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RESA 2.05  
 
In paragraph (1) UCB/POR Program, under Section E. Payment Due Date, of the 
Supplier Terms and Conditions, the proposed tariff states, “The Company is not obligated 
to make payments for purchased receivables associated with charges billed to a Retail 
Customer for the RES’s electric power and energy supply services that are disputed by 
such Retail Customer. Charges billed by the Company to a Retail Customer for the RES’s 
electric power and energy supply service are deemed to be disputed if such Retail 
Customer contacts the Company and claims that such charges are not correct.”   

a. Provide all documents related to the Company’s complaint and dispute handling 
processes.   

b. Will the company make a determination as to whether a dispute over RES 
services is valid?   

c. Explain how the Company will determine whether a dispute is resolved? 
d. Does the Company currently employ the same procedures when customers on 

utility default supply dispute the Company’s bills?  If yes, provide all documents 
relating to the handling of such disputes.   

e. If a dispute arises over issues related to Company error such as inaccurate 
metering or incorrect meter reads, how will the company handle such disputes?  
Explain whether and how the company will inform the RES and retail customer 
that a dispute has arisen due to Company error. 

RESPONSE: 
Prepared By:  Lynn D. Pearson 
Title:  Regulatory Consultant 
Phone Number:  (314) 554-2851 

The AIU note that the issue of disputed charges and bill inquiries continue to be 
addressed at the ORMD workshops and the AIU is still developing the dispute resolution 
process for the UCB/POR Program. 
The AIU also prefaces this response by noting the intention to revise the proposed 
Supplier Terms and Conditions tariff to reflect the removal of the following sentence 
“Charges billed by the Company to a Retail Customer for the RES’ electric power and 
energy supply service are deemed to be disputed if such Retail Customer contacts the 
Company and claims that such charges are not correct.” (Reference AmerenIP Original 
Sheet No. 5.034)  
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a. Please refer to AmerenIP 3rd Revised Sheet No. 5.016 which includes the 
Definitions section related to the UCB/POR Program of the Supplier Terms and 
Conditions tariff and includes a definition of Disputed Charges. Please refer to the 
Dispute Resolution section in the Customer Terms and Conditions tariff 
(Reference AmerenCILCO 1st Revised Sheet No. 3.027) and the Dispute 
Resolution section in the current Supplier Terms and Conditions tariff (Reference 
AmerenCILCO 1st Revised Sheet No. 5.023.  

b. If the AIU receives a call from a customer served by a RES under the UCB/POR 
Program, the AIU will initially attempt to determine whether the question is 
related to usage or related to RES service prices. If the issue is usage related; this 
would not be considered a dispute respecting RES service. If the AIU call center 
representative determines that the question pertains to the RES charges, the AIU 
will determine that the issue is a bill inquiry over RES service. In that case, the 
customer will be referred to the RES. 

c. The AIU expects the RES to notify the Company regarding disputed charges and 
would expect the RES to remove the disputed charge from the customer’s bill 
using either the EDI processes or the RES portal until the complaint is resolved.  

d. The AIU is not clear regarding the context of the phrase “the same procedures” in 
the request. That point notwithstanding, the dispute resolution procedures 
involving RES could be more complex than the current dispute resolution 
procedures involving customers taking power and energy service from the AIU by 
virtue of the fact that a 3rd party will be involved in the process. The AIU’s goal 
will be to mimic the dispute resolution process that is currently in place to the 
greatest extent possible. 

e. A billing inquiry that arises due to usage issues such as incorrect meter reads will 
be handled using the cancel/rebill process. The AIU provided flow charts at the 
ORMD work shop in September that illustrates the proposed cancel/rebill process. 
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