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May 24, 1999 REreR 10 00 Elect:Choice -
Inquiry/Dispute

Procedures
All EDCs and EGSs serving Residential Service

Over the past several months, the Bureau of Consurmer Services (BCS) has received
numerous informal complaints from residential customers relating to electric choice. After
reviewing a variety of EGS and EDC responses to informal complaints pertaining to
competition issues, the BCS believes that companies® procedures for handiing customer
contacts do not fully comply with the Chapter 56 regulations.

The BCS has recently worked extensively with a company to establish written dispute
procedures for their rapresentatives to follow and properly apply the regulations when
handling customer contacts. In this collaborative process, an Information Sheet was
developed regarding *Initial Inquiry and Dispute Procedures.” The BCS is providing a generic
version of the Information Sheet to assist EGSs in complying with the Chapter 56 dispute
regulations, as well as remind EDCs of compliance with these Chapter 56 standards.

Also, many reports submitted to BCS in answer to informal complaints do not provide
sufficient information to address the customer's dispute. Chapter 56.163(1) requires
companies to submit “all relevant material required by staf” and that the information must be
provided within & reasonable period of time. Pursuant to 52 Pa. Code §56.211, the BCS has
established appropriate internal procedures to implement the provisions of Chapter 56, and
has provided companies with a report format to assist companies in providing the the BCS
with necessary information. An important and riecessary part of the report to BCS, isa
sequence of events that led to the customer's filing of an informal complaint. For instance, the
company report to the BCS should contain the date(s) that the customer contacted the
company directly, and the information that was provided at that time. BCS attempts to verify
that the customer first attempted to resolve the matter with the company, as required at
§56.211(1). Customers often advise BCS that they have made numerous calls to a company
to resolve an issue. However, reports received from companies often provide no specific
information relating to communications to or from the customer.
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BCS encourages EGSs and EDCs to use the attached information sheet when
reviewing/revising current procedures, or for the development of procedures to handle
customer contacts. Procedures and proper docurnentation of inquiries and disputes, should
allow companies to provide BCS with prompt and complete reports to informal complaints. In
addition, by adopting practices which result in proper application of applicable Chapter 56
requirements, all parties avoid possible additional enforcement action,

Please note that pursuant to 52 PA Code §1.96, the BCS is providing this information
solely as an aid to EDCs and EGSs. It is not binding upon the Commonwealth or the
Commission. Informal opinions are subject to withdrawal or change at any time to conform
with new or different interpretations of the law.

if you have any specific questions relating to this issue, please contact Sara Hinton at
717-783-2067 or hinton@puc.state.pa.us.

Sincerely,
Mitchell Miller, Director

Bureau of Consumer Services

Attachment
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CUSTOMER CONTACTS
INITIAL INQUIRY and DISPUTE PROCEDURES

The first step in establishing proper dispute procedures is to make sure you are
able to properly distinguish between customer inquiries and customer disputes.
Making this distinction is a crucial step in insuring that contacts from customers are
handled properly.

Definitions (§56.2):

Initial Inquiry - A concern or question of an applicant, ratepayer or occupant about a
utility's application of & provision covered by this chapter, including subjects such as credit
determinations, deposit requirements, the accuracy of meter readings or bill amounts or the
proper party to be charged. If a utility, with the consent of the applicant, ratepayer or
occupart, offers to review pertinent records and call back the applicant, ratepayer or occupant
within 3 business days with a response, the contact will be considered an AL InoWry
pending a determination of salisfaction by e applicant, ratepayer or occupant with the
Tompany’s response. It the company cannot reach the customer to convey the information
Eﬁm@—u%f review of company records, a lefier shall be sent which summarizes the
‘nfarmation and informs the customer fo contact the company within 5 business days if the

customer disagrees with the i i uestiol concems about
e M. r.

Dispute - A grievance of a ratepayer or accupant about a utility's application of any
provision covered by this chapter, including but not limited to such subjects as credit
determinations, deposit requirements, the accuracy of meter readings or bill amounts, or the
proper party to be charged. conclusion N init] licable, a
fallow-up response, the applicant, ratey r occupant indicates satisfacti ith

As stated in the last sentance of this definition, customer satisfaction at the end of an
initial customer contact or follow-up response, if applicable, is the critical test which
determines whether the customer contact is an inquiry or a dispute.” Since this Is the case,
the routine final step at the conclusion of ALL initial customer contacts or follow-up
responses, when applicable, should be to ask an explicit question pertaining to customer
satisfaction with the resulting resolution or explanation.

TAn exception to this general rule for distinguishing between inquiries and disputes involves initial customer
contacts afleging that the customer's EGS has been changed without consent. These initial contacts should be
viewed as disputes since 52 Pa. Code §57.176(a)(1) requires that the company contacted “(Clonsider the matter
& customer registered dispute.”
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Initial Inquiry: v

Document the customer’s questions and/or concerns.

