
BEFORE 
THE PUBLIC UTILITIES COMMISSION OF OHIO 

 
In the Matter of the Application of Ohio 
Edison Company, The Cleveland Electric 
Illuminating Company, and the Toledo 
Edison Company for Approval of a Change 
in Bill Format 

) 
) 
) 
) 
) 
 

 
 
Case No. 22-714-EL-UNC 

 
 

OHIO EDISON COMPANY, THE CLEVELAND ELECTRIC ILLUMINATING 
COMPANY, AND THE TOLEDO EDISON COMPANY’S APPLICATION FOR 

APPROVAL OF A CHANGE IN BILL FORMAT 
 
 

Pursuant to Rule 4901:1-10-22 and 4901:1-10-33 of the Ohio Administrative Code, Ohio 

Edison Company, The Cleveland Electric Illuminating Company, and The Toledo Edison 

Company (collectively, the “Companies”) submit this application for Commission approval of a 

modification to their bill format.  

The Companies propose to add a Quick Response (“QR”) code to the contact information 

section at the top of the bill for all customers.  To the left of the QR code, the Companies would 

amend the existing language regarding electronic bill payment options to read, “[t]o enroll in eBill 

or pay your bill online, scan the QR code on the right of this bill from your mobile device or go to 

www.firstenergycorp.com.”  In addition, the Companies would add a definition of “QR (Quick 

Response) Code” to the bill’s Explanation of Terms section: 

QR (Quick Response) Code - A square, black-and-white image 
that can be read by a mobile device using a barcode scanner or 
camera to direct you to our website at 
http://www.firstenergycorp.com/log_in.html. 
 

A customer scanning the QR code will be taken to the MyAccount login page on the FirstEnergy 

Corp. website, where customers may pay their bill, access their account information, or use other 

available features.  For customers who either do not wish to register or login through MyAccount 

http://www.firstenergycorp.com/log_in.html
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prior to making payments, the QR code also offers a guest-pay option. 

The QR code will give customers another tool for contactless interaction with the 

Companies and provide increased convenience.  This bill format enhancement addresses the 

rapidly growing “going digital” trend.1  Even prior to the COVID-19 Pandemic, research suggested 

that customers prefer having a variety of self-service options to make payments, with QR codes 

being one of the preferred tools.2  When COVID-19 Pandemic restrictions required contactless 

interaction, there was a significant increase in businesses’ use of digital technology to interact with 

customers.3  The proposed bill format change to add the QR code will increase the Companies’ 

use of digital technology, to the benefit of customers. 

The inclusion of this QR code is designed to enhance the customer experience.  It provides 

a “contactless” and time-saving method for customers to pay bills.  In addition to this increased 

flexibility, it provides a convenient way for customers to enroll in an online account, or log in to 

an existing one, and view account information or access various features available through the 

MyAccount page such as account alerts and the ability to report service interruptions.  And it offers 

a guest-pay option for customers who do not wish to register or login through MyAccount.  

The direct navigation to the MyAccount login page eliminates the chance of customers 

receiving a “404-Not Found” error, or of being misrouted to unintended or malicious websites.  

The QR code contains no user-specific information, so an unauthorized user cannot use the QR 

code to access a customer’s account.  Further, the QR code will not collect or store any user-

specific information.  When accessing MyAccount after using the QR code, the established 

 
1 See Utility Consumer Billing Report 2018, KUBRA, Nov. 2018, at 2. 
2 Id. at 2, 4. 
3 See How Covid has Changed the Channels of Engagement, 2020, Chief Marketing Officer (CMO) Council Report, 
Nov. 2020.  The CMO Council explains that surveys conducted in October 2020 reflect that the pandemic caused 
virtualization of the customer ecosystem, forcing companies to modify, scale and improve digital channels of 
engagement to ensure customer satisfaction.  
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security features on the Company website will maintain a secure digital environment for customers 

by providing data encryption for any personal information the user may transmit.  

The proposed addition of the QR code will not require any other changes to the Companies’ 

bill format, nor will there be any changes made to the terms and conditions of service.  Customers 

will not be required to utilize the QR code; it will simply be available as a means of added 

convenience, should a customer so choose. 

Upon Commission approval of the addition of a QR code, the Companies will educate 

customers about the QR code and how to use it, prior to implementing the change.  In addition to 

the proposed explanations and definition on the bill described above, this education will be done 

through both bill messages and informational posts on the Companies’ social media platforms, 

which will occur for two consecutive billing cycles.  

A sample bill showing the proposed format changes is attached as Exhibit A.  The 

Companies would make identical changes to bills for all classes of customers.  The Companies 

intend to implement the new bill format with Commission approval of the application in this matter 

or otherwise in accordance with O.A.C. 4901:1-10-22(D) and 4901:1-10-33(F). 

CONCLUSION 

WHEREFORE, the Companies respectfully request that the Commission approve this 

Application to add a QR code to the Companies’ billing format for all customers. 
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Respectfully submitted, 

/s/Kristen M. Fling    
      Kristen M. Fling (0099678) 
      (Counsel of Record) 
      FIRSTENERGY SERVICE COMPANY 
      76 South Main Street 
      Akron, Ohio 44308 
      (330) 606-8087 
      kfling@firstenergycorp.com . 

 
Attorney for Ohio Edison Company, The Cleveland 
Electric Illuminating Company, and Toledo Edison 
Company 
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This foregoing document was electronically filed with the Public Utilities

Commission of Ohio Docketing Information System on
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Case No(s). 22-0714-EL-UNC

Summary: Application OHIO EDISON COMPANY, THE CLEVELAND ELECTRIC
ILLUMINATING COMPANY, AND THE TOLEDO EDISON COMPANY’S
APPLICATION FOR APPROVAL OF A CHANGE IN BILL FORMAT electronically
filed by Ms. Kristen M. Fling on behalf of Ohio Edison Company and The Toledo
Edison Company and The Cleveland Electric Illuminating Company
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