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REVENUE PROTECTION UP IN THE WAKE OF DOWN ECONOMY
BY GARY SIGNORELLI • PROGRESS ENERGY, FL

Even though some indications of an economic slow-

down may have been felt sometime in 2003, a recent

article in Financial Times.com revealed that the

world’s financial crisis truly began in August, 2007. During

this time, the price of gasoline at the pump began to con-

stantly rise and finally reached a peak of just over $4.00 

(US) per gallon for gas in July, 2008. Worldwide, stock mar-

ket losses began to mount and while the price of every com-

modity increased, many workers lost their jobs, money, and

homes. Also lost was the value in Retirement Fund “nest

eggs”, savings accounts, and relaxing vacations in far away

resorts. Confidence affected the unemployed and lower paid

person. These same people now experience periods of 

depression, low self esteem, and worthlessness. “Living day

to day”, seems to be the standard response when tough 

times come along.  

As Revenue Protection professionals, we most likely have

witnessed this first hand. Many of us work for utility com-

panies that have had to resort to layoffs, payroll and hiring

freezes, and many other various forms of budget reductions.

Travel to important training seminars to keep the employee

up to date with technology and current practices has been

eliminated or limited at best, quite unusual from years past.

“Do more with less”, is the language uttered by

Management to the general workforce, if the Company is to

stay afloat. Has everyone heard the same?

Then, Progress Energy Management had a different thought.

Many people in our service territories (over 3 million cus-

tomers in North and South Carolina and Florida) were strug-

gling, so customers have been forced to cut corners to make

ends meet. With the economic downturn and an increase in

unemployment, Progress Energy recognized a perfect stage

for an alarming trend. It doesn’t matter whether we’re talk-

ing electric, gas, water, telephone, or

cable. The Company recognized that

there were those that conserved to man-

age their bills. However, they also knew

that increasingly, lower bills were the

result of illegal and dangerous acts of

tampering. Realizing the inevitable,

Progress Energy added three more

Investigators (we now have 15) to the mix in early 2008,

proving solid results and increased revenue. While some

departments were forced to reduce in size, we grew. Why,

with such a poor economy?

Empathy for those in difficult situations, through no fault of

their own, is natural for the investigator charged with the

task of looking into the crime. However, that empathy

should be short lived, especially when one realizes that theft

of service effects the rates and bills of our dependable pay-

ing customers as well as the shareholder‘s value in the com-

pany. It’s nearly impossible for any business to prosper if

revenue is ignored and losses are swept under the carpet. In

other words, proceed with business as usual. Stop the theft

and follow through with the investigation all the way until

payment in full is realized. Otherwise, costs will continue to

rise while budgets will continue to be slashed.

At Progress Energy, we’ve always been proud of our accom-

plishments in the Revenue Protection arena and again, this

past year was no different. With a terribly down economy,

the team recorded several significant milestones. Having the

extra Investigators, recoveries amounted to $7.7 Million.

Management had expressed to the financial and executive

level, “If we spend a little, we’ll get a lot back in return.”

That initiated a very successful strategy. More Investigators

meant more dollars returned. We have never achieved that

amount in a one year period, ever. This was a monumental

achievement that changed the department for the better.

The Department is now recognized as a Profit and Loss

Center. It is very apparent that we now hold value for the

work we do and as a result, our success is measured and

gauged and is now tied into our company goals. Our return

Gary Signorelli

continued on page 16

...theft of service effects the rates and
bills of our dependable paying cus-
tomers as well as the shareholder‘s
value in the company.
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With the age of technology around us we in the

Revenue Protection Industry find our number of

cases of theft of service growing. Metering systems of

today report more events faster. Even though we have all of the

event reports, all of the information does not turn out to be valid

cases. In any case we still must spend man hours to determine if

a field trip is needed. 

Our Companies depend on us as Revenue Protection

professionals to protect the product we provide to our customers.

Electricity theft can be in the form of meter tampering, stealing

by way of illegal connections ahead of the meter, fraudulent

applications for service, billing irregularities, and unpaid bills.

The evidence shows that theft is increasing in most regions of the

world. The financial impacts of theft are reduced income from the

sale of electricity which results in the necessity to charge more to

consumers.

We also have the problem of a depressed economy. The

Revenue Protection Business is one which deals with people;

some are customers some are not. In any case we must deal with

the situation we are handed. We in the South notice a

great amount of repeat offenders which often leads to

an arrest. Along with our regulars which I am sure

everyone has, we are seeing a large number of cases which we

might not see in a thriving economy. With jobs being lost and

families trying to make ends meat and in several cases paying the

electric bill is put on the back burner. In any case our companies

cannot survive without revenue. 

There are a lot of companies trying to do more with less. The

utility industry is not exempt. As we are doing more with less our

task is more important than ever before with the growing

number of cases we face. We find ourselves working smarter,

leveraging the technology we are given, but at the end of the day

it takes the Revenue Protection Professionals dedication to the

job and the willingness to go the extra mile to make us

successful.

