Proposed Section 500.40 Complaints

Subpart (d) – MidAmerican believes a clarification for the term “complaint rate” is still needed. It should be clearly stated what elements are to be considered in defining what constitutes a “complaint” and how a “complaint rate” is to be determined.

Proposed Section 500.50 Customer Call Centers

MidAmerican’s concerns about subparts 500.50 (a)(6) and (a) (7) remain. As presently stated, MidAmerican’s answers for (a) (6) and (a) (7) will always be zero. MidAmerican’s call center does not terminate calls; customers terminate calls. In addition, (a) (6) is a duplication of (a) (4) in which information is requested concerning the number of abandoned calls. Further, (a) (7) seeks information on the average wait time before the customer abandons a call. The common thread is that the call center does not abandon calls.

Proposed Sections 500.400 Corrections and Adjustments for Meter Error & .410 Information to Customers

MidAmerican still has concerns with the period for providing a billing adjustment. MidAmerican’s position is that a billing adjustment be provided to the customer within 30 days after the refund has been calculated, subject to a maximum time period not to exceed 90 days from the date the meter was initially tested.

MidAmerican also continues to believe that Proposed Section 500.410 is too restrictive and doesn’t allow a utility the flexibility to provide bills based on customer preferences. As noted previously, MidAmerican suggests that basic consumption and billing information be provided but that the utility be given the flexibility to provide additional information with the approval of the ICC’s consumer service division.

Proposed Section 500.520 Interruptions of Service

This is still a concern of MidAmerican, in that any outage that is not related to “Emergency work” will require that the customer(s) be notified in advance and in writing prior to the outage.

· The request that a utility shall notify a customer “in writing” of a planned outage should be discussed further as to whether this should be the “only” acceptable means of notification. MidAmerican uses a “Interactive Voice Response Unit” system to contact customers to provide notification of outages and other activities that may affect their gas service. This contact is made via landline and/or cell phone, depending on the contact information provided by the customer. In contract, notification in writing may be discarded without ever being read.

· MidAmerican is still concerned with Subsection (b) and how to comply, MidAmerican requests additional discussion on this request since it does not have a system to track outages in detail.

