ALL UTILITIES

14:3-5.1

(d) Utilities shall maintain and provide toll free or local
exchange telephone numbers for use by the general public
and customers affected by an office closing or relocation for
billing, service and sales inquiries. This toll free number or
local exchange number shall be posted on any notice at the
office location as well as in the notice placed in the newspa-
per(s), pursuant to (c) above, serving the affected area.
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New Jersey State Library

Amended by R.1993 d.298, effective June 21, 1993.
See: 24 N.J.R. 2132(a), 25 N.J.R. 2699(a).
Amended by R.1997 d.39, effective February 3, 1997.
See: 28 N.J.R. 1810(a), 29 N.J.R. 449(a).
In (a), deleted “or within reasonable proximity of” following “shall
maintain in”.
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14:3-6.4

Case Notes

Change in bill format rejected; determination of complex rate in-
crease petition. In re: Public Service Electric & Gas Co., 6 N.J.A.R.
633 (1981).

14:3-5.2 Personnel to be contacted

(a) Each utility shall furnish to the Board and keep
current a list of names, addresses and telephone numbers of
responsible officials to be contacted in connection with
routine matters during normal working hours.

(b) Each utility shall also furnish to the Board and keep
current a list of names, addresses, and telephone numbers of
responsible officials who may be contacted in event of
emergency during other than normal working hours.

14:3-5.3 Emergency telephone numbers

(a) Each public utility shall establish and prominently
display on all customer bills after present supplies are
exhausted, a current telephone number which may be used
by customers and others to report emergencies to the public
utility.

(b) In addition, each public utility shall maintain a listed
emergency number in appropriate telephone directories, and
file same with police departments, fire departments, munici-
pal clerks and other appropriate governmental agencies.

(c) These numbers shall be tended in order that calls can
be answered on a 24 hour basis, with assurance that, within
a reasonable period of time, a company official will be
contacted.

(d) Electric, gas, telephone and Class A water utilities
shall have available, on a 24 hour per day basis, representa-
tives or agents to accept emergency telephone calls from
customers. Said representatives or agents shall be able to
contact appropriate utility personnel in the event of an
emergency situation. If used by a utility, an Automatic
Response Unit (ARU) must provide an escape option to
allow a customer to speak to the next available operator.

R.1973 d.187, effective July 11, 1973.
See: 4 N.J.R. 196(e), 5 N.J.R. 292(b).
Amended by R.1997 d.39, effective February 3, 1997.
See: 28 N.J.R. 1810(a), 29 N.J.R. 449(a).
Added (d).

SUBCHAPTER 6. RECORDS

14:3-6.1 Location and examination

Each utility shall notify the Board, upon request, of the
office or offices at which various records are kept. These
records shall be open for examination by the Board’s inspec-
tors.
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14:3-6.2 Plant and operating

(a) Each utility shall maintain, readily available, adequate
maps and/or records reflecting the latest available informa-
tion and data concerning the size, type, location and date of
installation of its major units of property.

(b) Each utility owning or operating pumping, treatment
facilities or power stations or other production facilities for
the purpose of furnishing service to customers shall keep for
a period of one year a record of the time of starting and
shutting down of all principal units of such equipment, as
well as a record of pertinent related operating statistics.
Each such utility shall maintain and keep in operating
condition one or more graphic recording devices at central
points where continuous records shall be made of the
pressure or voltage at that point.

(c) Each utility shall keep for a period of one year, a
record of complaints in regard to service received at its
office or offices, which shall include the name and address
of the customer, the date, the nature of complaint and the
disposition. The record shall be available for inspection by
the Board’s inspectors.

14:3-6.3 Periodic reports

Every utility shall file with the Board on or before March
31 of each year, or on or before the due date noted on the
report form, a summary of its finances and operations for
the preceding calendar year on forms prescribed and fur-
nished by the Board. In special instances utilities may be
required to submit reports quarterly and monthly as directed
by the Board. Other periodic reports shall be filed on or
before the due date noted on the report form.

