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VERIFIED STATEMENT OF ROBERT F. KOCH 

I.  Introduction/Qualifications 

 My name is Robert F. Koch.  I am employed by the Illinois Commerce 

Commission (“ICC” or “Commission”) as Manager of the Consumer Services Division 

(“CSD”).  The purpose of this Verified Statement is to address concerns cited by the 

ICC in its October 24, 2012 Special Open Meeting regarding the application of HIKO 

Energy, LLC (“Applicant”, “HIKO”, or “the company”) to operate as an alternative retail 

electric supplier (“RES”) throughout the state of Illinois in this proceeding.  I have 

reviewed the application of HIKO, its additional submissions in this proceeding, as well 

as the 38 complaints CSD has received regarding HIKO. 

 I have served in my current capacity in CSD since April, 2007.  Part of my role as 

Manager is to review informal complaints against regulated entities and address any 

concerns that may arise.  Prior to joining CSD, I spent nine years as an Economic 

Analyst in the Telecommunications Division of the ICC.  One of my duties as an 

Economic Analyst was to review applications for certification to provide competitive local 

exchanged telecommunications service in the state.  In determining whether an 

applicant had sufficient managerial ability to operate in the state, I routinely examined 

how applicants planned to address consumer complaints as well as an applicant’s 

experience with actual complaints in other jurisdictions. 
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II. Commission Concerns 

In its October 24, 2012 Order denying certification, the Commission cited the 

number of complaints against the Applicant in New York and the existence of 

complaints in Illinois since being certified to operate in Commonwealth Edison 

Company’s (“ComEd”) service territory.  At the Special Open Meeting on October 24, 

2012, commissioners expressed concerns with the ability of HIKO’s call center to 

address the volume of complaints, as information available to the Commission at that 

time suggested that there was only one representative addressing all of the complaints 

in New York. (Tr., October 25, 2012, p. 10)  Additionally, the Commission was 

interested in getting more information about the steps taken in New York to mitigate 

complaints and their effectiveness. (Id., p. 11) 

The concerns in New York were such that the Maryland Public Service Commission 

denied HIKO’s application, requiring HIKO to wait a minimum of 6 months before 

reapplying for certification to operate as a reseller of energy services. (Id.) 

III. Company Response 

HIKO filed its Petition for Rehearing of HIKO Energy, LLC (“Rehearing Petition”) on 

November 8, 2012.  In its Rehearing Petition, HIKO addressed concerns regarding the 

number of complaints in New York with updated information.  HIKO stated it 

implemented the following changes in order to reduce complaints in April 2012:  

 Bringing customer service in-house and expanding customer service hours 

 Revising sales and third-party verification (“TPV”) scripts to improve clarity of 

offering 

 Monitoring outbound call centers more carefully (reviewing random sales calls 

and every TPV recording, providing strict instructions, and re-training or 

removing any agent who does not follow scripts) 

(Rehearing Petition, ¶7) 

HIKO showed that the number of informal complaints in New York decreased 

significantly since implementing changes aimed at reducing complaints, as well as the 

ratio of complaints to the number of customers.1  Additionally, the company provided 

information regarding complaints in Illinois.  The Illinois data showed that the ratio of 

complaints to customers was higher in Illinois than in New York, with the company 

attributing the poorer performance on being a new entrant in Illinois. (Rehearing 

Petition, ¶4-6) 

                                                           
1
 See table on page 4 of Rehearing Petition for informal complaint statistics; see table on page 6 of 

Rehearing Petition for escalated complaint statistics. 
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Regarding the concerns for the call center, HIKO indicated that the Commission did 

not have proper information regarding the staffing level.  The company indicated that 

the call center has been re-configured since being brought in-house in April, 2012.  The 

company has three representatives with an average of over seven years of experience 

and a supervisor that is accessible during business hours.2  The company correlates 

these additions to the reduction in complaints that have been observed. (Rehearing 

Petition, ¶10) 

IV. Staff Review 

In reviewing the Rehearing Petition and the informal complaints experienced in 

Illinois, I still have concerns regarding the company’s marketing and verification 

practices as well as the controls put in place by the company to insure proper 

marketing. 

A. Volume of Complaints 

 

1. Complaint Volume in New York 

Upon initial review, the volume of complaints in New York was of concern to me.  

