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I. INTRODUCTION 

On March 12, 2020, the Public Utilities Commission of Ohio (“Commission”) initiated 

Case No. 20-591-AU-UNC, In the Matter of the Proper Procedures and Process for the 

Commission’s Operations and Proceedings During the Declared State of Emergency and 

Related Matters, and issued an Entry that, due to the declaration of a state of emergency, “directs 

all public utilities under its jurisdiction to review their service disconnection policies, practices, 

and tariff provisions and to promptly seek any necessary approval to suspend otherwise 

applicable requirements that may impose a service continuity hardship on residential and non-

residential customers or create unnecessary COVID-19 risks associated with social contact.”  

(State of Emergency Proceeding, March 12 Entry at ¶ 1.)  On March 13, 2020, the Commission 

issued an Entry that, due to the declaration of a state of emergency, “directs all public utilities 

under its jurisdiction to review their service reconnection policies, practices, and tariff provisions 

and to promptly seek any necessary approval to suspend otherwise applicable requirements that 

may impose a service restoration hardship on residential and non-residential customers or create 

unnecessary COVID-19 risks associated with social contact.”  (State of Emergency Proceeding, 

March 13 Entry at ¶ 1.)   

Ohio Power Company (“AEP Ohio” or the “Company”) commends the Commission’s 

swift action to protect customers and stands ready to implement the Commission’s directives in 

order to minimize any service continuity hardship or service restoration hardship on customers 

while avoiding unnecessary COVID-19 risks associated with social contact.  To that end, AEP 

Ohio proposes a comprehensive plan for implementation during the state of emergency (“Plan”) 

and seeks Commission approval of the Plan and the associated relief set forth in this Application.  

Unless otherwise indicated, the operational components of the proposed Plan are intended to be 
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in effect during the declared state of emergency, starting on March 12, 2020, and lasting for the 

entire duration of the declared emergency.  The Company seeks affirmative Commission 

approval of its plan and associated relief, although some or all of this Application may be 

automatically “deemed approved on an emergency basis for a period of at least 30 days effective 

as of the filing date or until such date as the Commission may otherwise specify, which shall not 

be less than 30 days.”  (State of Emergency Proceeding, March 12 Entry at ¶ 7(b); State of 

Emergency Proceeding, March 13 Entry at ¶ 6(b).)  Accordingly, the Company intends to 

commence implementation of the Plan immediately, subject to further direction from the 

Commission. 

II. AEP OHIO’S PLAN FOR THE COVID-19 STATE OF EMERGENCY 
 
AEP Ohio hereby conveys its consent for the Commission to exercise its emergency 

ratemaking authority under R.C. 4909.16, for the following Plan to implement the Commission’s 

March 12 Entry and March 13 Entry in the State of Emergency Proceeding: 

A. Temporary Cessation of Disconnection of All Residential and Non-Residential 
Customers, Except Customer Requests or Disconnections Necessary to Prevent or 
Resolve a Presently or Imminently Hazardous Situation 
 
Immediately following the Commission’s March 12 Entry in the State of Emergency 

Proceeding, AEP Ohio initiated system changes needed to suspend disconnections for all 

customers other than those necessary due to an imminently hazardous situation or a customer 

request.  These changes will remain in place during the declared state of emergency.  Because 

more extensive IT system changes would be needed to suspend all disconnection notices, 

customers will continue to receive disconnection notices under the circumstances they otherwise 

would during the normal course of business for the paper disconnect notices that are delivered 

through the mail.  The Company will begin suspending disconnection messages via phone and 
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electronic copies of disconnect notices.  Understanding the potential confusion that could occur 

due to the receipt of such notices, the Company will use various channels of communication with 

customers to explain that such notices can be disregarded during the declared state of emergency.  

Such channels of communication include the Company’s website, bill messages, the customer 

call center and social media.  The disconnection moratorium does not, by itself, avoid any 

services charges from being charged, accumulating, or otherwise continuing to exist in arrears 

until paid.  But there are components of the Plan that will help customers avoid certain charges 

or obtain assistance, to the extent specified herein. 

Regarding Percentage of Income Payment Plan (PIPP) customers, it is the Company’s 

understanding that all non-reverification drops will be halted on the ODSA end of the process.  

AEP Ohio is implementing IT modifications needed to ensure that PIPP customers maintain their 

eligibility status at their anniversary date during the state of emergency and that any dropped 

customers are reenrolled.  While this process may result in additional costs and potential future 

USF rate impacts, it should help avoid disconnections and maintain assistance for eligible 

customers that could help them from falling further into arrears.  PIPP customers may still be 

dropped if the customer asks to be dropped or when former PIPP Plus customers’ request to go 

on budget/AMP plans. 