Amended by R.1991 d.221, effective May 6, 1991.
See: 22 N.J.R. 1112(a), 23 N.J.R. 1439(b).
Reference to due dates noted on report forms, added.

14:3-6.4 Accidents

(a) Each utility shall keep a record of and report to the
Board all accidents which come within the meaning of
reportable accidents, as hereinafter defined, occurring in
connection with the operation of the utility’s plant, property
or facilities within the State.

(b) For the guidance of each utility, a reportable accident
is defined as an accident, other than a motor vehicle acci-
dent which does not create a service interruption, that
results in one or more of the following circumstances:

1. Death of a person;

2. Serious disabling or incapacitating injuries to per-
sons, including employees of the company;

3. Damage to the property of the company which
materially affects its service to the public;

4. Damage to the property of others amounting to
more than $2,000.
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(c) The Board shall be notified by the speediest, most
feasible and practical means of communication available,
followed by a detailed written report, as hereinafter set
forth, of all reportable accidents which are clearly reportable
and those which there is good reason to believe may result
in “reportable accidents” as defined herein. If such notifi-
cation is not given in any case for the reason that ‘the
accident is not considered reportable and it subsequently
develops that the accident is reportable, the utility involved
shall notify the Board immediately after it has been ascer-
tained that such accident is reportable. A written report
should then follow.

(d) If at the time of the submission of the written acci-
dent report the utility is unable to state the corrective
measures taken or make recommendations to avoid a recur-
rence of the accident, the utility shall within 30 days of the
date of the accident file a report which shall set forth the
aforementioned corrective measures and recommendations.
This report shall show the same accident report number as
the original report.

(e) Accident reports shall be numbered serially, by year.
Illustration: 97-1, 97-2, and so forth.

(f) Accident reports may be used by the Board in deter-
mining what safety practices should be recommended. In a
proceeding before the Board, accident reports shall be
evidential only at the discretion of the Board.

SAMPLE ACCIDENT REPORT FORMS—
ALL UTILITIES
REPORT OF ACCIDENTS
Report No.
Name of Reporting Utility:
Date of Accident:

Time of Day:

Place of Accident:
Details of Casualties to persons:

Details of Effects on Service:

Details of Accident (Nature and Cause):

Corrective Measures:

Recommendations to Avoid Recurrence:

Signed: Title: Date:
As amended, R.1975 d.§, eff. January 17, 1975.
See: 6 N.J.R. 451(c), 7 N.J.R. 62(a).
Amended by R.1998 d.84, effective February 2, 1998.
See: 29 N.J.R. 4250(b), 30 N.J.R. 563(a).
NJ.A.C. 14:11-5.4(a) through (c) recodified as (a) through (c);
NJ.A.C. 14:11-5.5 recodified as (d); 14:11-5.6 recodified as (e),
14:11-5.7 recodified as (f).

Case Notes

Plaintiffs in civil action entitled to examine accident reports made by
Board and submitted by gas company, either under the Right to Know
Law or the common law right of citizens to inspect public records.
Irval Realty, Inc. v. Bd. of Public Utility Commissioners, 61 N.J. 366,
294 A.2d 425 (1972). .

Supp. 2-2-98
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14:3-6.5 Public records

(a) All records, except those records set forth in (b)
below or which by rule are accorded confidential treatment
by the Board and are the subject of a protective order of the
Board, which specifically are required by law to be made,
maintained or kept by and for the Board of Public Utilities
shall be public records within the meaning of N.J.S.A.
47:1A-1 et seq. Records which by rule are accorded confi-
dential treatment by the Board or which are the subject of a
protective order of the Board shall be disclosed only to the
extent and in the manner provided therein, and shall not be
deemed public records within the meaning of N.J.S.A.
47:1A-1 et seq.

(b) All records which specifically are required by law to
be made, maintained or kept by and for the Board which
relate to accidents or investigation of accidents, except for
information pertaining to on-going investigations, concern-
ing public utilities and to surveys of property and equipment
of public utilities shall be deemed public records, copies of
which may be purchased or reproduced under the provisions
of N.J.S.A. 47:1A-1 et seq., unless it is determined by the
Board that the inspection, copying or publication of such
records shall be inimical to the public interest.

