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 Promote efficient and effective Utility 
customer service 

 Enforce statutes and regulations  

 Assure access to essential utility service  

 Promote quality customer service at 
BCS 

 timely, efficient, and effective action 
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Using Complaints as Problem Indicators 

 Consumer complaints to utilities (root cause analysis) 

 patterns  and trends may be representative of system 
problems or regional issues 

 could complaints have been prevented? 
 

 Complaints to PUC: 

 are they representative of a system problem? 

 could complaints have been prevented?  

 did the company act according to regulatory 
requirements? 
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Informal Complaint Activity 2010 

 Complaints for electric, gas, water, telephone: 

 Total 2010: 146,420 

 Consumer complaints (billing, service, 
personnel, etc.):                  13,341 

 Payment arrangement requests (PAR) 
(customer under threat of termination; needs 
PUC assistance to stop the termination and set 
up a payment agreements):       55,318 

 Inquiries (questions and opinions that require 
no investigation or follow-up:              77,761 

 



Type of Contact 2007 2008  2009 2010 

Inquiry 79,078 62,146 75,329 
 

77,761 

Consumer 
Complaints 

20,634 20,529 18,147 13,341 

Payment 
Arrangements  

50,738 61,064 55,618 55,318 

Total Activity 150,450 143,739 149,094 146,420 
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INDUSTRY CONSUMER 
COMPLAINTS 

PAYMENT 
ARRANGEMENT 

REQUESTS 

ELECTRIC 5,852 37,566 
GAS 2,687 12,039 
WATER 1,034 5,079 
TELEPHONE 3,762 621 
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 Improve investigator training  

 Improve quality of case handling 

 Knowledge-transfer to transition BCS 
staff to replace retirements 

 Aggressively monitor company behavior 
to assure compliance with regulatory 
requirements 

 Automation – streamlining. 
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 Intake – Interview. BCS Call Center (toll free)  
 

 Following a Dispute/Complaint through its Process 

 Intake Screens 

 Automated System (Exchange Data with Utilities) 

 Receipt of the Utility Report 

 Investigator Screens  
 Work-list,  

 Basic Complaint Data and Case Documentation,  

 Investigator> Required Steps to Resolution 

 End Result Options 

 Completed Case / Informal Complaint Decision 

 Compliance 
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 Intake Interviewers (call center) complete a 
“Case” Transaction 

 Case Information is automatically/ 
electronically sent to the utility 

 Utility gathers its information, including 
copies of any letters and reports sent to the 
customer 

 Utility sends its report back to the PUC 
through the electronic exchange 
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 Utility information is tagged and attached to the BCS Case  
and is ready for the Investigator to start working the case 

 Estimated timeline for Utility Report Information 

 within 5 days if the customer is without service 

 Maximum allowance – no more than 30 days 
 

 A utility may add / send additional documentation and 
information at any time after its initial report 

 

 When an Investigator completes and closes a case, a 
transaction is generated to electronically send the decision 
to the utility and a written decision to the customer  

 Includes case closing details and the terms of the PUC’s decision. 
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 Investigator reviews : 

 The customer’s complaint in detail  

 The utility provided information/report for 
completeness 

 Relevant regulations and utility tariffs 

 The utility report must respond to the 
complainant’s  allegations and demonstrate 
compliance with relevant regulations. 

 The investigator may need to make several 
contacts with the customer and utility before 
being able to make an informed decision 
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Dismissal 

Letter 

Payment Agreement 
Decision 

Informal Decision 
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 If a decision has been rendered, all parties of 
the complaint receive a copy 

 Any party of the complaint may appeal the 
decision (and file a Formal Complaint) before 
an administrative law judge in formal 
proceedings 

 After the Informal case is closed, the case is 
reviewed, evaluated, and processed by the 
Policy Division staff to identify trends and 
compliance issues  
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 The customer’s total arrearage was $1,000.63 

 A decision was rendered that included a 
Payment Agreement requiring the customer to 
pay his monthly budget bill plus $224.00 each 
month until the account is paid in full   

 Payments  are to be paid by the due date of 
each regular monthly bill 

 If payments are not made in full and on time 
the company may pursue termination (shut 
off)   
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 Upon review of the company tariff, the investigator 
found that the company was wrong.  The company 
may not apply a service charge where they have 
accepted a customer provided meter reading to close 
an account 

 The customer was not given the option by the 
company to provide a meter reading upon the service 
disconnect  (shut off)  

 The informal complaint was sustained and the 
company was required to credit the customer’s 
account 
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 Informal complaints are reviewed to determine if the 
utility followed applicable regulations in handling the 
customer’s account and dispute. 

 If a possible compliance problem is detected,  the utility 
is notified of the concern and provided an opportunity 
to respond. 

 Bureau staff will work informally with the utility to 
attempt to get any compliance problem corrected. 

 More formal methods to gain compliance can be used if 
needed.  This includes forwarding the matter to PUC 
prosecutors and/or the filing of a formal complaint, etc.   
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 Field Review Manager 

 Bureau of Consumer Services 

 717-783-1957 

 dmumford@pa.gov 
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