As with the Commission’s March 12 Entry in the State of Emergency Proceeding, the 

disconnection suspension component of the Plan is a primary feature that will convey immediate 

benefits to a broad range of customers, including customers adversely affected by COVID-19.  

As further explained below, there are certain components of the Plan that may help a customer 

avoid or defer certain charges.  The costs that are not covered through PIPP or Neighbor-to-
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Neighbor bill assistance and are not collected from affected customers will be deferred for 

subsequent recovery.     

 
B. Temporary Avoidance of Deposits and Reconnection Fees for Customers, Late 

Payment Fees for Commercial and Industrial Customers, and Payment Plans – 
With Uncollected Costs Deferred for Subsequent Recovery 
 
Upon receiving the March 13 Entry in the State of Emergency Proceeding, the Company 

extended the winter reconnect order (Case No. 19-1472-GE-UNC) through May 1.  As an 

additional Plan component to minimize any service continuity hardship or service restoration 

hardship on customers while avoiding unnecessary COVID-19 risks associated with social 

contact, the Company has begun to temporarily forego customer deposits and reconnection fees 

for customers that have been recently disconnected.  Upon getting a customer contact to the call 

center, AEP Ohio will begin reconnection for customers that are currently disconnected for 

nonpayment.  The reconnection fee will not be charged on such accounts. The customer will be 

notified that reconnection fees, as well as deposits, may be assessed on a future bill when 

payment terms are determined.  For AMI customers, the system should automatically reconnect 

within a few hours. For non-AMI customers, the Company will put the work request through as 

soon as possible.  Of course, if a hazardous condition exists, reconnection will not be initiated.  

This additional component is the Company’s plan for prudent suspension of service restoration 

requirements, in accordance with Paragraph 6(a) of the March 13 Entry. 

In addition, the Company is temporarily suspending disconnection for customers that 

have not met the requirements of a new accounts such as payment of a past due amount, deposits 

due as well as lease and ID requirements that would process the account from pending to active.  

These accounts will be tracked and monitored in order to meet these requirements in the future. 
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Moreover, the Company will not charge late fees to commercial and industrial customers during 

the declared state of emergency, but amount of those foregone charges will be deferred as a 

regulatory asset for subsequent recovery. 

As part of the Plan, the Company will work with customers on a case-by-case basis to 

determine reasonable payment plans based on the current past due balance.  The specific terms 

will depend on the customer’s ability to pay, available bill assistance, the arrearage balance, and 

other factors.  After the declared state of emergency ends, deposits will be reassessed as 

appropriate and deferred payments that are not already subject to a payment plan will be 

addressed through billing or additional payment plans.  The waived reconnection and late fees 

will be deferred for subsequent cost recovery.  Elevated uncollectible amounts resulting from 

these measures will be addressed through Part F of the Plan or the cost deferral. 

 
C. Minimum Demand Charges for Commercial and Industrial Customers Reset at 

Lower Usage Levels During the State of Emergency 
 
As an additional component of the Plan, the Company will temporarily eliminate the 

minimum billing demand charges, in order to help those customers avoid demand ratchet charges 

as a consequence of operational curtailments during the declared emergency.  The Company is 

working to develop process and system modifications to implement this component of the Plan.  

The resulting costs of charges avoided by customers will be added to the financial deferral for 

future recovery.1 

 
D. Expansion of AEP Ohio’s Neighbor-to-Neighbor Program to Minimize Service 

Continuity Hardships and Service Restoration Hardships, While Avoiding 
Unnecessary Social Contact 

 

                                                 
1 AEP Ohio clarifies that it will not seek recovery of any carrying charges on the deferral during the duration of the 
emergency. 
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As an additional Plan component to minimize any service continuity or restoration 

hardship on customers while avoiding unnecessary COVID-19 risks associated with social 

contact, the Company plans to expand eligibility and funding opportunities for its existing 

Neighbor-to-Neighbor (NTN) program.  As a baseline, the current rules associated with the NTN 

plan will continue based on the current funding levels.  But the Company also plans 

communications regarding the expanded NTN program, in order to foster additional donations 

from customers that are able and willing to contribute to the COVID-19 portion of the NTN 

program.  This could result in additional funding and relief for customers in need during this 

crisis.   

