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Your bill of rights as 
a residential gas and 
electric utility customer

Michigan

Procedure
Prior to physical discontinuation, the utility will attempt to notify 
you by telephone of the proposed discontinuation and describe 
the action which you can take to prevent service discontinuation. 
Discontinuation will occur only between the hours of 8 a.m. and 
4 p.m., and only when utility employees are available for reconnection 
of discontinued service.

When disconnecting service at the premises, the utility representative 
will use proper identification and state that the purpose of their call 
is to physically terminate service. Service will not be terminated if 
you have evidence which reasonably indicates that the outstanding 
utility bills are either paid or are in dispute. The employee may be 
authorized to accept payment, together with a reasonable charge, 
for sending the employee to the premise to allow the service to 
continue. Payment may be made in any reasonable manner, including 
by personal check, provided no insufficient funds check has been used 
for utility payments in the past three years. 

Shut off of service will be postponed for a reasonable period of time, 
but not more than 21 days, if the customer produces a physician’s letter 
or notice from a public health or social service official stating that shut 
off of service will aggravate an occupant’s existing medical condition.

Restoration of Service
Where utility service is discontinued, it will be restored upon the  
customer’s request after the cause for discontinuation has been  
corrected or credit arrangements satisfactory to Xcel Energy have  
been made. A notice that service has been discontinued will be left at 
your premise. Every effort will be made to restore service on the day 
restoration is requested and, in any event, restoration will be made 
no later than the first working day after the day of the request of the 
customer. The customer will be charged a reconnection fee as provided 
in the tariffs on file with the Michigan Public Service Commission.

This pamphlet is provided by Xcel Energy to each residential customer  
in accordance with the rules of the Michigan Public Service 
Commission, P.O. Box 30211, Lansing Mich. 48909. Toll Free 
800.292.9555.

Para Recibir este folleto en espanol comuniquese con cualquer  
oficina de negocio de Xcel Energy Company.

• Fail to keep the terms of a Settlement Agreement
• Refuse access to meter or other equipment located  

on the customer’s property
• Misrepresent their identity when applying for service
• Have requested that their service be shut off
• Have been a household member when another current household 

member incurred an undisputed past-due bill that remains unpaid
• Endanger anyone’s personal safety or the operation of utility  

systems through misuse

Service cannot be shut off if the customer:
• Fails to pay for merchandise, appliances or other services that  

are not part of basic utility service
• Fails to pay for energy used by another person, such as a tenant.  

However, service can be shut off if:
1)  Customer provides a written statement, made under oath,  

that the premises are unoccupied
2)  Tenant agrees in writing to shut-off of service
3)  Service cannot be provided to the tenant as a customer  

without a major revision of existing distribution facilities
• Participates in the Winter Protection Plan
• Has notified us of a medical emergency in the home
• Has advised us that an unpaid bill is in dispute
• Has not paid for concurrent service at another location
• Has not paid for a different class of service at the same  

or another location
• A customer, spouse of a customer or a customer with a spouse who 

is called to full-time active military service by the president of the 
United States or the governor of Michigan during a time of declared 
national emergency or war

If you choose to use the Third Party Notification Service we will mail 
a copy of any shut-off notice we send you to a consenting friend or 
relative. The third party is not obligated to pay your bill; however, the 
notification gives them time to act on your behalf.

Discontinuation Notice
If the utility is forced to discontinue service to you, a notice of  
discontinuation will be mailed or served personally to you at least  
10 days before the day of discontinuation. Not less than 30 days 
before the proposed discontinuance of service to a single-metered 
dwelling used as a residence for three or more families, a utility will 
mail or deliver a notice to each dwelling unit that indicates that the 
customer of record, the landlord, has failed to pay an outstanding bill 
and is subject to termination of service on or after the specified dated.

Appeal of Utility Hearing 
Officer’s Decision
Informal Appeal
If either party is dissatisfied with the decision of a Utility Hearing  
Officer, an appeal of the decision may be made within seven days from 
the date of service of the Complaint Determination to the Consumer 
Services Division of the Michigan Public Service Commission. An appeal 
may be either written or made by telephone, internet, fax or in person 
to the Consumer Services Division of the Michigan Public Service 
Commission. The case will be reviewed by a Complaint and Information 
Officer of the Consumer Services Division who may request additional 
information or hold an informal conference. Should a conference be 
held, you may represent yourself, be represented by counsel or by 
another person of your choice. You may also present oral or written 
evidence and dispute the evidence of the other party. New facts of 
circumstances of the dispute may be presented by either party to the 
Consumer Services Division Complaint and Information Officer if it is 
important to the dispute and could not reasonably have been offered at 
the prior hearing before the Utility Hearing Officer. The failure of either 
you, or the utility, to appear at any such conference without good cause 
or prior request for adjournment will result in a forfeiture of the absent 
party’s right to appear at the conference.

