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Utility Customer Arrearage and Disconnect Survey

Fall 2011

Based on a survey of AGA members, more customers have been unable to stay current on their bills but fewer
customers had to be disconnected from utility service compared to the fall of 2010. Nationally, the sample shows
that:

e the number of customers in arrears increased 4.5 percent

o the total dollar amount of customer arrearages increased more than six percent

e the number of customers disconnected fell almost nine percent

o the total dollar amount of past due bills of disconnected customers fell more than seven percent

Despite improvement in the disconnect data, many customers are still having trouble paying their utility bills. More
than 20 percent of utility customers of surveyed utilities are at least 30 days late in paying their bills and more than
three percent are disconnected from utility service due to the inability to pay these bills. Regional and national
survey results are presented in the table below. Numbers represent survey responses only.

Results of Fall 2011 AGA Survey on Arrearages and Disconnects

Arrearages Disconnects
Change in Change in
Dollar Number
Amount of Percent of

Outstanding  Customers Customers
Since Last Since Last  Currently
Year Year in Arrears

Total US 6.4% 4.5% 20.4% -7.4% -8.9% 3.0%

Notes: Based on utility responses to AGA survey. Survey sample represents 43 million utility customers, 19 million of
which are natural gas customers (the others are electric and or gas customers from combination gas and electric
utilities). “Arrears” is defined as 30 or more days late.
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In issuing and making this publication available, AGA is not undertaking to render professional or other services for or on behalf of any person or entity.
Nor is AGA undertaking to perform any duty owed by any person or entity to someone else. Anyone using this document should rely on his or her own
independent judgment or, as appropriate, seek the advice of a competent professional in determining the exercise of reasonable care in any given
circumstances. The statements in this publication are for general information and represent an unaudited compilation of statistical information that
could contain coding or processing errors. AGA makes no warranties, express or implied, nor representations about the accuracy of the information in
the publication or its appropriateness for any given purpose or situation.

This publication shall not be construed as including, advice, guidance, or recommendations to take, or not to take, any actions or decisions in relation
to any matter, including without limitation relating to investments or the purchase or sale of any securities, shares or other assets of any kind. Should
you take any such action or decision, you do so at your own risk.

Information on the topics covered by this publication may be available from other sources, which the user may wish to consult for additional views or
information not covered by this publication.
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