The table on page 4 of the Rehearing Petition only includes data through September 

2012, and only information regarding HIKO.  A more up to date table was provided in 

response to Data Request CSD 1.08, which contains data from September 2011 

through December 2012.  This table also shows that the number of complaints dropped 

significantly after the April changes were implemented by the company.  From a peak of 

32 informal complaints in March, 2012, the company has reduced its complaints to one 

in November and zero in December. 

Company complaint data can also be found on the New York Public Service 

Commission’s web site.3   The information on this website confirms the information 

provided to Staff.  Additionally, the information on this website provides complaint data 

for all competitive energy providers operating in New York, so a comparison with other 

providers can be made.  Although the company has reduced complaints in recent 

                                                           
2
 While the company stated in its Rehearing Petition that it has four representatives in its call center, the 

HIKO response to Data Request CSD 1.05 indicates that there are three representatives taking calls for 
Illinois customers. 
3
 As of the date of this filing, complaint statistics regarding energy companies can be found at 

http://www3.dps.ny.gov/W/PSCWeb.nsf/All/448C499468E952C085257687006F3A82?OpenDocument .  
The document is entitled Monthly Report on Consumer Activity for December 2012, dated January 16, 
2013.   

http://www3.dps.ny.gov/W/PSCWeb.nsf/All/448C499468E952C085257687006F3A82?OpenDocument
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months, the data shows that HIKO had the second highest number of informal 

complaints amongst all RES’ in the state in 2012.4   

2. Complaint Volume in Illinois 

After entering the Illinois market in ComEd’s territory in August, 2012, HIKO quickly 

received one of the highest numbers of complaints amongst RES’ in the state.  The 

website PlugInIllinois.org was created and is maintained by the ICC Staff as a resource 

for customers interested in electric supplier choice.5  One particularly useful tool on the 

website is the Retail Electric Supplier Complaint Scorecard (“scorecard”), which 

compares individual RES’ rate of complaints to the average rate of complaints for the 

entire market.   

The scorecard uses a six-month rolling average of each supplier’s ratio of informal 

complaints over the total number of customers for the supplier during that period. A 

supplier is included in the ranking when data from the utility shows it has more than 200 

customers for three consecutive months. Suppliers with less than six months for which it 

had customer counts above 200 are identified with a notation describing that fact.  

As of the time of this filing, the most recent scorecard is for the period June 2012 

through November 2012.  Of the thirty suppliers on this most recent scorecard, HIKO’s 

score is the lowest.6  HIKO also is designated with a notation showing that it has had 

fewer than 200 customers for a portion of the six-month reporting period, indicating it is 

in the early stages of the development of the company’s customer base. This ranking is 

cause for concern and a deeper inspection of the company’s performance in Illinois. 

Attachment B to this Verified Statement is a table listing the number of complaints by 

month for all RES’ with residential complaints in Illinois from August, 2012 through 

January, 2013, the months that HIKO has operated in ComEd’s territory.  As the 

scorecard only includes data through November, 2012, this information contains two 

additional months of data.  Of note in the table is the following: 

 HIKO had 38 total informal complaints in its first six months of operations. 

 HIKO has the seventh highest number of complaints amongst the 35 

companies on the list.   

 The median number of complaints for the six-month period is 14.   

 In September alone, the company amassed 16 complaints, which was the 

highest for any of the companies on the list for that month.   

                                                           
4
 The table on pages 12-13 of this report contains complaint statistics for all competitive energy providers 

for 2012. 
5
The website for Plug In Illinois can be found at http://www.pluginillinois.org . 

6
Id, see Retail Electric Supplier Complaint Scorecard - June 2012 through November 2012.  It has been 

included in this filing as Attachment A. 

http://www.pluginillinois.org/
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 Consumer complaints against HIKO have decreased in recent months. CSD 

received four informal complaints against HIKO in December and three 

informal complaints against HIKO in January.  

While the volume of complaints for HIKO is of concern, the numbers have stabilized 

since their peak in September.  As will be discussed in Part B of this section, the two 

leading causes of complaints in Illinois are customers not being able to contact the 

company to cancel service and misleading marketing.  The company has implemented 

changes that I believe should reduce the likelihood of complaints going forward. 

