
District of Columbia 
Public Service Commission

Understanding Your 
Residential Utility Bills, 

Choices, & Rights



The mission of the 
DC Public Service Commission 

is to serve the public interest by ensuring 
that financially healthy electric, natural 

gas and local telecommunicationsgas and local telecommunications 
companies provide safe, reliable and 

quality services at reasonable rates forquality services at reasonable rates for 
DC residential, business and government 

consumers.
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The DC Public Service Commission was
t bli h d b C i 1913 ithestablished by Congress in 1913 with 

authority to function as a quasi-judicial 
agency which regulates:agency which regulates: 

The PSC tracks and analyzes energy andThe PSC tracks and analyzes energy and 
local telephone prices & activities, monitors 
compliance, conducts investigations, and 

f th C i i ’ l denforces the Commission’s rules and 
procedures.
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The PSC is comprised of a Chairman, two 
C i i d 73 t ff iti *Commissioners, and 73 staff positions*.  

*Currently, 
there is a 
vacantvacant 
commissioner 
position. 

Betty Ann Kane

Chairman

Joanne Doddy Fort

Commissioner
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Formal Case Hearings
The Chair & Commissioners preside over formal case hearings.  There are several types
of formal case hearings:of formal case hearings: 

(1) Formal Evidentiary Hearings: Fact finding proceedings in which the parties’ 
attorneys cross examine witnesses on pre-filed testimony.  Commissioners may also 
ask questions (Example: Formal Rate Case Hearings) 

(2) Public Interest Hearings: Legislative-style hearings where the Commissioners 
ask the attorneys questions (Example: Formal Case Settlements)  

(3) Sunshine Hearings: Held by the PSC after a rate case or major proceeding to(3) Sunshine Hearings: Held by the PSC after a rate case or major proceeding to 
announce the results of its decision

(4) Community Hearings: Citizens have an opportunity to provide their thoughts 
and concerns; Usually held in different wards of the city y y

All PSC decisions are rendered through written orders.
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The PSC has several key offices
t li h it i ito accomplish its mission.
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The PSC serves residential, business, & 
government consumers through             

Public Safety Utility Regulation andPublic Safety, Utility Regulation, and
Consumer Education. 

•Residential & Business Complaints & Mediation•Residential & Business Complaints & Mediation  

•Pay Telephone Complaints & Inspections

•Utility Discount Programsy g

•Natural Gas Pipeline Safety Program

•Refereed Meter Tests

•Telecommunications Relay Services

•One-Call Natural Gas Grant Program

•Electric, Natural Gas & Telecommunications 
Customer Choice Programs
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The PSC has an extensive outreach program             
t d t Di t i t b t th PSC th ito educate District consumers about the PSC, their 
choices, and energy efficiency measures to keep 

their bills affordable.  
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Understanding Your 
Residential Utility Bills, 

Choices, & Rights
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• The PSC sets the rates for the distribution portion of 
Washington Gas’ bills through rate casesWashington Gas  bills through rate cases.

• The PSC audits Washington Gas’ commodity gas costs 
called the Purchased Gas Costs (“PGC”) on customers’ 
bills.

• The PSC sets the rates for the distribution portion of 
Pepco’s bills through rate cases.

• The PSC oversees Pepco’s competitive bidding 
procurement for generation rates serving Standard Offer 
Service “SOS” customers who do not choose an 
alternative supplier.

• The PSC sets the rates for Verizon’s Basic Residential• The PSC sets the rates for Verizon s Basic Residential 
Services: Unlimited Flat Rate Service, Message Rate 
“B” Service, Economy I Service, Economy II Service/ 
Lifeline, Flat Rate Message Rate Service, & Basic 
Business Service through Price Cap Plans.
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Residential consumers should be aware that they can choose 
between: 

•Washington Gas & three alternative natural gas suppliers,

•Pepco & eight alternative electric generation & transmission 
li dsuppliers and,

•Verizon & 17 Competitive Local Exchange Carriers 
(CLECs). 

