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Xcel Energy  Information Request No. 1 
Docket No.: E,G999/PR-24-2 
Response To:  Minnesota Public Utilities Commission 
Requestor: Sally Anne McShane & Tera Dornfeld 
Date Received: January 29, 2025 

__________________________________________________________________ 
Question: 
Describe how and when customer service representatives (or representatives) are 
trained to distribute Cold Weather Rule (CWR) appeal forms. Provide copies of any 
training materials, scripts, and guidance about CWR.1 
 
1 See CenterPoint Energy’s 2021 CAO-approved CWR script as an example. Docket 
No. E, G- 999/CI-20-375 Request to Modify Cold Weather Rule Reconnection 
Script, September 13, 2021.  
 
Response: 
 
Customer Service Representatives are trained during an eight-week period at the 
inception of their employment. Yearly training is performed thereafter on the Cold 
Weather Rule (CWR) and the appeals process in Minnesota. Agents also receive 
refresher training each year on the CWR before CWR begins in the form of slide 
shows and live interactive sessions with the training department, and additional 
training in the spring covers the credit appeals processes. 
 
The CWR training materials provided to agents is provided in Attachment A. This 
version of our CWR training includes Minnesota specifics used in 2024 for all agents 
in each of the training sessions mentioned in this response. Additional training 
materials are provided in Attachments B, C and D. Attachment E contains 
information from our Customer Care Quick Reference system that is specific to the 
Minnesota CWR and payment arrangements available. This system is accessible for 
agents to reference throughout any telephone call at any time. 
 
The script utilized by agents to inform customers about the appeals process is 
included in the response to Information Request #4. 
 
Portions of Attachment A, B and C are marked “Not-Public” as they contain 
information that falls within the definition of “private data on individuals” as set forth 
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in Minn. Stat. § 13.02 subd. 12 and Minn. Stat. § 13.679. This information includes 
screenshot examples of customer records in our system. Thus, Xcel Energy excises 
this information as protected data pursuant to Minn. Rule 7829.0500. 
__________________________________________________________________ 
 
Preparer: Diedra Howard  
Title: Director Customer Policy & Regulatory Compliance  
Department: Customer Assistance and Advocacy  
Telephone: 303-294-2295  
Date: February 7, 2025  
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OBJECTIVES

• Understand cold weather rule timeframes

• Set informal arrangements (MN)

• Set informal arrangements (Other States)

• Identify Heat Affected Accounts
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COLD WEATHER RULE
Describe “Cold Weather Rule” using 1-2 sentences in the team chat.

© 2022 Xcel Energy
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State Specific Guidelines

44
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QUIZ BREAK
Use Agent Assist to help locate answers.

© 2022 Xcel Energy
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Heat Affected and Heat Not Affected Homes
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What is the difference between HA and HNA?

15

Heat Not AffectedHeat Affected
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When accounts are not clearly labeled as HA or HNA

Before
December 2018 Heat Affected

After
December 2018 Heat Not Affected
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When accounts are labeled as both HA and HNA
The account may have multiple premises.

Check Premise Enquiry>Details>Access
To determine which premise is HA and which is HNA 
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Pay Arrangements
Formal vs Informal
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Informal 
Arrangements

21
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Informal 
Arrangements
Minnesota

22
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Informal 
Arrangements
Minnesota
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Right to Appeal 
Process
Minnesota

• The Right to Appeal process can occur when Xcel 
Energy and a MN customer can not agree on a 
mutually acceptable pay arrangement during the 
Cold Weather timeframe.

• Though this process is mostly handled by credit 
specialists, it is our role to escalate the calls when 
the occur.
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Have you ever struggled to budget for, or been behind, 
on a bill before? What does this feel like to experience?

How does it feel when that weight has been lifted? 
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Total Account 
Balance: All 
balances, including 
overdue. This is our 
conversation starter.

60 or more Days Old: 
Amount we begin 
negotiations with, if 
disconnection balance is 
unavailable.

Latest account 
due date: Date 
we can 
communicate to 
customer to 
inform them of 
account status.

Overdue 
Balance: All 
balances not 
paid by due date.
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Disconnection Balance: 
Begin negotiations from 
this amount when 
available.
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Credit Lock-Unlock: Sys Gen Credit Lock: Indicates a pending 
disconnection. Review the order to determine if it’s been 
assigned to “Collector in Field”.
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You can check to see if a 
customer’s service has 
been disconnected by 
viewing meter details 
from the “Premise 
Enquiry” view.
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You can review a 
customer’s pay 
arrangement history from 
the “Credit 
Arrangements” view.
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After completing 
verification, we 
would inform  
of his Total Balance 
and ask if he would 
like to make a 
payment today.

