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Part 7: Billing Rule Protections

Listing & Notice of energy assistance programs (R 460.128/129)

Medical Emergency (R 460.130)

Critical Care Shutoff Protection (R 460.130a)

Low-income Winter Protection Plan (R 460.131)

Senior Winter Protection (R 460.132)

Military Customer Protection (R 460.133)

Extreme Weather Condition Policy (R 460.134)

Energy Assistance & Shutoff Protection Programs for Residential Customers



Part 7 Utility Data Request



Medical/Critical Care: Medical Hold Form

Medical Emergency Form*:
https://www.michigan.gov/mpsc/-/media/Project/Websites/mpsc/regulatory/rules-
laws/Medical_Hold_Form_Template_Fillable.pdf

* Medical form can be found via utility and Commission website

https://www.michigan.gov/mpsc/-/media/Project/Websites/mpsc/regulatory/rules-laws/Medical_Hold_Form_Template_Fillable.pdf
https://www.michigan.gov/mpsc/-/media/Project/Websites/mpsc/regulatory/rules-laws/Medical_Hold_Form_Template_Fillable.pdf
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Executive Summary
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• Billing Rules Part 7 data request

• We employ many tactics to ensure our customers are aware of the different assistance options 
available to them; This includes sending out our payment assistance bill insert on an annual basis 
which includes the part seven protections

• We have found our customers are often more successful with protections and plans outside of the part 
7 protections. Our affordable payment plan (low income self-sufficiency plan) is by far our most 
successful offering

• Although protections like critical care, medical emergency and military service holds protect customers 
from service interruption, they often result in large arrears growth resulting in the customers being in a 
worse position when the protection ends

• Due to the pandemic over the past two years, we have provided additional flexibility to some of the 
part 7 protections, unfortunately this flexibility has resulted in lower success rates and higher arrears 
growth



Billing Rules Part 7 data request
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1. Count of customers granted protection throughout the year - a customer could be counted multiple times as either enrolled or denied
2. Arrears as of March 31st of each year
3. Customers enrolled in plan, or seniors identified, as of March 31st of each year
4. Number of defaults throughout the year - customers could be counted more than once

• Although COVID was added to the list of 
conditions for a medical emergency lock, 
most customers opted for other plans or 
protections that were easier to obtain 
during the pandemic

• Historically we have not seen high 
enrollment in the Winter Protection Plan, 
as our Optional Shutoff Protection Plan 
(Shut off protection plan – SPP) is more 
appealing to customers

• We have only officially enacted the 
extreme weather policy six times in the 
past three years, we have elected to stop 
disconnects for a total of 18 days based 
on leadership discretion due to high or 
low temperatures

DARR Data Request - Billing Rules Part 7
2019 2020 2021

Medical Emergency

Number of customers enrolled1 2,373 509 490

Number of customers denied1 4,511 1,465 1,305

Total dollars in arrears2 $ 3,805,588 $ 1,059,444 $ 1,246,013

Critical Care

Number of customers enrolled1 210 122 188

Number of customers denied1 233 130 101

Total dollars in arrears2 $
521,63

5

$
435,52

4

$
732,86
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Winter Protection Plan

Number of customers enrolled3 934 332 206

Number of defaults4 1,740 685 459

Total dollars in arrears2 $ 1,267,097 $
394,69

3

$
240,16

9
Optional Shutoff Protection Plan

Number of customers enrolled3 79,439 87,250 90,251

Number of defaults4 143,152 118,113 126,615

Total dollars in arrears2 $ 79,219,000 $ 74,626,752 $ 71,832,724

Senior Winter Protection

Number of customers identified3 751,585 778,985 801,588

Total dollars in arrears2 $ 69,812,541 $ 62,328,653 $ 62,363,566

Military Protection

Number of customers enrolled1 3 - 5

Total dollars in arrears2 $
7

16

$ - $
5

45
Extreme Weather Policy

Number of days policy was activated 6 - -



We employ many tactics to ensure our customers are aware of the different 
assistance options available to them; This includes sending out our payment 
assistance bill insert on an annual basis1 which includes the part seven protections

41. Our agency and community partners also have copies of the payment assistance bill insert and share with customers as needed

