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Cognitive Testing and Recording Keeping Guide – EIA-112
Respondent ID: 
Interviewer:
Observer:
Date:
Time: 

(This protocol is a guide – the questions presented here won’t necessarily be asked exactly as worded in the protocol or in this order.  It is important to note that not all questions will be asked in every interview. Interviewers may also ask emergent probes as necessary.)

Introduction
My name is _______ and I work for EIA. With me on this call today is ____. The purpose of this study is to evaluate the questions asked on the Residential Utility Disconnections Survey (EIA-112). We want to ensure that the survey questions are easy to understand and that you can easily report these data to us. For this study, we are particularly interested in learning more about how your records are organized and the process you engage in when gathering data from your records to answer the survey questions. 

If you have never participated in one of these interviews before, my questions may sound strange. I will be asking you questions about how you interpret each survey question, and how you go about constructing your response to each question. This will include questions regarding how you track this information in your records and any issues you encounter when reporting these data to us. This process will help me ensure that our questions are working properly and we are capturing valid data. Do you have questions before we get started? 
Recording Interview

(If provided consent to recording) Thank you for allowing us to record this interview. As part of our procedures, I have to read the following: This MS Teams meeting is being recorded and will be used internally to supplement our notes. If you do not wish to have your voice recorded, please do not speak during the call or disconnect now. If you do not wish to have your image recorded, please turn off your camera or participate only by phone. If you speak during the call or use a video connection, you are presumed to consent to recording and to the use of your voice or image.


[The following is a semi-structured interview guide that includes draft scripted probes. Emergent probes may be asked as well.]























Research Questions
1) Why is the percentage of net disconnections higher than expected given the total number of customers? (Reconnections lower than disconnections each month)
2) How are respondents interpreting and reporting final notices?
3) Why are reported total customer counts different than customer counts on our EIA-861 and EIA-176 frames?
4) Why do different respondents within an entity report different numbers (e.g., electricity respondent reports different numbers than gas respondents)? 
5) If needed, how much time and resources would it take to change their systems?

Probing
 (These are draft probes. Interviewers should ask emergent probes as needed)
Response History
Show respondent screenshots of their reported data. Give time to review all parts. 
These are the data your organization reported in 2025 for calendar year 2024. Were you the person that reported these data? 
If yes, what is your role within your organization? What department are you in?
If no, who did? What is their role within your organization? What department are they in? 
How knowledgeable/familiar are you with these data? Tell me more about that. 
Confirm how many states they operate in and the services they provide. 

Comprehension Probes
Now I’d like to review each row in Part 4 and talk about each question. 
Show respondent Part 4. For each of the following items, probe on respondent’s interpretation (e.g., what do you think this question is asking for?)
Total Customers:
Final Notices: 
Disconnections: 
Reconnections: 
Show definitions. Now I’d like you to review these definitions we provide. Do you see anything in these definitions that do not match how you would define these terms at your organization? If discrepancies, please tell me more about that. How would you handle this when reporting? 
[image: Text

AI-generated content may be incorrect.]
Record Keeping
Next, I’d like to discuss how your records are organized and the process you would engage in when answering these survey questions. 
To start, can you walk me through how your records are organized? Do you keep records of total customers, final notices, disconnections and reconnections? What data do you track? How are these data organized in your system? 
· Are records identified as residential? Are there types of residential customers that are difficult to identify? 
· How are final notices, disconnects, and reconnects tracked? By account numbers? Billing cycle (explain)? 
· Do you send multiple notices of bill nonpayment to a customer before disconnecting them? If so, can your system differentiate between earlier notices and the final notice?
· If your system records more disconnections than reconnections, do you expect to see your customer count drop by the difference (e.g. are customers who were disconnected but not reconnected no longer customers)? How long would a customer remain disconnected for nonpayment before they would no longer be considered a customer?
· If a customer is disconnected but no reconnection record exists, do you have records to indicate whether the customer no longer lives at the address, or was reconnected under a different account? Are there any other common outcomes for a disconnection with no corresponding reconnection?
· Is the reason for disconnection tracked? 
· Are the customers reported under final notices, disconnects, and reconnects on the survey all customers that had unpaid bills? If not, who else is included in these numbers? How hard or easy would it be to separate these out and only report those with unpaid bills?
· Are you able to pull final notices, disconnections, reconnections totals for each month? How are these data organized in your system? By monthly billing cycle? 
· How would you determine the counts for each month when reporting? Did all the final notices, disconnections, and reconnections reported for each month occur within the month reported? If respondent reports that data are not tracked by month or had any difficulty reporting counts for each month, ask how did you handle this when reporting?
· For dual service, how are records on residential electric and natural gas customers kept within your organization? Are they stored in the same place? Do you need to pull information on residential electric and gas customers from different datasets? Do you need assistance from others to do that? 
· For entities that provide services to more than one state, are your records organized in the same manner for each state? 

If needed: Can you walk me through how you would formulate your response to the questions in the table?  Do you need to transform these data in any way before reporting to EIA? Make sure to ask this about final notices. 
If you don’t have the data in the requested format, what would you do? Could you estimate it? How would you estimate it? How difficult would it be to start tracking these data?