Assuming  does not have a 
disconnection notice, we would 
begin our negotiation here to set 
up a pay arrangement.

In this case, 
 Overdue 

balance is the 
same as his 
Total. We can 
skip this balance 
in this 
negotiation.
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Disconnection 
Balance $500
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Acknowledge

Stay Calm

Avoid the “Blame Game”

Be Confident

Re-Direct to Solutions

Escalated Calls
How to De-Escalate Conversations
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1.  calls on 06/09/24 about a disconnection warning notice he received in the 
amount of $563.23. He mentions that he forgets about his bill and really needs a payment 
arrangement. He has had 6 broken arrangements in the past 12 months.  

What is the minimum amount needed to establish a pay arrangement? 
Per the pay arrangement calculator, what is the optimum installment number for this 
arrangement? 
What type of arrangement 
Would  be IVR eligible? 
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2.  calls on 06/05/24 about her past due account. After you verify the customer's 
information you notice the account has a credit lock-unlock PTJ that was "disconnection 
pending" for $220.26 but the status is now showing system cancelled. She has had 3 broken 
arrangements in the past 7 months and mentions that because her bill fluctuates month to 
month it is hard to budget as she is on a fixed income.  

What is the minimum amount needed to establish a pay arrangement? 
Per the pay arrangement calculator, what is the optimum installment number for this 
arrangement? 
What type of arrangement would be best to set for Jane? 
Would  be IVR eligible? 
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3.  has been out of town for the last couple of weeks because of a family 
emergency. She is unable to pay the total balance, after reviewing the account you confirm 
there is no disconnection warning and no previous broken arrangements.  

What is the minimum amount needed to establish a pay arrangement? 
Per the pay arrangement calculator, what is the optimum installment number for this 
arrangement? 
What type of arrangement would be best to set for Allyson? 
Would  be IVR eligible? 
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4.  calls regarding a voicemail he received from Xcel Energy. After locating the 
account and verifying his identify it is determined the account has an active Credit Lock-
Unlock Order with a 1st Call Pending status and one broken arrangement in the last 90 days. 

What is the minimum amount needed to establish a pay arrangement? 
Per the pay arrangement calculator, what is the optimum installment number for this 
arrangement? 
What type of arrangement would be best to set for Jed? 
Would  be IVR eligible? 
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Pay Arrangements General Information– Answers

1. True or False: A pay arrangement will eliminate the need to discontinue service as long as the
arrangement is kept.

a. True
b. False

2. What methods can customers use to establish a payment arrangement? Select all that apply.
a. IVR
b. My Account
c. Customer Service Representative
d. Xcelenergy.com

3. What should you do before discussing a pay arrangement with a customer?
a. Inform customer of total balance, due date, and ask for payment in full
b. Assume the smallest down payment and longest length are the best option
c. Set up a custom due date
d. Blame the customer for their account being in arrears

4. What type of pay arrangements can be established for customers? Select all that apply.
a. Extension Plan
b. Fixed plus Current
c. Fixed plus Budget
d. Credit hold

5. True or False: Customers cannot be on Auto Pay and a pay arrangement.
a. True
b. False

Northern States Power Company Docket No. E,G999/PR-24-2 
MPUC IR No. 1 

Attachment D - Page 1 of 1



Northern States Power Company 
 

Docket No. E,G999/PR-24-2 
MPUC IR No. 1 

Attachment E - Page 1 of 5



Northern States Power Company 
 

Docket No. E,G999/PR-24-2 
MPUC IR No. 1 

Attachment E - Page 2 of 5



 

Northern States Power Company 
 

Docket No. E,G999/PR-24-2 
MPUC IR No. 1 

Attachment E - Page 3 of 5



 

Northern States Power Company 
 

Docket No. E,G999/PR-24-2 
MPUC IR No. 1 

Attachment E - Page 4 of 5



Northern States Power Company 
 

Docket No. E,G999/PR-24-2 
MPUC IR No. 1 

Attachment E - Page 5 of 5


	24-0002 MPUC-001 PUBLIC
	Question:

	24-0002 MPUC-001_Attachment A PUBLIC
	24-0002 MPUC-001_Attachment B PUBLIC
	24-0002 MPUC-001_Attachment C PUBLIC
	24-0002 MPUC-001_Attachment D
	24-0002 MPUC-001_Attachment E