In a lot of cases we are the last line of defense between

revenue being collected or just walking out the door. The amount

of money identified and collected due to theft in this industry is

staggering. Most utilities see the need and the impact that our

Revenue Protection professionals provide. 

Safety is still the number one priority with any job. There are

many hazards left behind as a result of tampering with meter

sockets and illegal wiring which makes our job more difficult.

There are also more incidents of electrical contacts and flashes

occurring with the growing number of cases we have. 

The dangers of electricity theft are larger than ever. The

criminals are getting smarter and the techniques hard to detect,

it is very important for our safety and the success of our

departments that we stay one step ahead of those trying to steel

our product.

We as Revenue Protection Professionals have a difficult task

ahead. We must manage our time, efforts and knowledge to

insure the success and safety of the individuals charged with the

ever longing battle with those trying to steal our product. Our

companies have placed a great responsibility on us to do a job

very few know anything about except the name Revenue

Protection.
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These laws, as part of the Fair and Accurate Credit

Transaction Act (FACTA) are affectionately referred to

as the “Red Flag Rules.”  These rules are based upon

easily identifiable patterns of potential fraud, which any

business should have easily recognized and acted on

appropriately.  However, this was not being done, so now the

Federal Trade Commission (FTC) mandates compliance.

These Red Flag Rules impact some 11 million businesses

nationwide.  In essence, the law says that any “creditor” who

issues a recurring bill (covered account) to a customer, must

know who their customer is.  Simply put, businesses must

perform a verification of the identity of any customer.  The

flags are broken down into 5 categories:

• Alerts from a Consumer Reporting Agency

• Presentation of suspicious documents

• Suspicious identifying information

• Unusual or suspicious activity

• Notification from customers, law

enforcement agencies, and other sources

Companies are expected to perform proper due diligence

at the time of opening any new account and while managing

existing accounts.

As identity theft prevention has been a primary function

of my Revenue Protection Group since day one, over the

years, we have established protocols and programs for

resolving identity theft complaints, identifying and

investigating new suspected frauds. We also have ownership

of the Positive ID process where we perform customer

verification and validation at the time of account initiation,

and these functions have been in existence for the last

decade.

It was the summer of 2008 that “someone” in the utility

industry read the rule and discovered the vastness of this

law… that and the fact the word “utilities” exists at least 20

times.  Some emails started bouncing around from the EEI

I U R PA
N E W S

RED FLAG RULES
ARE YOU READY?  ARE YOU COMPLIANT?

YOU HAD BETTER BE….
BY KURT ROUSSELL, MANAGER, REVENUE PROTECTION • WE ENERGIES, MILWAUKEE, WISCONSIN

which simply said “has anyone heard of

this.”  I received such an email from my

Vice President, and my response was “we

have it covered.”  A survey performed at

that time revealed that only 3% of the

reporting utilities “had it covered.”

The industry began scrambling

attempting to get into compliance by the

drop dead date of November 1, 2008.  At the 11th hour, the

FTC gave a reprieve to “certain industries” (read: utilities) to

be in compliance.  The law went into effect November 1st,

however the FTC has delayed compliance enforcement (read:

fines) until May 1st, 2009.

The key ingredient of a successful Red Flags Compliance

Program is the existence of a “written” identity theft policy

and plan.  This plan must be signed off by the Board of

Directors, and a high ranking executive is required to be the

program monitor.  Should there be an FTC related

issue/investigation, they will contact the program monitor.

In essence, it is my belief the FTC will not be reviewing

or auditing for compliance, but should a complaint be filed

with them by an identity theft victim, they will want to

review your plan, policies, and practices.  If you are not

compliant, the fines start in excess of $2500 per occurrence

and an additional $11K penalty, and your company is open

to civil liability by the identity theft victim.  Most industry

experts believe the FTC is “laying in wait” for the first

complaint to investigate and to make whatever company that

is, an “example” for everyone else.  

Your written plan is to be effective against what type of

fraud you’ve experienced in your industry, location,

customer demographics, and personal experience.  This way,

your plan should address the issues that your specific

business is confronted with.  

As this rule is new, no one has any experience with what

the FTC will really be looking for if/when they audit your

program.  There has been no boilerplate template provided,

so it is incumbent upon you to identify your own Key

Performance Indicators (KPI) to demonstrate your plans

effectiveness.

The law also requires periodic review of the results of

your identity theft plan.  Merely having a bunch of statistics

regarding your plan will not work to satisfy the

requirements.  You have to show how your plan worked,

Kurt Roussell

Effective November 1, 2008, a new set of

rules went into effect in the nation’s battle

against identity theft.  This legislation –

which in my opinion was definitely needed –

is to combat the onslaught of identity theft

on consumers.  

continued on page 6
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20460 SW Avery Court, Tualatin, OR 97062 www.arnettindustries.com
800.684.9844  •  503.692.4661

The addition of UPC products to Arnett has
everyone excited about the future.  We now
offer a full line of Revenue Protection and
Recovery Tools with options in Tap Detectors and
Check Meters that will match
your budget requirements.
With product offerings
including Flux Monitors,
Transformer Load Monitors,
Tamper Warning Labels and
Alarms and Fiber Optic
Scopes, we have the complete
package to equip your
investigation team with the
tools for success!