Consumers have the opportunity to learn and compare their 
options to determine which suppliers works best for them.
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Your Natural Gas bill is composed 
of the following:

Distribution: Cost to deliver natural gas to homes 
and businesses  (Rates set by the PSC)

Cost of the Commodity Natural Gas (Market-Based); 
Audited by the PSC & consumers can choose supplier

Taxes & Surcharges

Audited by the PSC & consumers can choose supplier

Taxes & Surcharges
(Set By DC Council)
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Calculates the amount of natural gas the 
consumer used in the current billing period



There are three alternative suppliers and Washington GasThere are three alternative suppliers and Washington Gas.

Company Phone Accepting
CustomersCustomers

Washington Gas 703-750-1000 Yes

Gateway Energy 
Services

1-877-893-6374 Yes

NOVEC Energy 
Solutions

1-888-627-7283 Yes

Washington Gas 
Energy Services

1-888-884-9437 Yes
Energy Services
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Usage Bill
Distribution Service

Usage

UsageUsage 
History: 

Tracks 
energy 

usage for 
the year for y
comparison 

purposes

Contact the PSC
(On back of Washington Gas bill)(On back of Washington Gas bill)

Taxes & 
Surcharges
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g

Natural Gas Supply 
Service



Alternative Commodity Natural Gas  
Supplier Bill

Usage

Taxes & 
S h

Distribution Service from 
Washington Gas

Contact the PSC

Surcharges

U Hi t T k

Contact the PSC

Usage History: Tracks 
energy usage for the 
year for comparison.
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Natural Gas Supply Service 
from alternative supplier



To minimize your usage:To minimize your usage:
• Lower thermostat to 68˚ during the day if the 

home is occupied. Dress warmly when at home. 

• Setback the thermostat at night and when not at home• Setback the thermostat at night and when not at home.

• Fix leaky faucets and radiators. Seal leaks around 
windows, doors & other openings.

• Change and clean furnace filters on a monthly basis or 
per manual.

•Turn gas water heater down to 120 degrees.

•Install a programmable thermostat.

•Install high efficiency windows and doors.

•Install high efficiency natural gas boiler or furnace.  
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Residential Essential Service (RES)
• RES offers discount natural gas rates during the winter months 
from November through April to qualify low-income households.from November through April to qualify low income households.

• The amount of the discount is based on household size and
income level.  Eligible consumers may receive a total discount of 
$142 02 $151 03 or $189 08$142.02, $151.03 or $189.08.

Current Income Guidelines

Household Size Maximum Annual Income
To qualify:

Y t b DC id t
1 $16,245

2 $21,855

3 $27,465

• You must be a DC resident, 

• The utility bill must be in your 
name, and 

4 $33,075

5 $38,685

6 $44,295

• You must meet the income 
guidelines.

For more information call the
7 $49,905

8 $55,515

For more information call the 
District’s Department of the 
Environment (DDOE) at 311.
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Your Electricity bill is composed 
of the following:of the following:

Distribution: Cost to deliver electricity to homes and y
businesses through Pepco’s power lines, transformers, 

substations & other equipment (Rates set by PSC) 

Transmission: Cost to deliver electricity over power lines from 
generation companies to Pepco (Set by Federal Energy 

Regulatory Commission/ FERC)

Generation: Cost to produce electricity at power plants, and 
cost to buy electricity from another supplier (Market-Based)

Customer can choose supplier

Taxes & Surcharges
(Set By DC Council)

686868
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Calculates the amount of electricity the 
consumer used in the current billing period



There are eight alternative electric suppliers and Pepco.
Company Phone Acceptingp y p g

Customers
Pepco 202-833-7500 Yes

Consolidated Edison 1-888-210-8899
Solutions

Constellation 
NewEnergy

1-888-638-8900

Gexa Energy 1-866-961-9399Gexa Energy 1 866 961 9399 

Glacial Energy 1-877-569-2841

Horizon Power and
Light

1-866-727-5658 Yes
Light

Liberty Power 1-866-769-3799

Pepco Energy 
Services

1-800-363-7499
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Washington Gas 
Energy Services