(c) All other records of the Board shall not be subject to
the provisions of N.J.S.A. 47:1A-1 et seq., and shall be
available for inspection and examination only to the extent
and for such purposes as may be expressly authorized by the
Board.

(d) The fee for copies of records, instruments and docu-
ments of the Board shall be in accordance with the provi-
sions of N.J.S.A. 47:1A-2 and 48:2-56.

Amended by R.1991 d.221, effective May 6, 1991.
See: 22 N.J.R. 1112(a), 23 N.J.R. 1439(b).
Corrected internal citation formats.
Amended by R.1997 d.39, effective February 3, 1997.
See: 28 N.J.R. 1810(a), 29 N.J.R. 449(a).
In (b), inserted exception for records of ongoing investigations.

Case Notes

Plaintiffs in civil action entitled to examine accident reports made by
Board and submitted by gas company, under either the Right to Know
Law or the common law right of citizens to inspect public records.
Irval Realty, Inc. v. Bd. of Public Utility Commissioners, 61 N.J. 366,
294 A.2d 425 (1972).

Unsuccessful telecommunication relay service bidder was not entitled
to disclosure of successful bidder’s proposal information. In Matter of
Provision of Telecommunications Relay Service, 92 N.J.A.R.2d (BRC)
58.

Cable TV association was entitled to aggregate-based service records
of telephone utility but not individual service records; internal memo-
randa of staff of Board of Regulatory Commissioners also not subject
to disclosure. In Matter of Request of New Jersey Cable Television
Association, 92 N.J.A.R.2d (BRC 51.
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14:3-6.6

14:3-6.6 Telephone system information

(a) Each electric, gas, local exchange carrier telephone
and Class A water utility shall provide the Board with the
following information concerning the operation of the utili-
ty’s telephone system:

1. The location of each office from which telephone
calls from customers and the general public are normally
received and the number of customers served by that
office;

2. The days of the week and the hours in which the
office is open to conduct business with the public and
receive telephone calls;

3. The telephone number(s) by which customers may
call the utility;

4. The method by which customers are informed of the
telephone number(s) to be used to contact the utility;

5. Whether or not the customers are requested to dial
a single telephone number or a separate number depend-
ing on the nature of their inquiry;

6. Whether or not inward telephone traffic is grouped
to individual departments, such as service or billing, along
with the total number of such departments and the identi-
fication of each department;

7. The total number of inward telephone trunk lines
assigned to each telephone number used by the utility;

8. A brief description of the type of telephone system
used in the office and the manufacturer and model num-
ber of the equipment used;

9. Whether or not the office has on-premises private
branch exchange (PBX) or other private switching device
and whether or not the device handles all telephone
traffic for the office;

10. The total number of functional lines on the line
aide (telephone extension/customer service representative
side) of the PBX or other private switching device and, if
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segregated by department, the number of functional lines
assigned to each department;

11. The total number of customer service representa-
tives (CSRs) normally available to answer calls. If CSRs
are segregated by department, the total of CSRs available
for each department;

12. If the assignments of CSRs varies by hour, day or
other time period, the utility shall describe the variation
in the assignment;

13. A brief description of the initial and ongoing train-
ing provided to the CSRs;

14. A brief description of the billing cycle including
dates on which bills are mailed;

15. Whether or not the CSRs have access to computer
terminals for billing or service information and, if so, a
brief description of the information available to the CSRs;

16. Whether or not the telephone system serving the
office has automated call distribution capability for the
entire office or for specific departments. If so, the utility
shall supply a brief description of the method of call
distribution;

17. Whether or not the telephone system places incom-
ing calls in queue, and, if so, the maximum number of
callers that can be placed in queue;

18. Whether or not the telephone system has an auto-
mated response unit (ARU) and, if so, a brief description
of the routing options available to callers through the
ARU;

19. Whether or not the telephone system provides re-
corded messages to callers and a description of the mes-
sage provided;

20. Whether or not telephone answering machines or
devices are used and, if so, the hours in which they are
used and the departments in which they are used; and
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