Revenue Protection/Recovery Tools
• Tap Detector
• Check Meter
• Flux Monitor
• Fiber Optic Scope
• Transformer Load Monitor
• Tamper Evidence/Warning

Labels
• Universal Tamper Alarms

Don’t forget about our Power Quality and Utility
Service Meter Testers: The Super Beast and
Mega Beast.
If you have any future questions or needs
regarding UPC product, please give us a call at
our Portland office. 

We have merged with Universal Protection Corp!

H.J. Arnett
Industries, L.L.C.

RED FLAG RULES
(CONTINUED FROM PAGE 5)
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jeffrey.meyer@we-energies.com

Vice-President
Paul Unruh 
Exelon
1919 Swift Drive
Oak Brook, Illinois 60523
Phone:  (630) 891-7113  
paul.unruh@exeloncorp.com

Secretary 
Dave Denham 
Peoples Gas
130 E. Randolph
Chicago, Illinois 60601
Phone:  (312) 240-4989  
djdenham@peoplesgasdelivery.com

Treasurer 
Dennis Hurtt 
Duke Energy
644 Linn Street
Cincinnati, OH 45203
Phone:  (513) 419-1424  
Dennis.Hurt@duke-energy.com

what failures you’ve found, how you have changed your

processes, and then trained the new processes to your staff.

All of this information is to be provided to your Board of

Directors.  Current best practices indicate that your program

and its effectiveness are audited annually by a 3rd party, just

as any other financial audit.

Lastly, your Company needs to have a responsible plan

for handling data breaches of confidential customer

information.  While a lot of our companies utilize the

services of 3rd party vendors, it is your responsibility they

are compliant with all of the best technology and data

encryption.  If your 3rd party vendor’s system is broken into

(hacked) and your customer information is compromised,

the responsibility lies with you and NOT your 3rd party

vendor.  It was your information and you should have

ensured their practices and policies were appropriate.

As a consumer, I want to know that businesses are acting

responsibly with my personal (and financial) data.  While it

is causing a new body of work, regulation, and requirements,

it is in my best interest that companies comply.
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REVENUE PROTECTION PROGRAMS PROVEN TO BE A DETERRENT
BY ED HOLMES & HOHANNA SULLIVAN • ARNETT CONSULTING SERVICES

The depressed economic climate we are experiencing

today has adversely affected most areas of business,

government and individuals.  Historically, during

these periods, utilities non-technical losses increase

dramatically. 

Our diminished role:

During the utility deregulation craze that occurred during

the 1990’s, many utilities diminished the role of their

Revenue Protection programs and focused on restructuring

to operate in a competitive market.  In retrospect, the

continued operation of these Revenue Protection programs

would have helped to mitigate the current increases in lost

revenues due to theft of service.

In an effort to keep utilities from being the next industry

to experience huge revenue losses, now is the time for a

proactive approach to revenue recovery efforts.  Revenue

Protection programs should be evaluated not only on the

amount of revenue recovered but also on future expected

revenues that will be realized by the utility as the result of

the conditions being uncovered and  corrected.

Even with the best theft deterrent programs, we know

that theft of service will never be completely eliminated.

One way some utilities have approached a “theft-free”

environment is by saying the problem does not exist.  But as

professional in Revenue Protection, we all know that this

approach is not in our company’s best interest.  

We know that aggressive Revenue Protection programs

have proven to be a deterrent.  The goal of Revenue

Protection programs should be to promote a concentrated

effort toward:

• Detection

• Investigation

• Revenue Recovery

• Prosecution (when warranted)

• Prevention

Update your Policy & Procedures:

In evaluating a proactive program, the review of Revenue

Protection Policies & Procedures is a first step utilities

should take.  This will ensure they are effectively addressing

the changes in technology and economic times.  One area of

changing technology is the implementation of AMR and

AMI metering systems. This will significantly diminish the

role of meter readers, thus eliminating the routine meter

installation inspections at the customers’ premises.  This

will make it easier for theft conditions to go undetected for

extended periods of time.  A policy for meter inspection

needs to be implemented.  Another area of concern is

“economic cases” of theft of service.  Many middle to upper

income families are also falling on hard times and have

over-extended themselves resulting in an increase in

diversion of service and loss of revenues. Should your utility

be hard line and prosecute every case or soft line them with

payment schedules or help programs?  If the current policy

and procedures do not address these changes, then the

programs leave holes that can cause future problems.

Don’t forget the safety issues with energy theft:

A major area of concern, in addition to the revenues

being lost, is the unsafe conditions that are created by

customers attempting to steal utility service.  Not only do

they expose themselves and their families to potential

dangers but also utility personnel.  The devastating

possibilities range from bodily injuries and/or death to the

damage and destruction of individual premises as well as

whole neighborhoods.  Utility employees should be

thoroughly aware of company safety policies & procedures

and be adequately trained in the use of the safety equipment

provided to them, especially in cases of suspected theft of

service. 