3. Impact of Reduced Sales Calls 

I was concerned that the data provided by HIKO on page 4 of the Rehearing Petition 

might not have given a complete picture of why complaints in New York have 

decreased.  In my experience, the majority of complaints for the company are related to 

its marketing of customers.  It may have been the case that the number of complaints in 

New York has only decreased because the number of sales calls decreased in that 

state, and it was quite possible that the company was refocusing its marketing to Illinois.  

I requested that HIKO augment the table with the number of sales calls for each month 

in Data Request CSD 1.08, as well as to produce a similar table for its Illinois 

complaints in Data Request CSD 1.09.  These are included as Attachment C and 

Attachment D respectively to this Verified Statement.7   HIKO’s responses to these 

requests showed there was a significant decrease in sales calls in New York after 

January 2012.  However, the rate at which the complaint levels decreased in New York 

was significantly more than the decrease in sales calls in the state.  The data shows 

that the company has maintained a steady marketing presence in that state.  Further, 

the data for Illinois shows that there have been a steady number of sales calls since 

August, 2012, while the number of complaints has decreased.  As such, I conclude that 

the decrease in complaints is not the result of decreased sales activity.   

B. Nature of Complaints 

It is important to not only look at the number of consumer complaints against a RES, 

but also the nature of those complaints and how the complaints were resolved by the 

company. My review of complaints against HIKO in Illinois shows that the complaints 

are predominately regarding marketing practices or about not being able to reach the 

company to cancel within the rescission period.   

1. Marketing Practices 

                                                           
7
 These attachments are being treated as proprietary by Staff, as HIKO has labeled the responses to 

Data Request CSD 1.08 and CSD 1.09 as confidential. 
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Marketing issues were by far the leading reason for complaints against HIKO, found 

in 27 of the 38 informal complaints initiated in HIKO’s first six months of operations in 

ComEd’s territory.  The typical nature of the marketing allegations as recited to CSD 

counselors was that they were misled to believe that they were only getting a discount 

from ComEd and were not switching electric suppliers.  CSD’s experience with HIKO is 

such, and the response to Data Request CSD 1.18 confirms, that all customers with 

informal complaints have been marketed by telephone.  While the sales call is scripted, 

there is a natural dialogue that occurs and the customer will ask questions.  It is in this 

exchange that most issues with improper marketing will be revealed.   

HIKO revised its sales script on October 4, 2012 in anticipation of the adoption of 83 

Illinois Administrative Code Part 412.8  I have reviewed these changes and, in my 

opinion, they more clearly indicate the customer is agreeing to a change in electricity 

supplier and more accurately describe the level of savings a customer may expect than 

the script used in Illinois prior to October 4.  To the extent that the sales agent adheres 

to the script, there should be less customer confusion and fewer complaints to CSD as 

a result.  

In response to Data Request CSD 1.12, HIKO has indicated that it does not retain 

recordings of sales calls, but that the call center managers monitor calls and random 

calls are reviewed each week.  With 27 complaints regarding marketing issues, HIKO’s 

process does not appear to be adequately identifying these concerns. Without access to 

sales recordings, it is difficult for the company to be completely responsive to informal 

complaints alleging improper marketing and give CSD any level of comfort that issues 

are being addressed.  In response to Data Request CSD 1.13, HIKO indicated that it 

would be able to access 100% of sales calls if required to do so. 

I was able to obtain two recordings of sales calls for the company provided in 

response to CSD informal complaints.  In review of these recordings, the agent for the 

company was characterizing the process as a discount program for ComEd and not as 

a change in supplier. 9   In response to one of these complaints, the company 

acknowledged that the agent incorrectly guaranteed a specific percentage of savings, 

however did not go so far as to admit that the agent misleads the customer.  The 

company committed to retraining the agent as to the proper level of savings.10 

2.   Ability to Cancel Service 

The second highest number of informal complaints can be attributed to customers 

not being able to reach the company to rescind the sale or terminate an existing 

                                                           
8
 HIKO Response to CSD 1.11. 

9
 HIKO responses to CSD Informal Complaint 2012-12256 and CSD Informal Complaint 2012-17333.   

10
 HIKO response to CSD Informal Complaint 2012-12256.   
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enrollment.  Customers stated that they were unable to contact the company to cancel 

service in 12 of the 38 informal complaints received in the first 6 months that HIKO has 

been operating in ComEd’s territory.   