• Proactive outreach

– Outbound call campaigns

– Automated letter campaigns

– Email blasts

– Virtual and live customer assistance 
days

• Accessibility tactics
– SER (State Emergency Relief)

navigation

– Data sharing

– Community/faith-based partnerships

• Tailored call handling
– Automated solutions to suggest next

best action

– Specialized training



We have found our customers are often more successful with protections and plans 
outside of the part 7 protections. Our affordable payment plan (low income self-
sufficiency plan) is by far our most successful offering
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• There are a few main differences between these plans that
add to the varying success rates

– Our affordable payment plan (APP) – LSP is not only 
income based but also includes arrears forgiveness, a 
flat monthly plan amount and additional wrap around 
services

– SPP results in a flat monthly plan amount as well but, 
it spreads a customer's past due balance over the term 
of their plan and estimates their monthly usage. This 
plan requires 10% or 20% down payment.

– PA requires a customer to pay their current charges, as 
well as a portion of their past due balance over a term 
from 2-6 months. This plan requires a 50% down 
payment.

1. These rates exclude move out, bill correction, customer request and transfers. Success rate for SPP and PA refers to customers who did not fail the plan at any time during the term,
and for LSP represents customers who’s made their monthly payments on time for the 12 months reviewed

2. In December of 2021 the following changes were made to SPP – plan length was modified to 12 months from 24 months, and missed payments were dropped from 2 to 1
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Although protections like critical care, medical emergency and military service holds protect 
customers from service interruption, they often result in large arrears growth resulting in the 
customers being in a worse position when the protection ends

61. No military locks were granted during 2020

• These protections remove customers from the collection 
process, therefore protecting them from shutoff

• Customers are not required to make payments while 
enrolled in these protections

• The main difference between the protections is their length

– Critical Care Protection – 365 days

– Medical Emergency – 21 days

• Can be used for additional household members, not 
to exceed a total of 6 locks per year

– Active Military Protection – 180 days

• Rule requires 90 days for up to two times annually

• Unfortunately, the longer the term of the protection, often 
the larger a customers arears grow

975 995

68 88
0

761

167
113

546

$-

$200

$400

$600

$800

$1,000

Critical Care Military Service

Average change in arrears over term of 
protection

($)

Medical Emergency

2019 2020 2021

3



7

26

55
28
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Net Arrears1 growth in SPP/PA from 
Jan 21 to Dec 21 ($/CA)

Success Rate Jan 21 to Dec 21 
(%)
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Due to the pandemic over the past two years, we have provided additional flexibility 
to some of the part 7 protections, unfortunately this flexibility has resulted in lower 
success rates and higher arrears growth

1. Net arrears growth graph does not include lock arrears
2. Baseline success rate for SPP and PA is based on completed plans in 2019. Baseline for locks is based on 21-day full balance locks issued in 2019. The baseline success rate for SPP, 

PA and Locks is 27%, 64% and 35%, respectively

• During COVID we allowed flexibility in the amount paid to enroll in a plan and granted additional locks as needed

• When comparing these modified protections to historical protections we found they resulted in:

• Lower success rates

• Higher arrears growth



Appendix
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Payment Assistance Bill Insert page 1 of 2
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Payment Assistance Bill Insert page 2 of 2
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Additional information on DTE protections and plans
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Low Income Self-
Sufficiency Plan

• An affordable fixed 
payment plan funded 
through Michigan 
Energy Assistance 
Program (MEAP) with 
arrears forgiveness

Winter Protection 
Plan

• A budgeted plan 
designed to prevent 
service disconnect 
during the heating 
season

State Emergency 
Relief

• Immediate help for 
customers that meet 
federal income 
guidelines and have a 
past due bill or 
disconnect notice

Home Heating 
Credit

• Winter heating 
assistance available to 
customers below 
110% of the federal 
poverty level

Residential Income
Assistance Credit

• A monthly assistance 
credit available to 
customers whose 
income is below 
150% of the federal 
poverty level

Payment 
Agreement

• A monthly installment 
plan available to all 
customers with an 
agreement and down 
payment

Low-Income 
Weatherization  

Assistance 
Program

• Free home energy 
conservation services 
if a household has an 
income below 200% 
of the federal poverty 
level

Shutoff Protection  
Plan

• Year-round protection 
from service 
disconnects if monthly 
payments are met

Payment Stability 
Plan Pilot

• A percentage of 
income payment plan 
for 2,000 customers 
at or below 200% FPL