Conclusion:

Theft of utility service is not a victimless crime.  All

revenue monies lost to theft are paid for by all utility

customers.  Safety is paramount for utility employees and

customers.  Every utility has a responsibility to see that their

good customers only pay for what they use and not for what

someone else steals.

In an effort to keep utilities from
being the next industry to experience
huge revenue losses, now is the time for
a proactive approach to revenue
recovery efforts.

7
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WSUTA/IURPA JOINT CONFERENCE
SEPT 1ST – 3RD, 2009

DESERT DIAMOND CASINO / HOTEL

TUCSON, AZ

W
estern States Utility Theft Association is very happy to

announce that the WSUTA/IURPA joint conference is

ready to go Sept 1st – 3rd, 2009, at the Desert

Diamond Casino/Hotel in Tucson, Arizona. 

With the recent economic downturn, utilities may experience

an increase in theft and other related activities as some customers

might choose to take illegal and desperate measures to get more

for less.  It’s with strong efforts and knowledgeable staff working

towards catching and eliminating theft, that the revenue stream

from utility sales can remain stable and on track with production,

ensuring that rates stay as low as possible for as long as possible.

It’s our responsibility to succeed in this effort by providing

informative, relevant, and useful presentations and discussions to

our membership.  We’re working hard to  bring in presenters cov-

ering a wide range of topics of concern for all utilities.  And this

year, IURPA is co-hosting with us to cover information on an inter-

national scale, revealing the dilemmas that other countries are fac-

ing along with their solutions. 

The board is pleased to say that the early bird registration cost

will remain at the same low rate of $200.00 which includes the

Vendor Reception  registration night, two days of conference topics

and lunch both days.  We are offering a cost effective site for the pro-

gram as well.  The Desert Diamond Casino / Hotel is supplying us

with the group guest room rate of $99.00 per night, tax free!  The

hotel/conference center is just minutes away from the airport, free

parking, free high speed wireless internet access, and food and bev-

erages sales are also tax free.

We’re excited about bringing you this conference and look for-

ward to our current members, new attendees, all the many vendors,

and our international associates joining us. The registration form is

available on the website and an agenda will be posted when it’s

finalized.  Attendance registrations are now being taken and the

Desert Diamond is waiting for your call!  

If you have any questions, feel free to contact any one of the

board members.  See you there!

brdy2:October05-IurpaREV6  3/26/09  9:58 AM  Page 6



I U R PA
N E W S

9

• The utility provides a display
(integrated with the external
metering box by PLC or RF) that
allows the client to read the meter
inside customer installation;

• The metering boxes are installed on
line poles (see picture 3);

• Each meter has a small switch, which is able to cut the
supply by a remote command; 

• Each distribution transformer has a meter that is
compared to the total consumption of customers’
installation (energy balance that can report any illegal
connection). In average we have 50 customers’
installations connected with each transformer; 

• Low voltage line cables are replaced by concentric cables
(see picture 4), which make unauthorized connections
more difficult to be done;

• Metering boxes are able to communicate with utilities
office through RF, PLC or GPRS and there is an alarm in
case of an unauthorized opening with the disconnection
of all customers.

• There is specific software designed to integrate this
system to the corporate system (billing and others)

Nowadays we have more than
400.000 customers’ installations
in Brazil with this new metering
system (provided for more than
three suppliers) and since we
solve some legal problems we
believe we can apply this solution
in all areas with non-technical
losses above 15% (we have some
areas where NT losses are around

60%!). In doing so, it would result a very attractive return to
the investment because NT losses will drop dramatically (to
almost zero).

THE LAST ATTEMPT 
BY LUIZ ARRUDA

Brazilian Utilities have strived to minimize non-
technical (NT) losses for years. Nowadays, many
utilities have improved their revenue with the use of

better equipment and with the help of specific computer
systems. These tools help to detect inconsistencies on the
customer usage and also to manage the whole process. 

However, in slums areas or areas with major economic
and social problems, the values of losses are very high and
the tools we have are very limited, including the weakness of
the field teams to face violence often found in these sectors
of the cities.

Many solutions have been tried; initially with regular
meters inside metering boxes installed on the poles; those
boxes allow the meter reading from the ground through
special lens (see picture 1). Besides that, some utilities used
to "protect" those metering installing them over the medium
voltage line.

Anyway, it was clear
that these actions were not
enough, as frequent visits
of inspection teams to read
the meters and to
disconnect customer
installations - in case of
lack of payment, were still
demanded.

Currently, having more
affordable and reliable

electronic meters and communication, we are implementing
a new metering system - not without a huge resistance from
fixers (often represented by politicians interested in their 
vote) with these main features: 

• The meters are plug in slots installed inside the metering
boxes. We can have up to 12 meters per metering box (see
picture 02); 

Luiz Arruda
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TOO GOOD TO BE TRUE:
BY WSUTA

Alocal business owner receives free electricity for years
until a broken main at the shopping center changed his
fortune. 