As was mentioned previously, one of the concerns the Commission had regarding 

HIKO was with the ability of its call center to address the volume of complaints.  HIKO 

specifically addressed this issue in its Rehearing Petition, stating that “Since bringing 

the customer service department in-house, HIKO has seen a drastic drop in the number 

of complaints…”  (Rehearing Petition, ¶10) In response to Data Request CSD 1.05, the 

company indicated that it has three customer service representatives taking calls in 

Illinois and a supervisor.  The company also clarified that its office hours in Illinois are 

7:30am to 5:30pm.  Further, the company states that it returns all missed calls and 

voice mails by the end of the business day.  (Rehearing Petition, ¶10) 

While it appears that HIKO’s call center has not been performing adequately, an 

examination of the 12 complaints for which the customer could not reach the company 

reveal that inadequate staffing is not the predominant cause.  Eight of these contacts 

came to CSD between September 17 and September 19, and all appear to be as a 

result of the company being closed for business for non-public holidays.  Two more of 

the contacts came on September 25 and October 2 respectively, and may also have 

been attributable to this office closure.  Customers were not informed of these holiday 

closures in the sales script or on the company web site.  Customers were primarily 

concerned that they would be switched to HIKO before being able to rescind their 

agreements.  In each case, the company was able to satisfy the customer’s request via 

CSD’s informal complaint process.    

In response to Data Request CSD 1.02, the company indicated that it has amended 

its policy and will now only close its office during public holidays.  This should help 

reduce any calls CSD receives regarding the ability to reach the company during normal 

business hours.   

In conclusion, it appears that the company’s customer service unit is adequately 

staffed and reasonably available.  The factors causing Illinois consumers to call CSD 

because they could not reach a company representative should not be a problem going 

forward. 

3. Customer Denies Agreeing to Switch 

There were seven complaints for which the customer claimed that they never agreed 

to service with HIKO.  The presence of these complaints suggests that the sales agent 

may not have effectively explained to the customer that they were agreeing to switch 

suppliers in order to receive savings on their electric bill.  A review of the sales call 
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would be in order to determine if the agent failed in their duty to properly explain the 

product, yet HIKO did not perform such a review in any of these instances. In every 

case, however, the company was able to provide a TPV showing that the customer or 

an authorized party in the household did agree to service.   As such, I am not concerned 

that the company is slamming customers.   

4. Other Complaints 

There were not any other types of complaints that have a significant volume in 

Illinois.  There was one complaint for which the customer had agreed to service with 

HIKO but was confused because of a language barrier.  The company provided CSD 

with a copy of the TPV which clearly shows that the customer did not understand 

English very well.  The company’s response to the complaint indicates that a quality 

assurance review identified this concern and cancelled the enrollment prior to the 

informal complaint being submitted.  The company provided no investigation in to the 

sales agent as a part of its response to our complaint.11  In any case were such an 

egregious error has occurred, it is expected that a company would be concerned 

enough to investigate the matter fully, address any concerns with the sales call, and 

relay the findings as part of its response to the complaint. 

C. Responsiveness to Complaints 

The company has consistently provided responses to CSD informal complaints 

within 14 calendar days.  In all cases where the customer requested, the company 

terminated agreements, whether or not the customer was still within the rescission 

period.  The company does not charge early termination fees.  More often than not, the 

company is able to terminate the enrollment order before the switch occurs.   

I am concerned with the response to informal complaints provided by HIKO when 

there are allegations of improper marketing.  The company provided copies of sales 

recordings in only two complaints.  There were ten complaints for which allegations of 

improper marketing were submitted to the company for which no investigation of the 

marketing was indicated in the response and no sales call was provided to Staff. 

I have reviewed all of the TPVs provided by the company in response to Data 

Request CSD 1.15, as well as all TPVs provided in response to subsequent informal 

complaints.   I have no concerns with the TPV script and in those cases where the 

verifier did not veer from it there were no problems.  I identified three TPVs for which the 

verifier appears to be recommending the product.12   This should never happen.  I 

identified four TPVs in which the verifier went beyond merely restating questions to 

                                                           
11

 HIKO response to CSD Informal Complaint 2012-17133.   
12

 TPVs for CSD Informal Complaints 2012-12256, 2012-17379, and 2012-17864. 
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clarify the product for the customer.13  While clarifying the product is not as clearly 

incorrect as persuading the customer, it nonetheless is inconsistent with the spirit of the 

verification process.  If the customer does not understand the product, the verification 

call should be terminated and the sale should not be processed.  That did not occur in 

any of the calls referenced above.  The only informal complaint for which review of the 

TPV caused the company to terminate enrollment was in the complaint involving a 

language barrier described in the previous section.14   

To provide proper responses to informal complaints, I recommend that HIKO provide 

both the recording of the sales call and the TPV for all customers to CSD whenever 

there are marketing issues or upon request of CSD Staff.  Additionally, I would expect 

that the company review these items, investigate any concerns identified in its review, 

and relay the findings as part of the complaint response to CSD. 

