
ATTACHMENT 7 

QUESTION 18: Description of Applicant’s Handling of Service, Billing and Repair 
Complaints 

Applicant will handle complaints expeditiously and fairly. The company will meet all state 
standards of compliance as set forth in the Illinois Public Utility Act. 

Applicant maintains a full service, customer service center. Hours of operation are from 7:OO AM - 
7:OO PM, Monday through Friday, 9:00 AM - 1:00 PM, Saturday. A customer service representative 
(“CSR”) will respond to customer inquiries as soon as possible, but no later than 24 hours from 
receipt of inquiry. 

Following is description of Applicant‘s internal complaint resolution process: 

Initial Contad: CSR opens a customer complaint file. The CSR has broad authority to resolve a 
general complaint and will take steps to  effect a resolution upon initial 
contact. 

Customer complaint file closed and reported for monthly review. 

Should the customer’s complaint lack resolution, a trouble ticket is generated 
and the complaint is escalated within 24 hours to a Manager. The Manager 
will investigate the complaint and work toward a mutual resolution with the 
customer. 

Trouble ticket closed and reported for monthly review. 

If Resolved: 

If Not Resolved: 

If Resolved 

If Not Resolved Should the customer’s complaint still lack resolution, the problem is 
then brought before the Director of Regulatory and Public Affairs for 
review. The Director will make a determination regarding the 
adequacy of the company’s handling of the complaint and whether 
there is anything more the company can do to  satisfy the customer. 

If nothing more can be done, the customer will be notified verbally 
and by mail of this decision and their right to f i e  a complaint against 
the company with the Commission if the company’s decision does not 
meet their approval. The notification will provide the customer with 
all of the necessary contact information for the Illinois Commerce 
Commission. 