LIHEAP Direct

• The focus of the 
program is leverage 
data sharing between 
state and energy 
providers to aid 
clients during the 
COVID-19 Pandemic

Low Income
Assistance Credit

• A rate payer funded 
credit to assist low-
income customers at 
or below 150% FPL by 
applying a monthly 
credit on their bill



Customer Protections Data Review
July 21, 2022
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Energy Assistance Options
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Consumers Energy Programs

 Payment & Protection Plans
 Shut-Off Protection Plan for income qualified 

customers
 Winter Protection Plan income qualified 

customers and seniors
 Medical Emergency and Critical Care 

Protections
 Active Military Duty protection
 Budget & Installment Plans

 Monthly Bill Credits
 Senior credit – Electric only
 Income qualified credits

 Energy Efficiency
 Helping Neighbors - IQ

Public Assistance Programs

 Consumers Jointly Managed
 CARE – MEAP Funded

 State Managed – LIHEAP Funded
 State Emergency Relief (DHHS)
 Home Heating Credit (Treasury)

 COVID Programs
 Rental Assistance
 Mortgage Assistance (TBD)

 Non-profit Agency Programs

 United Way 2-1-1 Referrals



Current Customer Protections
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How are protections offered?
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Critical Care & Medical Emergency
Critical Care

- Current: 120 Critical Care Customers

- 10 out of the 22 ‘Over $1k’ haven’t made a 
payment this year

- Total arrearages for these customers is
$157k – the 10 customers who have not 
made a payment total $96k (61%)

Medical Emergency
- 2021 Medical Emergency Customers: 383

- 7% (25 of the 383) medical emergency 
customers received a turn-off notice last 
year after their medical emergency 
protection ended

20



WPP / SPP / Senior Protections
WPP

− Program required by law
− Program required per 

billing practice rules
− Past due payment 

arrangement for 
customers up to 150% 
FPL that also defers a 
portion of heating 
season costs

− Remaining charges 
levelized throughout rest 
of the year

− No late payment 
charges

SPP
− Program required per 

billing practice rules
− Past due payment 

arrangement for 
customers up to 200% 
FPL

− 10% down payment
− 12-24 months for past 

due repayment
− Current bills still owed
− No late payment 

charges

Seniors
− Total Seniors: 858k

− 97% of Seniors continue to 
make payments during Winter 
Protection

− As of 4/1/22, the Seniors who did 
not make any payments had 
arrearages of $2M

*FPL = Federal Poverty Level

21



Military
- Currently five(5) Military ID customers have holds

- Four(4) are current on bills; one(1) has arrears

22



CE Customer Credits
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Monthly  
Credit 

Amount
Customers

Gas – RIA $12.60 69,000

Gas – LIA $30.37 12,000

Electric – RIA $8.00 54,000

Electric – LIA $30.00 4,200

 Rates funded, 150% FPL
 Credit applied for 12 months
 RIA tag comes from receiving SER 

or HHC automatically
 Customers can also show proof 

of Medicaid, Food Assistance, or 
self-attest their income

 LIA pulled from RIA, some can be 
added by request and proof of 
income



MEAP and the CARE Program
MEAP
 Established in state law
 Up to $1 surcharge on all 

residential electric meters
 LIEAF Funds distributed via yearly 

grant process to non-profit 
agencies

 One-time bill payments or 
Affordable Payment Plans

CARE
 Two-year program
 Gradual forgiveness of arrears
 Discounted monthly bill – based on 

customer FPL
 Self-sufficiency services provided by 

agencies
 Shut-off protection
 10,500 enrolled in 2022
 11% have defaulted due to non-

payment
24

*FPL = Federal Poverty Level



Statewide Partnerships
Collaboratively work with agencies across the state to 
help customers become self-sufficient and succeed

 DHHS/MPSC
 United Way of South-Central Michigan
 United Way of Barry County
 United Way for Southeastern Michigan
 TrueNorth Community Services
 The Salvation Army
 Bureau of Community Action and Economic 

Opportunity
 The Heat and Warmth Fund (THAW)
 Superior Watershed Partnership
 St. Vincent de Paul

Partner with 2-1-1 to provide direct energy assistance 
referrals
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Challenges & Opportunities

26

The current notification process for customers late on bill payments is efficient 
and motivates customers to engage.
− Customers who engage with their utility are more successful in maintaining 

service and limiting challenges
− Customers who allow balances to exceed $1000 are likely to experience 

energy insecurity
− Encouraging customers to engage in solutions early when experiencing 

personal challenges reduces the likelihood of energy insecurity.

