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CUSTOMER FACTS

What To Do if Your REP Goes Out of Business. 
If your Retail Electric Provider (REP) is no longer 
operating in Texas, Texas law requires another REP 
to step in and ‘keep the lights on’ for a period of time 
so that you can either enter into a contract with that 
REP or choose another REP. This service is called 
the Provider of Last Resort (POLR). POLR service is 
designed as a safety net - ensuring continuous elec-
tric service if a provider leaves the market.  POLR 
service can be relatively high-priced due to planning 
costs and uncertainty in the number of customers and 
the amount of electricity the REP will be using at any 
given time. 

What Customers Can Expect: 
•	 A new provider is now responsible for providing 	 	
	 service to you.
•	 You will receive a post-card from the PUC with 	 	
	 important information.
•	 You may receive phone calls or emails regarding 	 	
	 this change in service.  
•	 You will receive an important notice in the mail     	
	 from your new provider, the POLR. POLRs des-           	
	 ignated by the PUCT are all listed publicly at the             	
	 PUC website at http://www.puc.state.tx.us/ocp/              	
	 electric/polr/POLR.cfm.
•	 Any customer who receives notice that they are on 		
	 a POLR rate should read the notice immediately     	
	 and carefully, then contact that REP to make pay             	
 	 ment for the service that the REP has provided              	
	 since their REP exited the market. 

•	 The rate offered by the POLR can be much higher        	
	  than standard retail offers and can be tied to 	 	
	 wholesale energy costs. POLRs may offer custom-	    	
	 ers alternative rate packages, so customers should        	
	 ask their POLR about such offers.
•	 If you are a low-income customer, you are eli-                   	
	 gible for deposit assistance, provided that the                  	
	 funds are available from the departing REP. You             	
	 will need to inform your new REP that you are                      	
	 currently enrolled in the state low-income pro-                     	
	 gram to receive the assistance.
•	 You may switch to a different REP free of charge,           	
	 if you do not want to stay with the POLR that is           	
	 assigned to provide service to you, for up to 60                   	
	 days.
•	 The PUC requires that REPs that leave the mar-           	
	 ket return any unused portion of a deposit to a                       	
	 switched customer within seven calendar days after                 	
	 a meter read.  A POLR can also require a deposit                                      	
	 from a customer.
Even before receiving a notice, POLR customers can 
access www.powertochoose.org or call toll-free 1-866-
PWR-4-TEX (1-866-797-4839) for a list of provid-
ers and their rate offers.  POLR customers can also 
ask the REP providing their POLR service for other 
available plans.
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Let Us Assist You
QUESTIONS:
Call:	 1-888-782-8477, in Austin 512-936-7120
	 (TTY512-936-7136)
Visit: 	 www.puc.state.tx.us
Email:	 customer@puc.state.tx.us 

COMPLAINTS:
Call:	 1-888-782-8477, in Austin 512-936-7120 
	 (TTY 512-936-7136)
Write:	 PUC - Customer Protection, P.O. Box 13326,
	 Austin, TX 78711-3326
Fax:	 1-512-936-7003     Online: www.puc.state.tx.us/ocp

http://www.puc.state.tx.us/ocp/electric/polr/POLR.cfm
www.powertochoose.org