Offer to review pertinent records and call back the customer within 3 business days with a
response.

Ask the customer if this is acceptable. THE CUSTOMER MUST GIVE THEIR CONSENT
to this review and call back.

Review and obtain all necessary information to address the customer's questions and/or

concems,
Attempt to reach the customer by telephone. YOU MUST CONTACT THE CUSTOMER

WITHIN 3 BUSINESS DAYS.

If you reach the customer by telephone, provide all the information to answer their initial
questions and/or cancerns.

After answering the customer’s questions and/or concerns, specifically ask if the customer
is satisfied with the resolution or explanation provided.

If the customer s satisfied with the resolution or explanation, properly document the
account,

The inquiry is closed.

If the customer js NOT SATISEIED with the resolution or explanation to the initial inquiry,

the matter bacomes a DISPUTE. The Dispute Procedures should now be followed (see
next page).

1f you cannot reach the customer by telephone within three business-days-to-raspond-to.or
F@ﬂmmmmﬂmmbmmp@mmmmm
Informatian,

This letter MUST inform the customer to contact the company within 5 busi i
customer disagrees with the company pasition ar explanation, or has additional questions
or concemns abo g

IFihe customer does not respond-to-this letter within § business days. document the
account.

The inquiry is closed.

If the customer confacts the company in response to the Itter, the customer is NOT
SATISFIED with the resolution or explanation to the initial inquiry, therefore the matter
becomes a DISPUTE. The Dispute Procedures should now be followed (see next page).
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Once you determine, through an explicit question concerning satisfaction, that the

customer is not satisfied at the end of an initial discussion, the matter becomes a DISPUTE,
You must then follow the dispute procedures below:

1.

Document the details of the customer’s dispute. (§56.152(1)). A dispute can include any
provision of Chapter 56, Standards and Billing Practices. This includes issues with credit

determinations. deposit requirements, the accuracy of meter readi i I5]

proper party to be charged.

Initially ADVISE the customer that the company will:
» investigate the dispute;
« t&llthe customer we will not terminate service (applies to EDC) or cancel their

seTvice contract (applies fo EGS) during the dispute process. as long as all
Undisputed bills are paid (856 1ﬁ1mx_

. an investigation may take uj
. en the investigation is & company will contact the customer by

“telephane or letter with the results (§56.151(5)).

. Continue the investigation of the dispute, using reasonable methods under the

circumstances (§56.151(2)). Examples of ways to investigate include checking account
transactions, payments records, etc.

After the investigation is completed, which must be within 30 days, issue a report (verbal or
written) to the complaining party. (§56.151(5)).

. When contacting the customer with the results of the |nvesngat|on provide ali the

information necessary for the t the disputed
matter (§56 55513)). This usually is an explanation of your findings as a result of the

investigation.
L

If the customer is contacted by telephone, p_covrde the following infarmation to the
mmplalnlng party (§56.152 - o rt)

di I ﬂedwrth the compan 561 ))

» Explain the company position, which normally includes the results of the investigation
dnd any resalutions (§96. 152(2])
*  Advi ig in ation/report is available in written form upon

request (§56.151(5)).
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» [fthe customer is “Satisfied” with the orally conveyed dispute resclution, and dogs
not request a wri eport, document the necessary information for the company’s
regords (§56.151(5)(ii)).

» Advise the Gusfomer thal if they do not agree with this information, they may file an _
informal complaint with the Commission within 10 days (§56.152(4))

You can file an informal complaint by calling or writing the PUC.
Pennsylvania Public Utility Commission
Bureau of Consumer Services
P. 0. Box 3285
Harrisburg, PA 17105-3285
1-800-782-1110

e Ifthe cu is i ” with the dispute resolution, advj customer
that the company will mail a written utility company report (§56.151(5)(1))._Prepare,
using the attached form, the written response to be mailed to the complainant

1§56, T5T(5)(1) and §56.152).
« NOTE: A written report should always be mailed to customers that are

+ “NOT Satisfied” with the dispute resolution, or
o TANY corfiplaining party requests a written copy of the report, or
« ifthe company deems it necessary (§56.151(5)(i)).

7. After documenting the account properly, the dispute is closed.
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Customer Name: Date
Service Address: Account Number:

Mailing Address:

1. Customer's dispute: (Indicate the customer's original claim or dispute. If the dispute was
received by mail, also attach a copy of that document):

2. Gompany's position: (Describe the results of the investigation (i.e., checked records, etc.)
Also, describe the resolution or explanation (i.e., credited account, etc.)

3. We will not shut off your service (applies to EDC) or cancel your service contract (applies
to EGS) during the dispute process, including both informal and formal complaints, as long
as you pay all undisputed biils.

4. You may make payments to (name of EDC/EGS) by mail, or get more information by
calling us at (telephone number) or writing us at (address).