− Reminder notices assist many customers in continuing to engage and 
participate in programs
− Customers want to know the eventual consequences at initial communication

− Information on programs is seldom accessed until customers identify a 
need



DARR Subcommittee 
Shut Off Data – Part 7
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Shut Off Protections – Part 7 Data

~766,000 Customers (including 
Commercial and Industrial) 

Companies have older data systems and 
therefore a lot of data is not available.

Focusing on:
Medical Emergency
Critical Care
Winter Protection Plan

DARR Data Request - Billing Rules Part 7
2019 2020 2021

Medical Emergency
Point in Time for Measurement (MEGA 

Interpretation)

Number of customers 
enrolled

How many granted throughout the entire year 
***1 customer could be counted multiple times 

up to six*** 497 194 188
Number of customers 

denied May be pulled manually, or may not even exist
1 (not 

tracked)
1 (not 

tracked) 81

Total dollars in arrears Dollars in arrears as of March 31 of Each Year
$43,469.3

7 
$22,623.5

7 
$61,004.2

6 
Critical Care

Number of customers 
enrolled How many granted throughout the entire year 209 155 166

Number of customers 
denied May be pulled manually, or may not even exist 52 42 61

Total dollars in arrears Dollars in arrears as of March 31 of Each Year
$22,507.1

1 $4,765.21 
$12,708.4

7 
Winter Protection Plan

Number of customers 
enrolled

Number of customers identified as of March 
31st (from Quarterly Report) 966 581 1287

Number of defaults Jan 1st - Dec 31st 350 241 196

Total dollars in arrears Dollars in arrears as of March 31 of Each Year
$145,874.

46 
$109,138.

77 
$71,182.7

8 



Shut Off Protections and Assistance

Michigan Energy Assistance Program 
• Up to $1 per month, per electric meter surcharge ($50 million total).
• Gives customers access to assistance funding.
• Alpena, Indiana Michigan Power, Michigan Gas Utilities, Xcel/NSP-W, UPPCO all participate.

• UMERC opts out, but customers cannot be shut off during crisis season from Nov. 1 to April 15.
• Semco customers eligible.

• Xcel/NSP-W does not shut off customers between Nov. 1 and April 15.

State Emergency Relief Program (SER)
• State Emergency Relief is a crisis intervention program that provides assistance for energy-related expenses such 

as heating fuel, electricity and home repairs. SER is supported by the Federal Low Income Home Energy Assistance 
Program (LIHEAP). 

Home Heating Credit
• Income tax credit for homeowners meeting eligibility requirements.



Other Services and Assistance

Payment Arrangements
• Paying down arrearages over time. (Alpena, Semco, and Xcel)
• Paying equal installments over a year based on usage. (Alpena)
• Payment extensions. (Alpena and I&M)

Other Relief Programs
• Senior Discount Rate. (I&M)
• Low-Income Service Charge Waiver. (I&M)
• Energy Assistance, Self-Sufficiency & Education Program (EASE) with Community partners. (UPPCO)
• Monthly Assistance Program. (SEMCO) 
• Low Income Credits like Residential Income Assistance and Low Income Assistance Credit. (Semco)
• Customer Donation Programs. (Semco)

Other Programs
• Customer Support with State Assistance applications. (Semco)



Round Table Discussion



Questions? Comments? Concerns?

Leadership 
Contacts

Christina Forist
MPSC Staff

foristc@michigan.gov

Jake Thelen
MPSC Staff

thelenj7@michigan.gov

Kasey McNeally
Superior Watersheds

kaseym@superiorwatersheds.org

Rick Bunch
5 Lakes Energy, LLC
rbunch@5lakesenergy.com

DARR Suggestion Box 
(https://www.michigan.gov/mpsc/commission/workgroups/energy-affordability-
and-accessibility-collaborative) 

https://www.michigan.gov/mpsc/commission/workgroups/energy-affordability-and-accessibility-collaborative


• Next meeting: 
August 18th at 10:00 a.m. – 12:00 p.m.

Topics:
Where do we go from here …
• Identify real-live customer journeys 
• Open Dialogue - Identify any new gaps

• New rules or additions
• Data Collection

• Do we need to track additional data?
• Create Recommendations

Upcoming …
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