A Southern California Edison Meter Technician was called
to a commercial strip mall in Santa Ana California to check on
a “no lights situation” for one of the units. The technician
found the problem was a bad main switch. In an effort to pro-
vide good customer service and exceed customer expectations,
the technician offered to check other unused panels for a main
switch that could be used in the interim until the property
management company scheduled an electrician to make the
necessary repairs. 

The technician came across a blank meter socket (no
meter). Figuring it would have a main switch; he took a closer
look and discovered there was no switch at all. To the techni-
cians surprise what was discovered were two wires attached to
two other wires that went into the conduit. An amp reading
was taken and found 10 and 20 amps of un-metered load in use
per phase. Next, the technician removed the test block cover
and saw that someone removed the line side wiring from the
test blocks that go up to the meter socket. Two jumper wires
were attached from the line side test blocks, to the load side
wires that fed power into one of the units. 

The technician continued searching for a main switch for
the customer with the service problem. He also notified our
Revenue Protection Investigator by issuing an energy theft tip
card.

A Revenue Protection Investigator went to the site the next
day to verify the bypass and was able to determine that all of
the units had meters except one. The investigator spoke to the
business owner about this condition. The owner said he moved
into this unit a few years ago and the power was already on.
The owner explained SCE told him that his unit number did
not exist for the address he had provided, so he was unable to
complete an application for electric service. The owner asked
for proof that the un-metered panel discovered did actually
serve his unit. Our investigator obliged the owners wish and
turned the service off at the test blocks and low and behold
power was shut off at his business.

The investigator contacted the property management com-
pany to advise them of the situation. The management com-
pany also provided evidence that the same customer had been
in the unit since at least 2001 when they took over manage-
ment of the complex. The investigator instructed the manage-
ment company to contact the SCE planning department to
request a new service setup or service to the unit in question
would be turned off. 

The new service was setup after a city inspection. The busi-
ness owner was re-billed for 72,120 kilo watt hours, totaling
$12,370 for service beginning in 2001, when records of his
occupancy started. The technician received a $500 bonus for
submitting this energy theft tip card.
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Vice President
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2nd Vice President 
Jeffrey Kauf
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Jeffrey.Kauf@ladwp.com

Secretary 
Sylvia Thompson
City of San Diego
600 B Street, Site 1200, MS 912
San Diego, CA 92101
Phone: (619) 533-6636
Fax: (619) 533-5300
sthompson@sandiego.gov

The picture below shows that someone removed the line side
wiring from the test blocks that go up to the meter socket and
attached two jumper wires from the line side test blocks, to the
load side wires. 
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AROUND THE GLOBE

Two Men Indicted 
in Electricity Theft 

Article from: HonoluluStar – Bulletin 

An Oahu grand jury has indicted two men on charges

of stealing electricity from Hawaiian Electric Co. by

allegedly diverting power to a Kalihi business whose

power had been shut off.

They were charged with theft of utility services in the

first degree, a Class C felony punishable by a maximum of

five years in prison. Deputy Prosecutor Vickie Kapp told the

court yesterday that power to the business had been

disconnected for nonpayment and that they "admitted to

knowing about it." One of the men allegedly admitted to

connecting cables to the Hawaiian Electric power lines, she

said.

Electricity Theft Costs Eskom Billions 

S
outh Africa's energy crisis is exacerbated by electricity

theft, which is also robbing Eskom of revenue. It was

difficult for Eskom to state how much electricity theft

was costing it, but nontechnical losses - such as billing and

metering errors - amounted to R1-billion in the 2006/07

financial year, said Eskom spokesperson Tony Scott on

Wednesday.

Of this amount, R16-million was lost through conductor

theft - there were 449 known incidents of conductor theft in

which 144 kilometres of line was stolen. "Utilities

worldwide are battling with energy losses and Eskom is not

immune to that.

"The problem of electricity theft is big, as utilities lose

potential revenue and accidents sometimes occur that result

in the loss of life," said Scott. 

Scott said that to a certain extent, Eskom's customers

paid for a portion of electricity theft losses as the electricity

rates approved by the National Energy Regulator of SA had

an "allowance" built in to cover theft and commercial

losses. "The regulator approves electricity tariffs within

which a fair allocation for system and commercial losses are

included."

The most common ways in which electricity was being

stolen included illegal connections to the electricity grid.

This posed a danger as such connections could result in

electrocution. Illegal connections could also result in the

system overloading and instability, and higher electricity

costs.

Durban to Crack Down on
Electricity Theft

Electricity-related crimes have cost Durban more than

R50-million in the past financial year. This was

revealed by Bongani Mbuyisa, manager of protection

revenue for the eThekwini Electricity Department. Mbuyisa

said that in the Uganda informal settlement in Isipingo and

surrounding areas more than R3,2-million of electricity has

been stolen in the past five years.

