deemed applicable by
MBCP, PG&E would collect the Termination Fee from returning customers as part of MBCP’s
final bill to the customer.
For illustrative purposes, MBCP Termination Fee could vary by customer class as set forth in the
table below, subject to a final determination by MBCP.
MBCP Program: Illustrative Schedule of Fees for Service Termination*
Customer Class

Fee

Residential

$5

Non-Residential

$25

*Note that MBCP has yet to adopt a Schedule of Fees for Service
Termination. The fees reflected in this table are representative of similar
charges adopted by California’s operating CCA programs.

If adopted, the Termination Fee would be clearly disclosed in the four enrollment notices sent to
customers during the sixty-day period before automatic enrollment and following
commencement of service. The fee could also be changed prospectively by MBCP subject to
applicable customer noticing requirements.
Customers electing to terminate service after the initial notification period would be transferred
to PG&E on their next regularly scheduled meter read date if the termination notice is received
a minimum of fifteen days prior to that date. Such customers would also be liable for the
nominal reentry fees imposed by PG&E and would be required to remain on bundled utility
service for a period of one year, as described in the utility CCA tariffs.
Customer Confidentiality
MBCP will establish policies covering confidentiality of customer data that are fully compliant
with the required privacy protection rules for CCA customer energy usage information, as
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detailed within Decision 12-08-045. MBCP will maintain the confidentiality of individual
customers’ names, service addresses, billing addresses, telephone numbers, account numbers,
and electricity consumption, except where reasonably necessary to conduct business of MBCP
or to provide services to customers, including but not limited to where such disclosure is
necessary to (a) comply with the law or regulations; (b) enable MBCP to provide service to its
customers; (c) collect unpaid bills; (d) obtain and provide credit reporting information; or (e)
resolve customer disputes or inquiries. MBCP will not disclose customer information for
telemarketing, e‐mail, or direct mail solicitation. Aggregate data may be released at MBCP’s
discretion.
Responsibility for Payment
Customers will be obligated to pay MBCP Program charges for service provided through the
date of transfer including any applicable Termination Fees. Pursuant to current CPUC
regulations, MBCP will not be able to direct that electricity service be shut off for failure to pay
MBCP bills. However, PG&E has the right to shut off electricity to customers for failure to pay
electricity bills, and PG&E Electric Rule 23 mandates that partial payments are to be allocated
pro rata between PG&E and the MBCP. In most circumstances, customers would be returned to
utility service for failure to pay bills in full and customer deposits (if any) would be withheld in
the case of unpaid bills. PG&E would attempt to collect any outstanding balance from
customers in accordance with Rule 23 and the related MBCP Service Agreement. The proposed
process is for two late payment notices to be provided to the customer within 30 days of the
original bill due date. If payment is not received within 45 days from the original due date,
service would be transferred to the utility on the next regular meter read date, unless alternative
payment arrangements have been made. Consistent with Rule 23, service cannot be
discontinued to a residential customer for a disputed amount if that customer has filed a
complaint with the CPUC, and that customer has paid the disputed amount into an escrow
account.
Customer Deposits
Under certain circumstances, MBCP customers may be required to post a deposit equal to the
estimated charges for two months of service prior to obtaining service from the MBCP Program.
A deposit would be required for an applicant who previously had been a customer of PG&E or
MBCP and whose electric service has been discontinued by PG&E or MBCP during the last
twelve months of that prior service arrangement as a result of bill nonpayment. Such customers
may be required to reestablish credit by depositing the prescribed amount. Additionally, a
customer who fails to pay bills before they become past due as defined in PG&E Electric Rule 11
(Discontinuance and Restoration of Service), and who further fails to pay such bills within five
days after presentation of a discontinuance of service notice for nonpayment of bills, may be
required to pay said bills and reestablish credit by depositing the prescribed amount. This rule
will apply regardless of whether service has been discontinued for such nonpayment4. Failure

4

A customer whose service is discontinued by MBCP is returned to PG&E generation service.
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