The Complaint and Information Officer will issue a written informal 
appeal decision within 30 days following the filing of a certified 
record. A copy of the informal appeal decision will be either mailed or 
served personally upon you. Unless formally appealed by either party 
to the Michigan Public Service Commission within 10 days thereafter, 
the informal appeal decision will be binding.

Formal Appeal
If either party is dissatisfied with the informal appeal decision of  
the Complaint and Information Officer, a formal appeal may be filed in 
accordance with the Michigan Public Service Commission’s rules of 
Practice and Procedure. A copy of the Commission’s Rules of Practice 
and Procedure can be obtained from the Michigan Public Service  
Commission, P.O. Box 30221, Lansing, Mich. 48909.

Discontinuation of Service
The Utility, under various circumstances, may discontinue a residential 
customer’s service. Service can be shut off for customers who:
• Have an unpaid past due energy bill that accrued in the  

past six years
• Fail to pay a requested security deposit or provide a guarantor
• Tamper with a meter or otherwise use our service in  

an unauthorized manner



This brochure explains your rights and obligations as a utility customer 
under the Consumer Standards and Billing Practices for Electric and  
Gas Residential Service established by the Michigan Public Service 
Commission. This information will be helpful to you in case you are  
unable, in informal discussion with utility employees, to resolve to  
your satisfaction any dispute you may have.

The Utility Bill
The rates that Xcel Energy charges its customers have been approved 
by the Michigan Public Service Commission and can be reviewed  
at the Commission office or online at www.michigan.gov/mpsc or  
www.xcelenergy.com. If you wish to obtain a copy of the current  
rates for residential gas or electric service, you may do so by calling 
Xcel Energy. Where optional rates are available, an Xcel Energy  
representative will be glad to assist you in choosing the most  
appropriate rate.

Once a month the utility sends each customer a bill for the amount  
of electricity or natural gas the customer has used at each residence 
maintained by the customer during the previous billing period. If 
you believe a mistake has occurred in your bill, make sure the meter 
number shown on the bill is the same number that appears on your 
meter. Then check the meter reading as it should be somewhat higher 
than the most recent reading printed on the bill. If the meter number 
and/or reading do not agree with the numbers shown on your bill, 
please notify Xcel Energy’s billing department immediately.

In most cases, your bill is itemized and verification of accuracy can be 
made by simply extending the calculations shown on your bill. If your 
bill is not itemized, or you would like help in verifying the accuracy,  
you may call Xcel Energy or contact the Michigan Public Service  
Commission office for assistance. Payment of your utility bill is due 
in full 21 days after the date a bill is mailed. When the bill contains 
charges for other than utility service, payments will always be applied 
to utility charges first.

Estimated Billing
The amount of electricity or natural gas used by a customer during  
a billing period is determined by a utility employee who periodically 
reads the customer’s meter or through radio frequency reads. You 
may also receive an estimated bill if extreme weather conditions, 
emergencies, equipment failures or other such circumstances prevent 
actual reading of your meter. Bills that are determined on the basis 
of an estimated meter reading will be identified as such. Estimated 
readings will be identified on the bill as”estimate.” If your bill for a 
billing period is based on estimated usage, the bill that follows the 
next actual reading of your meter will be adjusted so that you will pay 
only for the electricity or natural gas you actually used.

At least once every 12 months, the utility must obtain an actual meter 
reading of customer usage in order to verify the accuracy of readings 
reported in this manner.

Recovery Factor
Each utility bill reflects an adjustment by which the utility passes  
along certain increased or decreased costs of providing energy to  
customers. These adjustments vary up or down to some extent each 
month and are examined by the Michigan Public Service Commission.
These costs include the cost of fuel, electric generation, purchased 
power or purchased gas from a base level. These adjustments cover 
only charges in the base cost to provide service. Detailed information 
on how to calculate the adjustment is available upon request.

Payment of Utility Bill
There are several ways to pay a residential utility bill. Payment can be 
made by mail, the pay station, online credit/debit card, Pay by Phone 
and Auto Pay.

Budget Payment Plan
To manage high winter gas bills or high summer electric bills, ask your 
utility about budget payment plans. These plans make it possible for 
you to make more even payments each month of the year for your 
utilities. Budget amounts are reviewed periodically and adjusted 
accordingly.

Deferred Payment Agreement
These agreements are designed to help customers pay off overdue 
bills in installments and the utility is required to offer them to 
residential customers. When you agree to make a reasonable down 
payment on a bill and to pay the remaining amount in reasonable 
installments, plus your current bill or budget payment, your service 
may not be disconnected. “Reasonable amounts” are determined 
by considering size of amount due, ability to pay, payment history, 
amount of time the debt as been outstanding, reasons why the debt 
has been outstanding and any other significant factors.