1-888-884-9437 Yes



Distribution 
Services

Usage 
History: 
Tracks 
energy 

usage for a 
yearly  

comparisoncomparison
Generation 

Services Transmission 
Services
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Contact the PSC

Taxes & 
Surcharges



Alternative  Electric Supplier Bill
Distribution Services from Pepco

Contact theContact the 
PSC Generation &Transmission 

Services from alternative supplier
Taxes & 

Surcharges

Usage History: Tracks energy usage 
for the year  for comparison
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To minimize your usage:
• Seal leaks around doors windows and other openings• Seal leaks around doors, windows, and other openings 
such as pipes or ducts with caulking and weatherstripping.

• Replace incandescent bulbs with compact fluorescent   
bulbs (CFLs)bulbs (CFLs).

• Clean or replace furnace, air conditioner, and heat-pump  
filters.

• Assess your heating and cooling systems to determine if     
replacements are necessary.

• Purchase high efficiency appliances and water heaters.

• Schedule a free energy audit for more expert advice on
your home with the District’s Department of the   y p
Environment (DDOE) at 202-671-3304 or 202-673-6733.
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R id ti l Aid Di t (RAD)Residential Aid Discount (RAD)

• RAD provides income eligible resident’s without all-electric
heating a 32% discount on the first 400 kilowatt-hours used in the
winter months (November to May) & a 63% discount on the firstwinter months (November to May) & a 63% discount on the first
400 kilowatt-hours used in the summer months (June to October).

• For income eligible residents who have all-electric heating, the 
discount is 38% on the first 700 kilowatt-hours of electricity used in 
summer months (June  to October) and a 51% discount on the first 
700 kilowatt-hours in winter months (November to May). 

T lif Current Income Guidelines

Household Size Maximum Annual
Income

1 $23,915

To qualify:

• You must be a DC resident, 

• The utility bill must be in your  

2 $31,274

3 $38,362

4 $45,991

name, and 
• You must meet the income 

guidelines.

5 $53,350

6 $60,708
23
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District’s Department of the 
Environment (DDOE) at 311.



Your Local Telephone bill is composedYour Local Telephone bill is composed 
of the following:

Bills may cover one or more of the following services: 
Basic, Optional Calling Features, Regional Toll, Long 
Distance International Cable Internet & WirelessDistance, International, Cable, Internet & Wireless.
The Commission only regulates Basic & Optional Calling 
Features.

Federal and D.C. Government Imposed 
Taxes, Surcharges & Fees.
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Rate Plans

Contact the PSC
(On back of Verizon bill)Taxes & 

Surcharges
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Competitive Local Exchange 
Carrier’s (CLEC’s) Bill

Contact the 
Office of 

Cable 
Rate Plans

Television

Taxes & 
SurchargesSurcharges
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Competitive Local Exchange Carrier’s 
(CLEC’s) Bill

Taxes & 
Surcharges

Rate Plans

Contact the 
Office of

27

Office of 
Cable 

Television



Company Phone No. Website

There are 17 Competitive Local Exchange Carriers (CLECs) and Verizon.

Company Phone No. Website

Access Point, Inc. 1-800-957-6468 www.accesspointinc.com

ACN Communication Services, 
Inc.

1-888-226-9013 www.acninc.com
Inc.

Broadview Networks, Inc. 1-800-276-2384 www.broadviewnet.com

Budget PrePay, Inc. d/b/a 
Budget Phone

1-888-424-5588 www.budgetprepay.com

Cavalier Telephone Mid-Atlantic, 
LLC

1-877-474-4926 www.cavtel.com

Comcast Phone of DC 1-800-266-2278 www.comcast.com

Comtech 21, LLC 1-877-312-5564 www.comtech21.com

Comtel Telcom Assets LP d/b/a 
Excel Telecommunications

1-888-407-3649 www.excel.com

Covista, Inc. 423-648-9529 www.covista.com

DSCI Corporation 1-877-344-7441 www.dscicorp.com
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(continued) There are 17 Competitive Local Exchange Carriers (CLECs) and Verizon.