"The high incidence of illegal electricity connections has

also impacted negatively on the tariff hike for eThekwini

residents," Mbuyisa said. The city's electricity department

has now issued a stern warning to electricity thieves to stop

making illegal connections or face the might of the law. This

week a number of illegal connections were discovered in the

Uganda informal settlement in Pardy Road, Isipingo.

Electricity department employees were dispatched to

dismantle the illegal connections.

Area councillor Bhekokuhle Mkhize said he was not

aware of the problem until residents of a nearby suburb

complained to him about informal residents making their

own connections to electricity poles along the roads.
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I collected information from twenty

electricity and energy companies in

different states in the US, as well as the

UK, Canada, South Africa, Hong-Kong

and even as far as Kazakhstan.

I discovered that most utility

companies provide the public with a

phone line and fax especially to report

electricity theft and/or gas, as well as an email address to

pass on information via the website. 

It was clear that in most of these countries, it was not

customary to reward information received from its

informants.  Indeed, most of the countries noted that in those

cases that information was received from "reliable citizens",

rewards were never requested.

Some of the companies reported that they considered

rewarding informers, but were deterred by the fear of a flood

of false reports that would interfere with routine operation

and effective activity.

It is customary to say that "the work of the righteous is

done by others", and that is exactly the case in Israel Electric.

A serious incident of large-scale electricity theft in the

electricity facility of a commercial customer was confirmed

by one of the company's districts.  This was a result of

information provided by an employee who was fired from his

job immediately.  At a certain stage, while dealing with the

affair, the informant's lawyer demanded that his client be

rewarded for the information that he provided.  The matter

was directed to the attention of the company's general

counsel, who advised, after careful consideration, examining

the incentives policy for informants as customary in the tax

authority.  The general counsel supported the idea of

providing information about electricity theft via a "hot line".  

In a meeting with the Head of the Tax Authority

Information Division, he expanded on their system regarding

the issue and advised that we should first attempt using the

"hot line" as a means of receiving information from citizens,

and not hasten to pay incentives to those informants, unless

the information was found to be accurate, reliable and

rewarding.

As a consequence of the information gathered, I advised

the company's Head of Marketing Division to operate the

"hot line", gradually.

At first, the "hot line" would be run as a pilot for one year;

it would be advertised in the company website which would
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For many years, IEC has strictly prevented advertising

of anything related to the illegal use of electricity to

the general public.

The conventional thinking was that bringing this

information to the public, in newspaper articles or on

television which reported customers stealing electricity

would provoke the interest of customers who have never

been exposed to the possibility of "saving" on the ever-

increasing cost of a product as basic as electricity.

Decision-makers in the IEC feared that some of the

customers would start getting interested in ways of stealing

electricity, and would try independently or by hiring

professional electricians, to find a quick means of

minimizing their electricity bills.

In the last two years, a number of events related to

electricity theft appeared in newspaper headlines and even

reached prime-time television.  An eager reporter in a leading

economy newspaper even prepared a long and detailed

article dealing with the subject and after it was published,

the "sky didn't fall down".  No special interest arose from the

public and we didn’t even succeed in identifying signs of

increase in the scope of incidents of electricity theft due to

the exposure in the media.

Once in a while, our offices receive reports from citizens

regarding mishandling of our meters or equipment.  The

reports are received directly to our call centers and

sometimes in writing. In most cases, the information is

anonymous, not always accurate and sometimes it is quite

clear that we are dealing with these denouncements as a

wish for revenge.

The notion to create an orderly method about electricity-

theft reporting was laid on the discussion table a few times

before, and the "red line" operated successfully by the tax

authorities for many years was always brought as an

example.  

The decision was postponed from year to year and was

never dealt with thoroughly.  When I was appointed to the

position of Revenue Protection Manager of the company, I

again raised the idea with the company's Head of the

Marketing Division, after researching the subject throughout

the world.  

Itzick Michaeli

THE OPERATION OF THE
"HOT-LINE" FOR ILLEGAL USE OF ELECTRICITY

BY ITZICK MICHAELI, REVENUE PROTECTION MANAGER, ISRAEL ELECTRIC CORPORATION

... most utility companies provide the
public with a phone line and fax ... to
report electricity theft and/or gas ...

continued on page 14
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President
Susan Reinhardt
Progress Energy, FL.
Clearwater, FL. 33760
Phone 727-523-7606
Fax 727-523-7622
susan.reinhardt@pgnmail.com

Vice President 
John Hammerberg
Tampa Electric Co.
Tampa, FL 33601
Phone:  (813) 630-7477
jchammerberg@tecoenergy.com

Secretary/Treasurer 
Sandy Langsdale
Glades Electric Cooperative.
slangsdale@gladesec.com

Sergeant at Arms 
Eddie Fee, Jr.
Orlando Utilities Commission
Orlando, FL 32712
Phone:  (407) 423-9100
Fax: (427) 384-4109
egfee@ouc.com
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Chairman - Mike McQueen
Mississippi Power
Hattiesburg, MS
Phone:  (601) 545-4199
mlmcquee@southernco.com

President - T. Lynn Smith
Gulf Power, Panama City, FL 32405
Phone:  (850) 872-3263
tulsmith@southernco.com

