
 Docket No:  11-0479 
 R.O.M. Date:  08-23-11 
 Deadline:  08-28-11 
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TO: The Commission 
 
FROM: J. Stephen Yoder, Administrative Law Judge 
 
DATE: August 15, 2011 
 
SUBJECT: Clearview Electric Inc. 
 
 Application for Certificate of Service Authority under Section 

16-115 of the Public Utilities Act. 
 
RECOMMENDATION: Approve the attached Order granting the requested 

certificate of service authority. 
 

 
 On June 9, 2011, Clearview Electric Inc. (“Applicant” or "Clearview") filed a 
verified application with the Illinois Commerce Commission (“Commission”) requesting a 
certificate of service authority to operate as an alternative retail electric supplier 
(“ARES”) in Illinois pursuant to Section 16-115 of the Public Utilities Act (“Act”), 220 
ILCS 5/1-101 et seq., and 83 Ill. Adm. Code 451 (“Part 451”). 
 
 Applicant requests authority to offer the sale of electricity and power to eligible 
residential and non-residential retail customers in the entire "State of Illinois."  This 
matter was discussed at the Commission's July 27th bench session, at which time the 
Commission expressed concerns about the number of complaints and Clearview's 
ability to respond to complaints as well as regulatory inquiries.   
 
 Subsequent to the July 27th meeting, I issued a ruling directing Applicant to 
elaborate on the steps it has taken as a company to reduce the number of customer 
complaints; and what system has been put in place to deal with customer complaints 
should they arise.  Additionally, Applicant was directed to explain what measures have 
been put in place to ensure its compliance with the rules and regulations applicable to 
Alternative Retail Electric Suppliers in the State of Illinois now and in the future. 
 
 On August 3, 2011, Applicant filed a response to the ruling.  In its response, 
Applicant discusses in detail, the problems that occurred in Connecticut and Texas in 
2009.  Additionally, Clearview describes the steps it undertook, beginning in late 2009 to 
improve its overall regulatory compliance and responsiveness to utilities, commissions, 
and oversight boards.  The remainder of this memorandum summarizes some of the 
steps Clearview has taken to reduce customer complaints and improve responsiveness 
to regulatory agencies.   
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 As a part of its business model, Applicant utilizes telemarketers, which proved to 
be the source of many of the earlier problems in Connecticut.  Clearview says it now 
visits each telemarketer site, typically prior to any sales activity.  Clearview also 
indicates that telemarketers may not employ any new sites on a Clearview campaign 
without prior Clearview approval.  Applicant states that all sales and sales verification 
scripts are written and/or approved by Clearview. 
 
 Applicant states that there is in-class training as well as role-play and the script is 
taught extensively.  Applicant indicates that formal training is followed by side-by-sides 
and that total training time is two weeks.  Applicant states that coaching and follow-up 
training sessions (i.e., for script changes) are done by one of the Floor Supervisors.  In 
order to ensure validity of sales, Applicant indicates that the Floor Supervisor listens to 
a random sample of sales calls each day to ensure quality.  Applicant says the Floor 
Supervisor has the capability to monitor, live coach, or take over the sales call from 
his/her desk.  Applicant also says the Floor Supervisor also listens to a random sample 
of recorded sales calls each week for coaching purposes (both individually and for the 
team).  According to Clearview, the vendors randomly call Clearview numbers to 
confirm that the telemarketer's telephone number is captured by Caller ID. 
 
 Applicant states that representatives are given a warning with the first instance of 
any sign ·of any misrepresentation.  In certain instances, Clearview says it reserves the 
right to terminate upon first offense depending upon severity of the issue. With the 
second instance, Clerarview says the employee is immediately dismissed. In addition, 
Clearview states that it monitors the number of complaints carefully and will dismiss an 
entire marketing group if levels increase beyond a negligible amount. 
 
 Applicant indicates that Verification is passed off to an in-house or outside verifier 
whose job is to verify all sales.  Applicant further states that the verification is recorded 
and ensures that the customer understands and agrees with the terms of the switch to 
Clearview and verifications are received for each sale prior to processing the switch. 
 
 To prevent improper customer switching, Applicant says a Service 
Representative of the telemarketing vendor reviews all third-party verifications ("TPV's") 
prior to sending the sale through to Clearview.  Should there be any question about the 
validity of the sale, Applicant says it is sent back to the telemarketer for possible follow 
up.  Applicant says the sale is not sent to Clearview unless it passes this initial 
screening.  Clearview says it randomly audits sales calls and verifications each week to 
ensure compliance.   
 
 Clearview also says it has committed to auditing each of its vendors at least once 
quarterly to ensure compliance.  As part of the quarterly review, each telemarketing 
representative has at least one Clearview representative listen in on several 
conversations, and has the opportunity to ask questions. Clearview asserts that the 
representatives follow the script fairly closely, are knowledgeable, and able to handle a 
variety of customer questions. 
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 Clearview says it understands its obligation to the consumers it seeks to serve.  
Clearview now has a regulatory department charged with ensuring compliance with all 
State rules and regulations. Applicant says its Regulatory Department collectively has in 
excess of 40 years of experience in regulated industry compliance.  Clearview says that 
beginning in late 2009, all regulatory activity was consolidated into one department, 
distinct to other groups in Clearview.  Prior to this, Applicant says regulatory activity was 
in part the responsibility of each functional group with no direct oversight activities.  
Clearview says the group responsible for regulatory activity now coordinates with each 
functional area to assure that regulatory compliance is maintained to a high degree.   
 
 Applicant indicates that a regulatory calendar was instituted in early 2010 and is 
updated and maintained will all new upcoming due dates of filings, reports, follow-ups 
and renewable energy purchase requirements.  Clearview asserts that from a cultural 
perspective, a greater personal and more frequent and routine interaction with oversight 
boards is encouraged.  Clearview says it maintains at least one member of board staff 
as a close contact in each state it services, and an open dialogue is fostered at this 
level.   
 
 It should be noted that on August 3, 3011, Applicant also filed a supplemental 
response to the ruling.  Applicant provided a proposal for decision issued by an 
administrative law judge in Texas ("Proposed Decision").  It appears that the rules 
regarding minimum financial qualifications to be the equivalent of an ARES in Texas 
were modified after Clearview was certified in Texas.  Clearview does not meet the new 
minimum financial standards and requested a waiver of the new minimum financial 
standards, which the Proposed Decision would deny.  Clearview believes it is not 
economically feasible to continue operating in Texas under the new minimum financial 
standards.  The Proposed Decision acknowledges Clearview's economic situation and, 
as a result, would require Clearview to continue serving its existing customers in Texas 
but, would prohibit Clearview from soliciting new customers.  It appears that the 
Proposed Decision would essentially allow Clearview to gradually exit the Texas market 
without requiring it to meet the new minimum financial standards.   
 

In my view, it is impossible to guarantee that any Applicant attempting to be 
certified as an ARES will not have customer complaints or regulatory issues.  Based 
upon my review of the information filed by Clearview, it appears that while the Applicant 
has had difficulties in the past, it has demonstrated the ability to take corrective actions 
and improve its performance. 

 
The attached order grants the requested Certificate of Service Authority.  The 

deadline for Commission action is August 28, 2011. 
 
 
JSY 