5. If youdo not agree with this dispute report, you should file an informal complaint with the
Pennsylvania Public Utility Commission within ten (10) days of the date of this report or the
mailing date of this report to protect all of your rights. The PUC office where you could file
an informal complaint is;

Pennsylvania Public Utility Commission
Bureau of Consumer Services
P. Q. Box 3265
Harrisburg, PA 17105-3265
1-800-782-1110

PROCEDURE FOR FILING AN INFORMAL COMPLAINT

(over or see nedt poge)
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following infarmation: v

. The customer's name,

. The customer's address, and if different, the service address.

The telephone number of the ratepayer.

. The customer's account number, if there is one.

. The utility company's name.

A brief statement of the dispute.

. Whether the company has already investigated and reported on the dispute.

. Whether you filed the same formal or informal complaint with the PUC in the past.
The proposed shut-off date, if any.

What you want the PUC to do.

oo mthoaooTn

6. Asof (enter date, the date may not be earlier than the due date of the bill or 15
days after the issuance of this report, whichever is later), your account will be overdue
unless you make a payment agreement with us or file a complaint with the PUC.,

NOTE: Number 7 or 8 may apply to your dispute, or both may apply. There is a check
next to the one or ones that do apply.

7. BILLING DISPUTE:

Attached is an itemized statement of your account showing the amount of credit and the
proper amount due. Due =§ A

As of . your account will be overdue uniess you make a payment
agreement with us or file a complaint with the PUC.

8. OTHER THAN A BILLING DISPUTE: (termination-related disputes):
We will shut off your service on unless you:
a ,or

b. make a settiement or paymerit agreement with us for the amount you owe, or
c. file an informal complaint with the PUC.

Company Representative:
Date Report Communicated to Customer:

Written report requested

Customer satisfied with company report.
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NAOMI WEISMAN
ACN ENERGY INC
7926 JONES BRANCH DR #500
MCLEAN VA 22102

JOHN HOSE, EXTERNAL RELATIONS
MANAGER

ALLEGHENY ENERGY

ROSEYTOWN ROAD

RR 12 BOX 1000

GREENSBURG PA 15601

DAVID MANNING

GOLUMBIA ENERGY POWER MARKETING
CORPORATION

P O BOX 641766

OMAHA NE 68164 9930

GARY STOCKBRIDGE
DIRECTOR ENERGY MARKETING
CONECTIV ENERGY

P O BOX 6038

NEWARK DE 19714 9830

STEVEN SHEPPARD

DTE EDISON AMERICA INC
101 N MAIN ST SUITE 300
ANN ARBOR M| 48104

ALICE DEYOUNG

CO-OP MANAGER

ENERGY COOPERATIVE ASSOCIATION OF PA
1924 ARCH STREET

PHILADELPHIA PA 18103

MILES MEEHAN VICE PRESIDENT
EXELON ENERGY

2600 MONROE BLVD
NORRISTOWN PA 19403

ARLAND SMITH

FIRST ENERGY SERVICES
6200 OAKTREE BLVD #442
INDEPENDENCE OHIO 44131




[image: image10.png]JEANNE SMITH COMPLIANCE SPECIALIST
GREEN MOUNTAIN ENERGY

P O BOX 2206 v
SOUTH BURLINGTON VT 05407 2206

SCOTT R MCCORRY
VICE PRESIDENT

MACK SERVICES GROUP
P Q BOX 657

BERWYN PA 18312

ARLAND SMITH

PENN POWER ENERGY

P O BOX 1425

NEW CASTLE PA 16103 1425

PAUL KRIKORIAN

PEOPLES PLUS

P O BOX 298

PITTSBURGH PA 15230 0298

ROBERT LOPATTO

VP OF ADMINISTRATION

PG ENERGY POWERPLUS
ONE PEICENTER

WILKES BARRE PA 18711 0601

MICHAEL ROCHE
POWERCHOICE/PEPCO SERVICES
100 § BROAD 8T, SUITE 1125
PHILADELPHIA PA 19103

P O BOX 90281

ALLENTOWN PA 18109

MICHAEL DEBERDINE 1|

RHOADS ENERGY CORPORATION
P O BOX 1198

LANCASTER PA 17608

PHILIP BARATZ PRESIDENT

TOTAL GAS AND ELECTRICITY (PA) INC
2101 N ANDREWS AVE SUITE 104

FT LAUDERDALE FL 33311

BEN RICCI :
TOUCHSTONE ENERGY AMERICAN
COOPERATIVE SERVICES

P O BOX 1007

HARRISBURG PA 17108
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UGI ENERGY SERVICES INC POWERMARK
P O BOX 12677 .

' READING PA 19612 2677

SETH OBETZ VICE PRESIDENT
WORLEY AND CBETZ INC

85 WHITE OAKRD

BOX 429

MANHEIM PA 17545 0429

AND EDC Compliance Contacts