Vice President - Jeanne Hedrick
Entergy Corp., Jefferson, LA 70121
Phone:  (504) 840-2704
jhedrick@entergy.com

Vice President - John Spivey, Jr.
Entergy Corporation, Jefferson, LA 70121
Phone: (504) 840-2690
Email: jspivey@entergy.com

Vice President - Jeffrey Kleckley
SCANA, Columbia, SC  29201
Phone: (803) 217-9222
Email: jkleckley@scana.com

Vice President - Doug Page
Alabama Power Co., Birmingham, AL 35291
Phone:  (205) 226-1923
wdpage@southernco.com

Treasurer - Altee Hicks
S. Carolina Elec. & Gas
Aiken, GA
Phone:  (803) 642-6253
ahicks@scana.com

include a phone and fax number, and an email address, and

be accessed by anyone with information on unauthorized

handling of electricity use, company equipment or meters.

The call scope and the quality of information would be

evaluated during the pilot stage.

As we assume that most citizens who have this kind of

information do not have access to the internet, we would

examine the need to widen the advertising scope of the "hot

line" and include details enclosed in electricity bills.  As

things progress, we would consider additional avenues to

encourage the public to send information while the subject of

granting incentives for reliable information would be

examined subject to findings and development.

In February 2009, Israel Electric joined the many utility

companies in Israel and the world, in encouraging citizens to

report electricity, equipment and cable theft via the internet

"hot line".

OPERATION OF THE "HOT-LINE" 
(CONTINUED FROM PAGE 13)
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on investment amounted to $4.88 for every dollar spent.

That essentially means keeping costs low while working tire-

lessly to encourage our customers to pay for the electricity

they stole in addition to the investigation costs.

Marijuana grow houses, commercial account, high end

metering losses, and AMR reports have proven to be the

drivers that put us over the top in 2008. Yes, we will always

have the nickel and dime theft cases to deal with, and they

can’t be ignored, but large dollar recoveries are being real-

ized through the intense hard work on the MGH, CA, and

AMR cases. Technology advancements and working closely

with Law Enforcement in certain instances, is better and

necessary, now, more than ever before.

So, what do you think could add value to your depart-

ment at a time like this? Do you see the poor economy?

Are you seeing an increase in theft? I would suggest that

your Management Team take a good look at the precedent

Progress Energy set this past year. Why not spend a little

to gain a lot more revenue? Increasing department size

may help. Success is not guaranteed, but certainly very

achievable!

REVENUE PROTECTION UP IN THE WAKE OF DOWN ECONOMY
(CONTINUED FROM PAGE 13)
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Now, as for that nasty little rumor floating around

in back that the whole IURPA Award idea would have been

implemented a few years ago had it not been for “that one

hold-out”  who wanted to call it “The George Balsamo

Award for Excellence”, all I can say is…No Comment.

As always, I’d love to have some of you out there

submit your thoughts, ideas, and/or stories to share with

everyone.  Just send them to me at jeff.harris@sug.com.

I’m sure that our “regulars” would love to have a Guest Host

for a change instead of listening to me “serve it up” again.

On a couple of personal notes, I’d like to thank the

IURPA Board for allowing me to announce the new Award

here at The Ol’ Watering Hole.  You have definitely brought

some legitimacy to this joint.  And, to Kurt and George; I

only kid you guys because I know you can take it – and

deserve it!  Until next time, stay safe!
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It’s really good to see everyone back

here.  You know, I was thinking

about this place the other day.  At

first glance, The Ol’ Watering Hole

could remind you of one of those places

your mother warned you about –

“Hanging out in a place like that is just

going to get you in trouble!” and “You

know, those people are going to be a bad influence on you”.

I mean, let’s be honest, we do get our share of “shady-

looking characters” here (Don’t worry Kurt; I’m not going to

mention any names).  But, I would submit that occasionally,

places like this are sometimes the source of great

information and ideas.  Case in point, check out the

exchange of information that occurs at the closest local

“watering hole” during the next IURPA or regional group’s

conference.  It’s pretty much a guarantee that you will not

only learn something, but you’re definitely going to laugh

and be entertained as well.

I think that you’re going to be really glad that you

stopped in today, ‘cause we’ve got a major announcement

that’s being made exclusively here at The Ol’ Watering Hole

(Mom will be proud!)  

The IURPA Board will be introducing a brand new

annual Award at the 2009 WSUTA/IURPA Joint Conference

in Tucson this September.  The IURPA Revenue Protection

Professional of the Year Award will be presented to a

member of the regional group each year at its joint

Conference.  The Award is meant to recognize members for

their service and contributions to the Revenue Protection

field.  The Board of the regional group hosting each year’s

joint conference will be responsible for submitting a

Nominee to the IURPA Board, who will retain the right of

final approval.  The main, and one of the few, restrictions on

the Nominees is that they are not current Board members of

the regional group or IURPA.  By doing it this way, we

should be able to ensure that the Award is spread out

equally amongst the IURPA membership.

