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       MARCH 9, 2012

Dominion Retail, Inc., (“Dominion”) is an Alternative Gas Supplier (“AGS”) licensed by the Illinois Commerce Commission (“ICC” or “Commission”) to provide gas service to small commercial and residential customers, so it has an interest in the manner in rules applicable to AGSs.  Thus, Dominion appreciates the opportunity to provide its input into the proposed rules.  In general, Dominion finds that the rules are consistent with Section 19 of the Public Utilities Act.  (220 ILCS 5/19-100 et seq.), which establishes the requirements for Alternative Gas Suppliers.  Thus, the proposed rules are a fair revision of the existing Rule 500, which applies to gas utilities and not AGSs.  
At this time, the only issue that Dominion sees with the proposed rule is that it unnecessarily eliminates a useful definition from the existing Rule 500.  Thus, Dominion requests that the removed language be reinserted.
Section 500.40 Complaints

The proposed rule provides as follows:

Section 500.40  Complaints

a) A utility or Alternative Gas Supplier shall investigate each complaint received.  The utility or Alternative Gas Supplier shall acknowledge the receipt of all written complaints in writing or verbally.

The proposed rule deletes the existing provision in Section 500 that defines the word “complaint.”  The existing rule provides as follows: 

Section 500.150  Complaints

a) A full and prompt investigation shall be made of each complaint received. The word "complaint," as used in this Section, shall be construed to mean substantial objection made to a utility by a customer as to its charges, facilities or service, the disposal of which complaint requires investigation or analysis. The receipt of all written complaints shall be acknowledged in writing or by personal contact.

83 IAC 500.150(a) (emphasis added)
The highlighted definition sentence from the existing rule should be retained in order to provide gas utilities and AGSs clear instructions as to the types of customer contacts that trigger the complaint requirements.  Customer contacts often involve inquiries or questions that in no way indicate the presence of a dispute.  Retention of the existing language would clarify the obligations of gas utilities and AGSs while ensuring that customer complaints are treated according to the rules.
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