Company Phone No. Website

Gateway Communications 1-866-577-1166 www.gatewaycsi.com

( ) p g ( )

Services, Inc.

Matrix Telecom Inc. d/b/a 
Trinsic

1-214-432-1489 www.matrixbt.com

MCI/ M t A 1 800 444 2222 iMCI/ Metro Access 
Transmission Service LLC 
d/b/a Verizon Access

1-800-444-2222 www.verizon.com

NOS Communication 1-800-569-4667 www.nos.com

Starpower d/b/a RCN 1-800-746-4726 www.rcn.com

UCN, Inc. 1-866-541-0000 www.ucn.net

VerizonWashington DC Inc 1 800 826 2355 www verizon comVerizonWashington, DC Inc. 1-800-826-2355 www.verizon.com
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Shop & CompareShop & Compare
• Find out the rates for local and long distance 
service

• Find out your approximate taxes, fees and
surcharges

• Know how frequently bills are mailed to 
customers

• Find rate plans that fit your calling patterns
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Economy II Service (also known as Lifeline)
• Economy II Service is a discounted telephone service available toEconomy II Service is a discounted telephone service available to  
income-qualified D.C. residents.

• Residents who meet the income eligibility guidelines can receive  
Economy II Service for $3.00 a month, plus applicable taxes andEconomy II Service for $3.00 a month, plus applicable taxes and  
surcharges, including free unlimited local calling. 

• Income qualified Seniors 65 years of age and over pay only $1.00   
per month, plus applicable taxes and surcharges. p , p pp g

• For additional information on how to qualify, please contact the   
District Department of the Environment / Energy Office on 311. 
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Call 711 for District of Columbia (DC) Relay

•DC Relay is a free public service that enables people with hearing 
or speech loss to communicate with telephone users through the 
use of a text telephone (TTY) or other assistive device.use of a text telephone (TTY) or other assistive device.

•DC Relay is available 24 hours a day, 365 days per year, with no 
limit on the number or length of calls a user may make. 

•DC Relay offers voice carry-over (VCO), hearing carry-over 
(HCO),speech-to-speech (STS) relay, and Spanish speaking relay 
services for people who are speech challenged, deaf or hard of p p p g ,
hearing.
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The PSC is responsible for protecting consumers and resolvingThe PSC is responsible for protecting consumers and resolving
disputes among consumers and utility service providers. To do
this, there are several consumer protections in place to assist
consumers.

Consumer Bill of Rights

Consumer Complaint 
Mediation

Refereed 
Meter Tests

32



Consumer Bill of Rights
The PSC adopted a Consumer Bill of Rights (CBOR) p g ( )
in 1979 to protect utility consumers’ interests.  The 
CBOR established uniform rules and policies to 
govern the conduct and practices of the three utility 
companies, C&P (now Verizon), Pepco, and ( )
Washington Gas,  that provided service to District 
consumers.  

The PSC revised the CBOR in 2009 to cover not only 
the three utility companies but also the Competitivethe three utility companies, but also the Competitive 
Local Exchange Carriers (CLECs) and alternative 
electric and natural gas suppliers that now serve the 
District.

The CBOR protects residential and non-residential consumers and 
their rights re: billing procedures, security deposits, termination and 
reconnection services, complaint handling procedures, customer 
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New Consumer Protection Standards –
Prohibit Disconnects for Non-Payment (DNP)

•Disconnects for Non-Payment (DNP) occur when a telephone
company disconnects customers’ basic local service for
non-payment of long distance or other bills. Even when the
customers pay in full for their local service, they can still be
disconnected.