Discuss other data issues (if any) seen with this organization’s data. 
· We noticed the reported number of disconnections appears high in comparison to reconnections. Can you walk me through how you determined your total number of disconnections and reconnections? 
· Your total customer count reported on this survey differs from the numbers of customers reported on the Electric Power Industry Report EIA-861/ Annual Report of Natural and Supplemental Gas Supply and Disposition EIA-176. Do you report for the 861/176? Do you know who does? Do you have any insight into why these numbers might be different? 
· The numbers reported by the 861respondent and the numbers reported by 176 respondent vary substantially. Can you explain why this might be?
· Who in the company has access to these records? How knowledgeable are these individuals with regard to this information? If different people have access to different data, how would you go about gathering and reporting these data to EIA? 

Document any issues related to reporting these data to EIA and what steps, if any, the respondent can take to resolve the issues in the future.  What resources would be needed? 
[bookmark: _Hlk209680467]A secondary, yet important, goal is to assist the respondent in enhancing data quality before the subsequent survey cycle. Try to help resolve any lingering questions regarding the intent of the survey. 
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Plrt 2: Definitions

‘CUSTOMER: each utiity-owned meter at 3 esidential weling or builing (except i cases where mutiple metering s used for specilsenvices (for example water heating, space heating etc) i the same dweling/bulding,
the customer s the dwellng/bulding to avoid the potental for duplicate reporting.

 TOTAL CUSTOMERS: grand total sum ofresidentia. incuding multfamily, customers served regardes of payment status, Including non-delinquent customers.

* RESIDENTIAL. INCLUDING MULTIFAMILY.: single armily wellngs. moblle homes, and ndividually and master.metered muifamiy dwelings where energy i consumed primarly for space and water heating air condtioning,
ighting refrgeration. cooking, and laundry.

+ FINAL NOTICES: the astnotice sent o residentia customers via mal, email, phone. and/or text a day or more before being disconnected (lso called a finalnotie, disconnect notice deinquent notice lat notice, shutoffor
cutoff notic, or temination noticel.

* DISCONNECTIONS: the involuntary shutoffof aresidentil customer's electricy and/or naturalgas servicis) aso called  senice isconnect,cutoffor turn-off, or termination) due o bill nonpayment reasons: excudes
voluntary disconnectons.

+ RECONNECTIONS: the turning back on of elecricty and/or natural gas senvice to a residential customer whose service was previously involuntarily isconnected (aso called  serice reconnect, reacthatin. f turn.on).

* BILL NONPAYMENT REASONS: tuations when residental customers are unable to o faito pay their account balance, are n arrears or debt. and therelectraty and/or natural ga senvice wil be. s, o has been
disconnected as aresult.
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[ @13 EIA112: Residential Utlty Disconnactions Survey (Oecember, 2026 Expiraton Dte: 12/31/2027
eia ‘Burden: 2 hours.

 Schedule 1 Schedule 2 Review

For each sate represented n th tota states i Scheduie 1 - Question 1, complete ane table in Schedule 2 - Part & for each state For example,for one state complete only one able n Schedule 2 fortwo states complete two tables.
and 50 on. I you operate n more than thee (3) states, please use the EIA Respondent Potal webform option at hps:/SUrvey. iagov.

You may provide both electricty and natura gas srvice i partcular sates. Eachtable in Schedule 2 - Part & represents one state by utilty typ (.e. electicty OR natural gas) ombination, and you shall complete as many tables as
state by utity type combinations.For example, I you operate n two states and provide both eectricty and natural a5 In €ach of those states, you wil need to complete four () tables.

Part 4: Residential utility total customers, final notices, disconnections, and reconnections for each state in each month of the reporting year
More detaled defntions of erms are provided presiouslyinthis document and onthe formiself,

For each table i Schedule 2. select ONLY ONE of either Eletricty” or “Gas” depending on what service you provide. Do NOT combine Electrcty and Natural Ga custormer data in any able Ifyou provide both electrcity and natural
51 one state, lease complete two tables.

For each tabl n Schecile 2 selct ONLY ONE state inwhich you provide utite. incuding the District o Columbiaand Puerto Ric, f appiabl.
Foreach tabl n Scheciule 2 piease providedatafor each month of ONLY the reportingyea,sarting with January and ending vath Decerber, Th reportng year i clary displayed onthe form.

1 Line 1 of each table,ente the total number of residentialinclucing multfamy ustomers, regardiess ofdelnquency status.

1 Line 2 of each table,ente the tota number of residentialinclucing multfamiy fna ntices st 0ut 0 customers or bill onpayment o

I Line 3 f each table,ente th total number of residentialinclucing multfamiy isconnections for il nonpayment ressons.

1 Line 4 f each table,ente the total number of residentialinclucing multfamiy. reconnections fo bil nonpayment reasos.

ifyou encounterany eporting ssue, oncerns,barirs, or mitatons o i you woul ket dentfyany unusual aspectsor flucuations inthe iformation you provided for the reporingyear.please use the comment area and
provide  detaied explanation ofyour specil suation. These ca include isconnecion moratoriums. ecord keeping limitatons.dificulydifferentating between electricty s, naturalgasdisconnections,dificult diferentiating
between residential and commercial customers. etc. ou may also rovide any comment you fel s pertinent tprovide context o you unique suaton.
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Additional Comments: Explain any reporting issues, concerns, barriers, or limitations, identify any unusual aspects or fluctuations in the information reported for the reference year (like a
disconnection moratorium, etc.), or any other comments you want to provide.





