
ATTACHMENT 'C' 

RESOLUTION OF BILLING DISPUTES FOR RESIDENTIAL AND SMALL 
COMMERCIAL CUSTOMERS 

1. Call center personnel will attempt to resolve billing disputes during the first 
dispute contact with the customer. 

2. If the dispute cannot be handled during the initial contact, the call center 
representative will provide the dispute information to a supervisor. Dispute 
Resolution: In the event that either UGIES or Customer determines that a dispute 
has arisen between them regarding the Contract that has a material adverse impact 
to such Party, that Party shall provide written notice ("Notice") to the other Party, 
specifying with particularity the nature of snch dispute and the impact it is having 
on the Party. UGIES and Customer shall thereafter attempt in good faith to 
negotiate and amicably resolve said dispute for a period of fifteen (15) calendar 
days after receipt of Notice, or such longer time as the Parties may agree. If 
UGIES and Customer are unable to resolve said dispute within the applicable 
period, UGIES will offer Customer to engage cooperatively in non-binding 
mediation with respect to such a dispute. Such mediation shall be conducted in a 
time, manner and location to which both paJties shall agree. 

3. During the period that the dispute is pending, the customer shall be required to 
pay the undisputed portion of the bill or an amount equal to the previous year's 
bill at the same location, normalized for weather, whichever is greater. Any 
disputed amount in excess of last year's bill for the same address adjusted for 
weather shall not be included in the amount that must be paid by the due date. 

4. The customer may contact the Commission's Consumer Services Division to 
pursue an unresolved dispute: On line- www.icc.iIIinois.gov/consumer/complaint 
phone: 1 800 524-0795 

5. 1217782-2024 (Outside the State of Illinois) 
Mail: Illinois Commerce Commission 

527 East Capitol A venue 
Springfield, IL 62701 

6. Customers may contact UGI Energy Services, Inc., customer services, at (800) 
427 -8545 with inquiries or complaints. 