Expanded eligibility for the grants will also be implemented.  Customers that have 

experienced a hardship where COVID-19 has impacted their employment will be eligible for a 

grant during the crisis.  The customer should be prepared to work with the agency to verify 

COVID-19 hardship through either unemployment or sickness.  In order to ensure that the 

quantity of funds can reach the maximum number of customers in need, the Company will 

review funding balances and determine the grant amounts available going forward.  For example, 

the Company is considering a special grant for nurses and nursing assistants that are involved 

with COVID-19 patients.  

To reduce social contact, the Company will work with the community agencies that help 

administer the program to encourage applications to be made either over the phone, by mailing a 

paper copy, or online.   

E. Communications to Encourage Electronic Bill Payment or Payment by Mail and 
Discourage In-Person Payment Stations, and Communications Regarding Scams 
 
There are more than 300 payment stations in AEP Ohio’s service territory that collect and 

forward customer payments to the Company, but all of them operate within another business 
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(typically a retail store, grocery store or a bank, etc.)  It is not practical or effective to cut off the 

bill payment service within a business that continues to operate during the declared state of 

emergency, especially if a customer already traveled to the payment location to hand over a 

payment.  Of course, if the business has been forced to close due to the state of emergency, those 

payment centers will not be processing payments.  But if the business remains open for other 

reasons, collecting payments will not create or expand social contact.  Nonetheless, the Company 

will take the following additional measures to help minimize social contact relating to payment 

centers.   

Through customer communication channels (e.g., website, bill messages, electronic 

communications, social media), the Company will encourage customers to make online 

payments or electronic bill payments through their bank.  Similarly, the Company will 

discourage use of payment centers through such communication channels.  

Finally in this regard, in order to further encourage online payment, the Company is 

working with its vendors to pursue a potential solution to avoid credit card fees for customers 

that pay with a credit card when they are being reconnected.  The resulting costs associated with 

any foregone or reduced charges that are paid or reimbursed by the Company will be tracked and 

deferred for recovery under the Plan. 

The Company will also continue to monitor customer scams and increase awareness 

through communications to our customers during the crisis.   

F. Contingency for Potentially High Uncollectible Debt Level and Incremental 
Operational Costs 
 
As a result of the above-described components of the Plan, the Company anticipates that 

its uncollectible level will increase to a level above that which is reflected in base rates.  Thus, as 

part of the package of emergency ratemaking measures under R.C. 4909.16, the Company 
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proposes to implement a rate mechanism to track, defer, and recover uncollectible costs that 

exceed the current pre-emergency level (approximately $25.2 million), which is already higher 

than what is reflected in its base rates (approximately $22.1 million).  Additionally, the Company 

may be incurring incremental operational costs in protecting the health and safety of our 

employees and/or customers that are directly related to COVID-19 and another component of the 

Plan is to track and defer such costs for future cost recovery.   

G. Reservation to Make Changes to the Plan, Including During the Remaining Period 
of the State of Emergency  
 
The Company reserves the right to modify or supplement its Plan, based on developing 

conditions during the declared state of emergency.  In doing so, the Company commits to 

seeking advice from and consulting with the Commission Staff.  As a related matter, if the 

Commission revises the Plan set forth herein, the Company reserves the right to propose 

additional components going forward.  The Company looks forward to cooperatively working 

with the Commission and the State of Ohio to do its part in helping to manage this crisis. 

  



9 
 

 

III. REQUESTED RELIEF 

WHEREFORE, AEP Ohio requests that the Commission find and order, to the extent not already 

automatically approved, as follows: 

1. That the Company’s Application and requested relief shall be granted; 
 

2. That any provision of the Company’s tariffs that is inconsistent with, or conflicts with, 
the Plan shall be waived; 
 

3. That any provision of the Ohio Administrative Code that is inconsistent with, or conflicts 
with, the Plan shall be waived; 
 

4. That the Company be granted accounting authority to track all costs associated with the 
Plan not already reflected in rates and to establish a regulatory asset for future recovery 
of those costs, which may be sought from the Commission as the state of emergency 
continues; 
 

5. That the Commission issue such other orders as may be just and proper. 

Respectfully submitted, 
 
/s/ Steven T. Nourse   
Steven T. Nourse (0046705), Counsel of Record 
Christen M. Blend (0086881) 
American Electric Power Service Corporation 
1 Riverside Plaza, 29th Floor 
Columbus, Ohio  43215 
Telephone:   (614) 716-1608 
 (614) 716-1915 
Fax:   (614) 716-2950 
Email:  stnourse@aep.com 
        cmblend@aep.com 

 
(willing to accept service by email) 
 
Counsel for Ohio Power Company 
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