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CUSTOMER BILL OF RIGHTS 

As a residential customer of a regulated public utility in Kentucky, you are guaranteed the following rights 

subject to Kentucky Revised Statutes and the provisions of the Kentucky Public Service Commission Administrative 

Regulations. 

• You have the right to service, provided you (or a member of your household whose debt was

accumulated at your address) are not indebted to the utility.

• You have the right to inspect and review the utility's rates and tariffed operating procedures during the

utili
t

y's normal office hours.

• You have the right to be present at any routine utility inspection of your service conditions.

• You must be provided a separate, distinct disconnect notice alerting you to a possible disconnection of

your service if payment is not received.

• You have the right to dispute the reasons for any announced termination of your service.

• You have the right to negotiate a partial payment plan when your service is threatened by disconnection

for non-payment.

• You have the right to participate in equal, budget payment plans for your natural gas and electric service.

• You have the right to maintain your utility service for up to thirty (30) days upon presentation of a

medical certificate issued by a health official.

• You have the right to prompt twenty-four (24) hour restoration of service or close of the next business

day, whichever is later, and shall install and connect new service within seventy-two (72) hours, or close

of the next business day, whichever is later, if the cause for refusal or discontinuance of service has been

corrected and the utility's tariffed rules and 807 KAR Chapter have been met.

• If you have not been disconnected, you have the right to maintain your natural gas and electric service

for up to thirty (30) days if you present a Certificate of Need issued by the Kentucky Cabinet for Human

Resources between November and the end of March.

• If you have been disconnected due to nonpayment, you have the right to have your natural gas or electric

service reconnected between the months of November through March provided you:

1. Present a Certificate of Need issued by the Kentucky Cabinet of Human Resources and

2. Pay one third (1/3) of your outstanding bill ($200 maximum), and

3. Accept referral to the Human Resources' Weatherization Program, and

4. Agree to a repayment schedule that will cause your bill to become current by October 15.

• You have the right to contact the Public Service commission regarding any dispute that you have been

unable to resolve with your utility (Call Toll Free 1-800-772-4636).

The Customer Bill of Rights is referenced in 807 KAR S:006 Section 14 (1) (c) 1. 
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Wood Creels Waw! Qw:dct 
(Name of Utility) 

FOR Norfhgn !mm] Q>lumt 
Community, Town or City 

P.S.C.KY. NO. ----��----

____ _,SHEETNO, ______ _ 

CANCELLING P.S.C. KY. NO,. _____ _ 

_____ .SHl$TNO.. _____ _ 

RuutS AND REGULATIONS 

LEAK ADJUSTMENT POLICY 

Det.ennination of a Leak 

Ow &ld employees notice wbm reading meters if the usage of a custonl• is UDUSUally high and if the meter is nmning. Jf 
so, 1hey go to the •OJQer's door to talk with them ilbout a possiole leak. If no one is at home they leave them a note for 
tbflln to c:onlad the office because tbey may have a leak. At Olher times the customers will call the office to ask for someone 
to come mm their .meter off bealu5e they have a k:ak and Deed asslstau.<:c. le.lib in then. �bled by field tnvestipd.on 
by designated employCfl who th,m rq,cm � to tho aJStomer and to� offk.c staff as to wh� a leak was determined. 

Adjustntent of a Leak 

The� of the bill is based on the total amouut of the water usage. The 8DlOUDt oftbe customers average tbree (3) 
months ww � bill b � ftor.n tbe bill or bi11s wblcb � bigber fban normal due to a water 1eM. 1be J>lwk:t will 
reduce the bill in the amount of 50%. The customer may be granted payment3 for this 500/4 payment ifhe � Thi$ leak 
adJusmient is a one time adjustment. 