When the utility offers a deferred payment agreement, a paragraph 
containing the following must appear in large print above the space  
for the customer’s signature. “IF YOU ARE SEEKING PAYMENT 
ASSISTANCE, SIGNING THIS AGREEMENT MAY PREVENT YOU FROM 
GETTING EMERGENCY ASSISTNACE. LET US KNOW IF YOU ARE 
WORKING WITH AN AGENCY. IF YOU ARE NOT SATISFIED WITH  
THIS AGREEMENT, DO NOT SIGN. YOU MAY FILE AN INFORMAL  
COMPLAINT AND HAVE A HEARING BEFORE A HEARING OFFICER 
BEFORE YOUR SERVICE MAY BE SHUT OFF. IF YOU DO SIGN THIS 
AGREEMENT, YOU GIVE UP YOUR RIGHT TO AN INFORMAL HEARING 

BEFORE AN OFFICER ON ANY MATTER INVOLVED IN THIS DISPUTE 
EXCEPT THE UTILITY’S FAILURE OR REFUSAL TO FOLLOW THE TERMS 

OF THIS AGREEMENT.” If you have an unxpected loss or reduction of 
income after this agreement is signed, you may request a review and 
modification of his agreement.

If you do not fulfill the terms of the agreement, the utility may  
disconnect service and does not have to offer you a new deferred  
payment agreement prior to disconnection.

Security Deposits
The utility will pay interest on security deposits semiannually at a rate 
set by the Michigan Public Service Commission. Interest earned will be 
credited to the customer’s service account. Upon termination of service, 
the deposit with accrued interest shall be credited to the final bill and 
the balance shall be returned promptly to the customer.Deposits will 
automatically be refunded by the utility after 12 consecutive months 
during which time you have paid your bills in a timely manner.

Guarantee Instead of a Deposit
Instead of a deposit, you may have someone else sign a guarantee that 
your utility bills will be paid. This person is known as a “guarantor.” 
The guarantor is given a copy of the agreement stating its terms and 
the maximum amount guaranteed. Most agreements are made for one 
year and can be renewed if required. However, an agreement involving 
tampering with utility equipment or for unauthorized use is usually 
retained two years. Anyone who now has an Xcel Energy residential 
account over one year and is in good credit standing can be a guarantor. 
You and the guarantor are jointly responsible for paying your utility bills. 
When 12 consecutive bills in a 24 months period are paid on time, the 
guarantor will be released from the agreement.

Customer Complaint and Dispute Procedure
When you contact the utility to say that you do not agree with a 
utility bill or matter relating to your utility service, that disagreement 
is called a “dispute.” During the time that you and the utility or the 
Commission are working on a dispute, you may not be disconnected. 
You are responsible for paying all charges on time that are not being 
disputed. The utility is required to follow these dispute procedures:
• It must record the date, time and place the complaint is made
• It must look into your complaint promptly and completely
• It must tell you the results of this investigation
• It must try to settle the problem in a manner mutually  

satisfactory to both parties
• It must give you a chance to make a deferred payment  

agreement if you are behind on your bill

If a resolution of your complaint cannot be reached, the will inform 
you of your right to a hearing before a Utility Hearing Officer. If you 
wish to have a hearing of your compliant, you must so inform the 
utility within five days from the date you are informed of your right 
to the hearing. (If you request a hearing regarding the amount of 
your bill, you must pay the utility within 10 days of the date that the 
hearing is requested any amount owed which represents that part of 
the bill not in dispute.) Failure to make timely payment of the amount 
due will result in your losing your right to have a hearing before a 
Hearing Officer. If any dispute is ultimately resolved in your favor, the 
utility will refund any money owed you with interest from the date 
paid at a rate set by the Michigan Public Service Commission. If the 
parties are unable to mutually determine the amount not in dispute, 
you must pay 50 percent of the bill in dispute, not to exceed $100 per 
billing period, which will represent the amount not in dispute.

Hearing Procedure
Hearings held before a Hearing Officer involve:
• Notice of the Hearing: At least 10 days prior to the hearing, notice 

confirming the hearing date will be mailed to you by the Hearing  
Officer. This notice shall contain a description of the procedures  
to be used. Failure of either the utility or the customer to appear 
without due cause will result in the forfeiture of the right to a  
hearing for the absent party.

• Hearing: Hearings will be conducted in an informal manner during 
normal business hours at the utility’s office most convenient for  
the customer. You have the right to represent yourself or to be  
represented by counsel or by another person of your choice. Both 
you and the utility will have an opportunity to review documents 
and data to be presented at the hearing and review the list of 
witnesses to be heard. Such review should be completed at 
least two days prior to the hearing date. During the hearing, 
both you and the utility will have the right to present evidence 
and testimony, make oral arguments and question the witnesses 
appearing on behalf of the other party. All witnesses will testify 
under oath. Upon hearing all the evidence, the Hearing Officer 
will state findings and decision orally and then issue a written 
complaint determination. Unless appealed by either party within 
seven days, the complaint determination will be binding.

• Settlement Agreement: Prior to the Hearing Officer’s issuance of  
a complaint determination, the Hearing Officer may propose a  
settlement to resolve all issues in dispute. If accepted by both  
parties, a Settlement Agreement stating the agreed to provisions 
will be signed by both parties and will be binding on both parties.