I believe that this Award will prove to be a very

positive addition to IURPA, and could also be an incentive

for each regional group to look at the possibility of

developing their own type of recognition program or award.

I would love to get some feedback from everyone out there

on this new Award, and I will ensure that it gets forwarded

to the IURPA Board

THE OL’ WATERING HOLE
BY JEFF HARRIS • MISSOURI GAS ENERGY

Jeff Harris
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Chairman
John L. Kratzinger
PECO Energy Co.
1060 W. Swedesford Rd., Bernyn, PA.
Phone:  610-648-7874 / Cell: 610-721-885
Fax:  610-648-7885
John.Kratzinger@peco-energy.com

Vice-Chairman
Robert D Engle, Jr.
PPL Electric Utilities
1801 Brookwood Street, Harrisburg, PA 
Phone:  717-257-5754 / Cell: 717-805-3300
Fax:  717-257-5794
rdengle@pplweb.com

Treasurer/Secretary
Patricia Uhlman
NSTAR Electric & Gas Corporation
1 NStar Way, Westwood, MA  
Phone:  781-441-8245 / Fax: 781-441-8530
patricia_uhlman@nstar.com

Alternate
David Whidden
United Illuminating
157 Church St Loc. 10-B, New Haven, CT   
Phone:  203-499-3476 / Fax: 203-499-3286
david.whidden@uinet.com 

Alternate
Margarita Postoli
NSTAR Electric & Gas Corporation
1 NStar Way, Westwood, MA  
Phone:  781-441-3448 / Fax: 781-441-3690
margarita.postoli@nstar.com
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IURPA – 2009 
ANNUAL MEMBERSHIP

PLEASE PRINT

Name: ____________________________________________________________________________________________________

Company: ________________________________________________________Title: ________________________________________

Mailing Address: ____________________________________________________________________________________________________

City  __________________________________________State: _________Country:  ______________Zip: ________________

Telephone: ________________________________Fax____________________________E-Mail: ______________________________

Utility Type: Gas______     Electric______    Water______    Cable______   Other___________________________________________

Payment Method: Check Enclosed_______           Credit Card________

Credit Card Payments Information:

Name as it appears on the card:_____________________________________________________________________________

Billing Address:____________________________________________________________________________________________

City:__________________________________________________________Zip Code: ___________________________________

___VISA   ___MC    ___  ___ ___ ___ / ___  ___ ___ ___ / ___  ___ ___ ___ / ___  ___ ___ ___ /        Expires:____ / ____

Note:   Credit card payments may be made directly from the IURPA website. Please go to:  www.IRUPA.org
Annual dues are $50 (US) per member. Payments may be made by check or credit card. Please send form along with your payment. 

Make checks payable to IURPA and mail to: George A. Balsamo
The United Illuminating Co.
157 Church Street, P.O. Box 1564, New Haven, CT 06506-0901 USA
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IURPA Officers

Chairman
Greg Lee
Georgia Power Company
Atlanta, GA 30308
gnlee@southernco.com

Vice-Chairman
Gary Signorelli
Progress Energy- FL
Clearwater, FL 33760

Gary.Signorelli@pgnmail.com

Secretary
Patricia Uhlman
NSTAR Electric & Gas Corp.
Westwood, MA
patricia_uhlman@nstaronline.com

Treasurer
Jeff Harris
Missouri Gas Energy
Kansas City, MO
jeharris@mgemail.com

IURPA Directors
Jeff Cornelius

Peace River Electric Co-op
Kurt Roussell

We Energies
Cleve Freeman

Southern California Gas Co.
(Retired)

Michael Szilvagyi
Detroit Edison
(Retired) 

Ed Holmes
Jersey Central 
(Retired)

Director of Web Services
Richard Woodward

Nevada Power
Director of Finances
George Balsamo

United Illuminating Company

International Liaisons
Ian Main

UKRPA Scottish Power
Glasgow, Scotland UK

Luiz Fernando Arruda
CEMIG, Brazil

Itzick Michaeli
Isreal Electric
Afula, Isreal

Alan Dick
UKRPA
London, England

Vendor Representative
Chris Shipley

Arnett Industries

Please send all correspondence to:
IURPA Publishing Team

Brody Printing Company
265 Central Avenue, Bridgeport, CT 06607

phone  203 384-9313 • fax: 203 336-0871
e-mail: perch@brodyprinting.com

No part of this newsletter may be transmitted or reproduced without the prior
written consent of IURPA. Opinions expressed in this newsletter by the authors are
their own and do not reflect those of the editors of the IURPA Newsletter
Committee, or its Officers, or Board of Directors.

IURPA Publishing Team
Brody Printing Company
265 Central Avenue
Bridgeport, CT 06607

IURPA • 19 Years
The International Utilities Revenue Protection Association was

founded in 1990 to protect member utility companies world-

wide from revenue losses associated with unauthorized use of

service. In fifteen years, the organization has grown from a small

regional group into an association that includes representatives

of more than 400 utility companies around the world.
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