Example: 

Wautrusagt bill Of bills with leak 
3 months average bill 

1/2 ofBilt 
;3 mootbs average bm 

$100.00 
:lQJ!2 
m.oo

Absmbedby 
District 

$4S.OO 

DA'JEOP lSSt.JE ____ ......_.N ..... ov_..om .... ber__,.1..._3,..,2008..,... ______ _ 
Month/ Dlllc / Year 

DATBEFFECTIVB. _ ___,, _ ___.,..,�--....... �.......,,.-� _ _,.... __ 

1=-nBY A£'� 
(S� ccr) 

TITI..£ _____ Q,.,,.....aiQD!P....,..,'------------

BY AU'IHORl1Y OP ORDER OF THE PUBLIC $BR.VICE COMMISSION 
IN CASE NO. 2:0Ql;00334 DATIID Noyembq 13. 2008 

OW,From 
Custgmg: 

$45.00 
.&QQ 

$55.00 

PUBLIC SERVICE COMMISSION 
OF KENTUCKY 

EFFECTIVE 
11/13/2008 

PURSUANT TO 807 KAR 5:011 
SECTION 9 (1) 

By��, ExecutiveDitor 



Wood Creek Water Dis1rict 
(Name of Utility} 

FOR NOJtbmi 1 f9!!iJ Coanty 
�.TownorCity 

P.S.C.KY.NO. W� 

�NO·---=-----

CANC.E!LUNO P.S.C. KY. N0, ___ 2002:QQ...,.....,._.,_, .... 18..,.S ____ _ 

SHEBTN0._-2_�---

RULES AND REGULATIONS 

12. On all BW �om, a separate meter must be iDsla1led for each re.sideDce, 8j)IIIIDUt. uoit, mot,ile home, business, or
fmnily wili raiding io a duplex or other multi-wiit premise, For exislb)g ��two or more midences, apartment
units, ID()b� home$, bus� or &mily unit$ re$ldlng la a duplox or other multi-unit premise are served by a single water
meter, the water bill for eadl ocwpant, � business, or family unit will be computed as follows:

a. The custome, whose name the meter is in will be billed for the aclUal water n:gistmld by that meter.
b. All other� sbaD Pi'Y lht- roin:in:mrn bilL

13. The District's system i,uug designed nor intended for use for fire protection in any� whatsoevor, Any customer
usjng �e f<>r 6re �01;1 does so�� own full and IIOle responsibility.

14. A charge of $20.00 will be charged for inspection of customer's service lines dUll ar-.: not covcred by tho state or local
plumbing iuspeaors per KRS 3 J 8 as ordered by the hblic Service Coomiissioo iD � No. 10048 on 6fJ2/88, Wood Creek
Water J)jstrict.

l S. Extensions of Seryice: The District may mab extensions per 8117 KAR 5:066, Seel 12 and/or B07 KAR S:011, Sect. I 3,
Spec.lal c.cmtracta, copy of IIPP1(1Vrxi (IOIIQ'a(lt auacbed be.rek>. All c:ustomm desiring an extaJs.ioD will be presented both of
tbe �ve and inay ch� wbk:b one tbey p.refer.

If surplus funds SR used for extensions of service, the following criteria wlll be reviewed: 
a Wbetber SUJplus mods exist 
b. �ill opponunily for tepayDleDt of lhe expended smplos funds exists.
<:. Tho �ion would not otbe:.rwiJe be cxmstructed, due to uuavailability of financing O'ODl a,;iy other sowce.
d. Any other relevant facts that pertain to the proposed ex;temlon.

16. A charge of S40.00 will be charged to the London Utility Commission for reconnection of water service for their sewer
customers.

I>ATe OP JSSUB. __ ___._N.,._ovem�ber...,._.J....,�.""?&lQ§�------
Montb I Dale/ Year 

ISSUEDBY 

TTT1£, ___ ...,.Cbainnan==- -----------

BY AUTIIORJTY OF ORDER OP 1liE PUBLIC SERVICE COMMISSJON 
lNCASBNO. �34 DATED Nomnbett3.ZOQll 

PUBLIC SERVICE COMMISSION 
OF KENTUCKY 

EFFECTIVE 
11/13/2008 

PURSUANT TO 807 KAR 5:011 
SECTION 9 (1) 

B�, ExecutiveOiCtOr 



Wood <ml< WIIG' t>jsgjct 
(Name of Utility) 

FOR Nmtbem Lamej Cqwty 
Community, Town or City 

P.S.C. KY. NO. 2008-00334 

� Revised SHFEf NO. ______ _ 

CANCELLING P.S.C. KY. NO. 2002-0018S

4 .... 
111

-Reyised.....,._......_ ____ SHEET. NQ,---1 

RULES AND RF.OULATIONS 

1. These rules and regulations are in addition to the rules and reguJadom of the Keotuck)' Public
8c:Jvi" Cown,lJ$1011-

2. Any resident of the Wood Creek Water District is eligible for water service ftom the District.

3. Water service will bo terminated within 72 hours after receiving a written request ftom the wstomer requesting
discontiDuauce.