•In February 2010, the PSC issued an order prohibiting DNP and
it required telephone companies to discontinue the practice.

•In April 2010, the PSC issued an order allowing the companies
to disconnect for bundled services. However, consumers must
be given the opportunity to change services so as to allow basic
service to continue without interruption.

These actions are part of the PSC’s efforts to protect 
Di t i t i t bl t l h
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District consumers against unreasonable telephone 
company practices. 



Refereed Electric and Natural Gas Meter Test
• Consumers may request a meter test ifConsumers may request a meter test if 

they believe the meter is inaccurately 
recording usage.

• The utility company will send a technicianThe utility company will send a technician  
and a customer service representative to  
the test.

• The PSC will send a representative from the OfficeThe PSC will send a representative from the Office 
of Consumer Services (OCS) and an engineer
from the Office of Technical & Regulatory Analysis
(OTRA).  The engineer will witness the meter test

d tif th f th ltand certify the accuracy of the results.

• Most meter tests are associated with high 
bill complaints.  OCS  will answer  
questions from the consumers and help
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questions from the consumers and help 
identify ways to save energy.



Consumer Complaint Mediation 
Consumers may contact OCS for mediation of their utility serviceConsumers may contact OCS for mediation of their utility service 
complaints. OCS provides complaint handling services to District 
residents  to help resolve their complaints with their utility service 
provider(s).provider(s). 

File a 
Complaint

Informal 
Hearing

Formal 
Hearing

Appeal to the 
Commission
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Filing a Consumer Complaint
Consumers can send questions or file a complaint
about a utility service provider to OCS.  
C S i li t d t i i i dConsumer Specialists respond to inquiries and
investigate complaints by contacting the appropriate
utility provider on behalf of the consumers to assist in

l i th i iresolving their issues.
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Informal Consumer Complaint Hearing
• If a Consumer is dissatisfiedIf a Consumer is dissatisfied  

with the results of the 
investigation, OCS will arrange  
an informal hearing between  
the Consumer andthe Consumer and 
representatives from the utility  
company.

• The Consumer can ask theThe Consumer can ask the 
Office of the People’s Counsel 
(OPC) to attend the informal 
hearing as an observer or as 
th l f th t

• During the informal hearing, OCS allows each 
party to state its case and OCS attempts to

the lawyer for the consumer at 
the hearing.

party to state its case and OCS attempts to  
facilitate an agreement between the Consumer  
and the utility service provider. 38



Formal Consumer Complaint Hearing

• If the complaint is not   
resolved through an informal   
hearing the Consumer canhearing, the Consumer can  
request, in writing, a formal  
hearing.

• OCS has the formal hearing request docketed by the  
Office of the Commission Secretary.  A PSC attorney serves
as the hearing officer OPC can attend the formal hearing asas the hearing officer.  OPC can attend the formal hearing as
an observer or as the lawyer for the Consumer. 

• The PSC engages a court reporter to provide an official 
transcript of the formal hearing The hearing officertranscript of the formal hearing. The hearing officer   
subsequently renders a decision in an order.
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Appeal Formal Hearing Decision
• If either party disagrees with the hearing• If either party disagrees with the hearing 

officer’s decision, they can appeal the 
decision to the Commissioners.

• Another PSC attorney then serves as the 
advisor to the Commissioners.  The PSC 
issues its decision in an order. 

• If a party is not satisfied with the PSC’s 
decision, it can appeal the decision to the 
D.C. Court of Appeals.D.C. Court of Appeals.
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If you need assistance or additionalIf you need assistance or additional 
information, please contact the 
Office of Consumer ServicesOffice of Consumer Services

at 202-626-5120
or visit the Commission’s website at 

www.dcpsc.org.

We also accept walk-ins 
Monday through Friday 

(except DC government holidays) 
from 9:00 a.m. to 5:30 p.m. at 

1333 H St N W S it 6001333 H St. N.W., Suite 600
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