V. Staff Conclusion and Recommendation 

HIKO’s customer complaint volumes have been cause for concern in New York and 

in Illinois.   The company has made some improvements addressing these concerns.  

Due to ongoing complaints regarding improper marketing, and the fact that the company 

does not access all sales recordings for review when there are allegations of improper 

marketing, I am not willing to offer a recommendation to grant the certification sought by 

HIKO at this time.  I recommend that the Commission provide the company at least six 

months to address marketing issues and verification process to reduce informal 

complaints and to show that its informal complaint volume is under control for a 

sustained period of time. Therefore, I recommend the Commission deny HIKO’s Petition 

without prejudice allowing HIKO to re-file a petition after six months.   

  Alternatively, if the Commission were inclined to grant HIKO’s petition, it should 

only do so if the company agrees to improve its quality control over telemarketing sales 

and verification processes as recommended in this Verified Statement. Specifically, 

HIKO would have to agree to obtain access to recordings of all sales calls, review the 

calls, provide recordings of sales calls in response to all CSD informal complaints, and 

show in its response to complaints that it has effectively addressed any concerns 

regarding the sales agent or verifier.   

 

 

 

                                                           
13

 TPVs for CSD Informal Complaints 2012-13718, 2012-13751, 2012-13857, and 2012-17379. 
14

 TPV for CSD Informal Complaint 2012-17133 





The following Complaint Scorecard shows how each of the retail electric suppliers’ rate of complaints 

 compares to the average rate of complaints for the entire residential market. 

Legend:   = Lower than Average Rate of Complaints

  = Higher than Average Rate of Complaints

Rank Supplier

1 Energy Plus

2 Nicor Electric

3 Homefield Energy

4 MC Squared

5 Integrys 

6 Ambit

7 Nordic Energy Services

8 Spark Energy

9 Viridian

10 Direct Energy Services

11 Xoom Energy

12 IGS

13 Constellation Energy

14 FirstEnergy Solutions

15 Independence Energy

16 Illinois Gas & Electric

17 Champion Energy

18 AEP Energy

19 Verde Energy USA

20 Reliant Energy

21 Energy.Me

22 North American Power and Gas

23 Liberty Power

24 ENCOA*

25 Clearview Electric

26 Starion*

27 Tara Energy

28 Public Power*

29 Sperian

30 Hiko*

*Supplier had fewer than 200 residential customers for a portion of the six-month reporting period.

The suppliers are scored into three groupings of approximately equal size based on a 6-month rolling average of complaint

rates per 1,000 customer relative to other companies.  These figures are updated monthly and are based on all informal

complaints the ICC has received, irrespective of whether or not the supplier was determined to be at fault or adequately resolved the

customer’s complaint.  In many cases, the ICC's informal complaint process adequately addresses the customer complaints with

quick resolution by the supplier.  Also significant changes in the complaint ratio may occur from month to month for smaller suppliers

based on only a few complaints.  This complaint summary should be viewed as only one measure of the customer service provided

by the suppliers.

You may wish to also review other resources regarding a supplier’s customer service such as the Better Business Bureau.

Retail Electric Supplier Complaint Scorecard
Complaint Rates for June 2012 through November 2012