4. A charge of$40.00 will be charged for� of service.
A charge of$80.00 will be charged for recoonection of service after normal working hours (after 4:30 p.m.).

S. W81J::I tap on Charge or Contribution iD Aid ofCoDsttucdon shall be as follows:
5/8 .bxh Meter-----------.$530.00
l Inch and l..al'ger Meters ---------Actual Cost of lnsta.llatlon

6. A charge of $25.00 will be on all 1etwned checks.

7. A Cbqrge of $25.00 will be d:larged for retesting of meters by �um,mer request if the meter is tested and found to be
�. iD �dao� with KAR S:006 8"t. 20.

8. A. fee of$40. 00 wm be charged for all additional trip,s to the customer's pren.llses, such ltS w:orJffl addresses given,
belptng customer find water teaks on theb' side of the met«, etc.

9. Meto.rs will be read moothly and statements will be mailed before 1be 106 of eadJ month.

l O. Service lines to meters end meters ffl" property of the District. From 1he meter to the customer outlet, iMtallati<>n and
service will be the sole responsibility oftbe castomer.

11, All xomn wiU be l�d on � maiDs and iD the absence of spocial permission on the property to be served. 
Refomwe is made to a more detailed explanation contained in 1be By�Laws. 

DA'J'E OP JSSUE. ___ __....N..,,.oy...,em=;bcr�l'!"'l,',a;:;2008�,.,,.,...------
Montb/Dak/Year 

lSWEDBY -LP-� 7�

OATS�'----�-----1-+'J'J��'""""'..mr.i,..,_ __ Th__,..�,._..-

z:. (Si8zmtme ot 7 

111LB ___ _,.Chahman......,'_.__ ___________ _ 

BY At.rmORJTY OF ORDER OP Tire POBUC SERVICE COMMJSSJON 
n,ICASENO. 2008-00034 DATED Nom:obm: 13.2008 

PUBLIC SERVICE COMMISSION 
OF KENTUCKY 

EFFECTIVE 
11/13/2008 

PURSUANT TO 807 KAR 5:011 
SECTION 9 (1) 

By�, ExecutiveOior 
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� > Utilily Shutoffs and Disconnections in Kentucky 

Utility Shutoffs and Disconnections in Kentucky 

Who makes the rules for utility companies? 

Utility companies are called "public" because they serve the public, but they are private 
corporations or cooperatives. 

In Kentucky, most of the electric, gas, telephone, and water utility companies and districts, 
including Rural Electric and Telephone Cooperatives, are subject to the rules of the Public 
Service Commission (PSC). 

Utilities not regulated by PSC: Propane gas, TVA, c ity-owned utilities, and cable TV 
services are not subject to PSC regulation. Problems must be worked out with the 
companies using the rules set by the city or company running the service. 

The following outline applies only to customers of PSC-regulated utilities. 

A UTILITY MAY REFUSE OR SHUT OFF SERVICE IF A CUSTOMER: 

1 . Does not follow company or PSC rules (but customer has to have been given a 
chance to obey, after which customer must get at least 10 days' written notice before 
a cut-off of service; 

2. Does not fix a danger at the customer's home even tho' the customer is able to fix it;
3. Does not allow the company to come on the customer's property for meter reading or

other needed activities (again, custome r must be given a chance to comply, and then
1 O days' written notice);

4. Has an outstanding bill, or is not paying current bills (see below);
5. Does not follow state, local or other codes (again, 10 days' written notice must be

given before shut-off, unless local government requires shutoff immediately;
6. Steals service or gets service by fraud. In this case, the company does not have to

give a dvance notice; but written notice of the utilit y's reason and the customer's right
of appeal must be sent within 24 hours of service being refused or disconnected.

CUSTOMER RELATIONS REQUIREMENTS 

Mttp://kyjustice org/print/547 8/31/21, 7:49 AM 
Page 1 of 4 



• Member of Household is Ill: T he customer brings in, before the shut-off date, a

"Certificate of Need" statement signed by a doctor, nurse, or public health official,
saying that cutting off service would harm a member of the household who is ill.
Follow-up requests for extensions must include not only the doctor's statement but
also an agreed partial payment plan.

• Notice Goes To Low-Income Household between November 1 & March 31: Customer
brings in, before the shut-off date, a statement from their local office of Community
Based Services that they qualify for the heating assistance program or their income
is at or below 130% of poverty. If the customer can work out a payment plan which
will catch up their bill by no later than October 15, they can't be disconnected.

The utility may not require a new security deposit as a condition of granting a 30-day 
extension. 

GETTING SERVICE RE-CONNECTED AFTER IT HAS BEEN SHUT OFF 

Winter Hardship Reconnection 

If electric or gas service has already been shut off, a low-income household can get 
service back under the Winter Hardship Reconnection program, which runs from 
November 1 thru March 31 each winter. 

To get this help, a customer must: 

1. Get a Certificate of Need (see above), and give it to the utility company; and

2. Be referred to, and use if possible, weatherization services (eg., insulation, new
windows, etc.) from the state; and

3. Pay 1 /3 of their outstanding bill or $200, whichever is less, at the time of applying;
and

4. Agree to a repayment schedule to catch up the bill by no later than the next October
15. If the bill is over $600, the customer must pay all of their current bill and make a

good faith payment on the balance, based on ability to pay. Customers current on a
payment plan may not be terminated.

GETTING HELP WITH PAYING UTILITY BILLS 

A Kentucky program to help low-income households pay their utility bills is the Low Income 
Home Energy Assistance Program (LIHEAP). It is run by the Department for Community
Based Services (DCBS). Eligibility is based upon family size and income. If you think you 
may be eligible for this help, check with your county DCBS office. 

hltp:J/kyjustice.org/print/547 8/31/21, 7:49 AM 
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Generally, every PSC utility must: 

• Provide a toll-free telephone line to a customer service person;
• Employ at least one full-time customer service person;
• Display the PSC list of customer rights;
• Allow customers to work out payment plans;
• Offer budget payment plans (spreading costs over 12 months);
• Connect new service within 72 hours, and re-connect within 24 hours, when

conditions for service have been met;
• Before connecting new service, check meter and connections to detect prior fraud,

so the new customer won't be overcharged;

SHUT-OFF OF SERVICE FOR NON-PAYMENT 

Contents of Notice: 

In almost all cases, any utility company that intends to shut off service for any reason must 

mail or take to the customer, at their last known address, notice that: 

• Is in writing and is apart from any bill;
• Gives the reasons for shut-off;
• Tells the customer they have a right to appeal;
• Warns that the shut-off will occur even if a new bill is sent.

Gas and Electric Companies Must: 

• Mail written notice of termination at least ten (10) days in advance;
• Not shut service off until at least 27 days after the date of the original bill;
• Include with the notice information about heating assistance programs and a phone

number for the local office of Community Based Services.

Water, Sewer and Telephone Companies Must: 

• Mail written notice at least 5 days in advance;
• Not shut off service until at least 20 days after date of the original bill.

PREVENTING A SHUTOFF OF SERVICE AFTER GETTING NOTICE 

Catch-up or Payment Plan: If before the shut-off date the customer can catch up their 

payments or work out a partial payment plan which will catch up the arrears by October 15, 

the utility may not disconnect. 

A 30-Day Extension of Service Must Be Granted if: 

http://kyjustice.org/pnnt/547 8/31/21, 7:49 AM 
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INTEREST ON SECURITY DEPOSITS 

PSC-regulated utility companies must pay 6% interest on every customer's security 
deposit, except that water utilities may not pay more than the interest rate they get on their 
investments. A utility that violates this law can be fined $100 for each violation. 

PSCHOTLINE 

The PSC maintains a toll-free helpline to give information on PSC rules and regulations, 
and for help in settling disputes: 1-800-772-4636 (1-800-PSC-INFO). 

For legal advice, call your local lawyer referral service or, if you are a low-income person, 
contact your local Legal Services office r11. 

Persons over the age of 60 may obtain advice and consultation at 1-800-200-3633, the 
Legal Helpline for Older Kentuckians. 
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