  = Average Complaint Rate

December 2012 Complaint Score Complaint Score Last Month

N/A

N/A
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COMPANY Aug Sep Oct Nov Dec Jan Total
Public Power, LLC                                                                                                                                     3 5 19 29 24 16 96
FirstEnergy Solutions Corp.                                                                                                                           36 8 14 6 8 3 75
Liberty Power Holdings LLC                                                                                                                            13 8 13 6 12 16 68
Sperian Energy Corp                                                                                                                                   4 7 6 12 18 8 55
Direct Energy Services, LLC                                                                                                                           10 10 12 5 1 9 47
North American Power and Gas, LLC                                                                                                                     13 3 5 3 11 8 43
HIKO Energy, LLC                                                                                                                                      1 16 5 9 4 3 38
Integrys Energy Services, Inc.                                                                                                                        2 3 2 7 2 20 36
Starion Energy PA Inc.                                                                                                                                0 0 0 2 12 22 36
ResCom Energy, LLC                                                                                                                                    0 0 0 0 3 32 35
Constellation NewEnergy, Inc.                                                                                                                         3 2 7 6 3 4 25
Interstate Gas Supply, Inc.                                                                                                                           4 4 7 5 3 2 25
Clearview Electric Inc.                                                                                                                               2 2 4 3 2 7 20
Constellation Energy Power Choice, Inc.                                                                                                               5 1 5 2 1 4 18
TERM Power & Gas, LLC (d/b/a ENCOA)                                                                                                                                 3 1 3 2 5 4 18
Independence Energy Group LLC                                                                                                                         4 2 4 0 0 4 14
Spark Energy, L.P.                                                                                                                                    6 4 0 2 2 0 14
Verde Energy USA Illinois, LLC                                                                                                                        5 1 3 1 2 2 14
Commerce Energy, Inc. (d/b/a Tara)                                                                                                                                2 0 2 0 0 6 10
Energy Services Providers, Inc. (d/b/a Illinois Gas &Electric)                                                                                                                      3 0 1 2 1 3 10
MC Squared Energy Services, LLC                                                                                                                       3 0 2 1 1 2 9
Viridian Energy PA LLC                                                                                                                                1 2 2 2 1 1 9
Ambit Northeast, LLC                                                                                                                                  2 0 2 0 2 1 7
Champion Energy, LLC                                                                                                                                  1 1 0 1 1 2 6
Ameren Energy Marketing Company                                                                                                                       0 1 1 0 0 1 3
Dominion Retail, Inc. (d/b/a Nicor Electric)                                                                                                                                 0 0 0 0 3 0 3
XOOM Energy Illinois, LLC                                                                                                                             2 1 0 0 0 0 3
AEP Energy, Inc. 0 0 0 1 1 0 2
Major Energy Electric Services LLC                                                                                                                    0 0 0 0 1 1 2
Reliant Energy Northeast LLC                                                                                                                          0 0 0 0 0 2 2
Energy Plus Holdings LLC                                                                                                                              0 0 0 0 1 0 1
Green Mountain Energy Company                                                                                                                         0 0 0 0 0 1 1
Nordic Energy Services, LLC                                                                                                                           0 0 0 1 0 0 1
RealGY, LLC                                                                                                                                           1 0 0 0 0 0 1
Santanna Natural Gas Corporation                                                                                                                      0 0 0 0 0 1 1
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Response Prepared by: 

Shevy Simins 

Regulatory Supervisor 

HIKO Energy LLC 

 

 

CSD 1.08 Request: Referring to the table on page 4 of HIKO’s Petition for Rehearing, 

please update the list and include a column showing the number of sales calls 

made by the company or on behalf of the company by sales agents for each month 

in New York.  Please provide this in the form of a Microsoft Excel spreadsheet. 

 Response: Please see Attachment 1.   Note that Attachment for CSD 1.08 

contains confidential information (the columns containing the number of 

customers and the ratios of informal complaints to customers) and has been 

marked accordingly. 
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Redacted 



ICC DOCKET NO. 12-0499 

HIKO Energy LLC (“HIKO”) 

Responses to First Set of Data Requests of the  

Commission Staff 
 

9 

Response Prepared by: 

Shevy Simins 

Regulatory Supervisor 

HIKO Energy LLC 

 

 

 

CSD 1.09 Request: Please provide a similar table to that found on page 4 of HIKO’s 

Petition for Rehearing for informal complaints in Illinois that includes all months 

that the company has operated in Illinois.  Please include a column showing the 

number of sales calls made by the company or on behalf of the company by sales 

agents for each month in Illinois.  Please provide this in the form of a Microsoft 

Excel spreadsheet. 

 Response: Please see the Attachment for CSD 1.09. Note that Attachment for 

CSD 1.08 contains confidential information (the columns containing the number 

of customers and the ratios of informal complaints to customers) and has been 

marked accordingly. 
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Redacted 
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