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ALJPO Section Il.H.5 (ALJPO, pp. 37-38)
H. Customer Service
5. Commission Analysis and Conclusion

The evidence shows that IAWC has two call centers nationally that monitor all
incoming calls including those from lllinois. Those centers, known collectively as the CSC,
keep records of all customer inquiries and complaints that comport with Commission
regulations about required records. The calls are received by “call handlers” who are
trained to respond to questions, but who lack the authority to make bill adjustments-erte
irvestigate problems. They take the customer’s information and forward the problem to a
member of the “Account Resolution Team” or ART.

The customer is not given contact information for the ART personnel, but must
await a return call or a letter. Under the current system, whether the customer gets to
discuss the problem with a customer representative authorized to resolve it is totally up to
the discretion of the IAWC representative.

Commission rules require that utilities have personnel on duty authorized to act on
behalf of the utility in resolving the complaint and available during all business hours. 83
lIl. Adm. Code 280.160(a).

Further, the rule provides that if the customer expresses “non-acceptance of the
decision,” the person reviewing the customer’s complaint must inform him/her of the right
to have a supervisor consider the problem. If the customer does not accept the resolution
offered by the supervisor, the supervisor is to inform the customer of “his/her right to have
the problem reviewed by the Commission, and shall furnish him/her with the telephone
number and address of the Consumer Assistance Section of the lllinois Commerce
Commission.” 83 Ill. Adm. Code 280.160(b). The record indicates that ART personnel
have-netinfermedinform complaining customers of their right to contact the Commission.

The Commission finds that IAWC’s present procedures-are, while not inadequate,
may reasonably be improved. We direct IAWC to modify its procedures so that all
written communications from ART responsive to customer complainants will provide a toll
free telephone number that will connect the customer with supervisory personnel
authorized to act on behalf of the company to resolve the complaint. Any such written
communication will also advise the customer of his/her right to have the problem reviewed
by the Commission, and shall furnish him/her with the telephone number and address of
the Consumer Assistance Section of the Commission. If the communication from ART is
by telephone, the person making the call shall have authorization to resolve the complaint.
IAWC is ordered to tell consumers that they are protected for 30 days or so long as the
ART process is pending, and that they will receive notice of resolution. In the event that
the complaint is not resolved to the customer’s satisfaction, the caller shall also provide
the required information about the right to contact the Commission. IAWC is directed to
report back to the Commission within 60 days of the effective date of this Order on its
implementation of these directives.

The record indicates that in at least one instance, an IAWC customer received a
threat of a service cutoff after a complaint was filed with the Commission. This is a clear
violation of Commission rules. In addition to this there have been several other instances
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where it is alleged that IAWC has tried to intimidate those persons disputing a bill through
the internal complaint process before the dispute was resolved. These are also violations.
The subsequent resolution of the issues involved (after the filing of these cases) is
irrelevant. Threatening a service termination while a dispute is pending is inappropriate
behavior. Should this or similar conduct reoccur, Commission Staff is directed to take

appropriate action including the initiation of a proceeding to seek civil penalties from
IAWC.
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ALJPO Section 11.J.5 (ALJPO, p. 44)
J. Grens Complaint

5. Commission Analysis and Conclusion

Mr. Grens'’ rtions r rding the r nablen f IAWC’s water an

sewer rates is based on a comparison of IAWC’s approved rates for water and
wer servi her har in four municipalities. Th mmission n

that Mr. Grens does not address any component of IAWC’s cost of service, such
ratin xpen r r f return, or th mparativ f
service for any of the municipalities he references., Mr. Grens also _does not
r he f h he r li le in rtain _ar rv lllinoi

investor-owned utilities are higher than those applied by IAWC in its Southwest
rban rvi rea. Mr. Gren knowl h I tim he r

utilized in developing his bills were the rates approved by the Commission, and he
i n ncerns with the amount of I correctn f hi ills. Th h
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. ludes that t d bmitted | I

monstrate that IAWC’ rov water or wastewater rat r njust or
bl | . [ ~ I \d be init] I
Moreover, under lllinois law, th mparative rat i tomer f
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ALJPO Section 11.J.5 (ALJPO, pp. 47-48)
[I. Findings and Ordering Paragraphs

The Commission, having considered the entire record herein and being fully
advised in the premises thereof, finds that:

(1)

(2)

(3)

(4)

lllinois-American Water Company is in the business of furnishing water and
wastewater service to the public in portions of the State of lllinois, and is a
public utility as defined in Section 3-105 of the lllinois Public Utilities Act
(220 ILCS 5/3 105);

the Commission has jurisdiction over the parties and the subject matter
herein;

the findings of fact and the conclusions of law set forth in the prefatory
portion of this Order conform to the evidence of record and the law and are
hereby adopted as findings of fact and law herein;

Kevin Grens filed a Complaint seeking a review of IAWC'’s rates for water
and wastewater service, which is hereby granteddenied;

(88)

(92)

eesenbeelm—l;melmg—%}g—}the Offlce of the III|n0|s Attorney General and

the Village of Homer Glen filed Complaints seeking an audit of certain
operations of IAWC, civil penalties, and other relief, which are hereby
granted in part and denied in part;

the Office of the lllinois Attorney General and IAWC have entered into a
Stipulation, the provisions of which are reasonable, supported by the record
and in the public interest;

IAWC is ordered to comply with the directives and corresponding
timeframes herein as stated herein on pages 14-15, 19-20, 26-27, 29-30,
31, 32, 37-38, 40, 44-and 46-47,

preeede%e—eentatned44epe+n—en—pages—45-46—el49—§_)=ln the event that the

Company fails to comply with the directives and timeframes contained
herein, this Order provides the notice required under Section 5-202 of the
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Public Utilities Act for the initiation of a proceeding seeking to impose civil
penalties.

IT IS THEREFORE ORDERED by—the—Mmeks—GemmeFee—Gemmlsaen—that—an

EURJZHER—QRDEREDthat III|n0|s Amerlcan Water Company shall comply Wlth dlrectlves
and corresponding timeframes herein.

IT IS FURTHER ORDERED in the event that the Company fails to comply with the
directives and timeframes contained herein, this Order provides the notice required under
Section 5-202 of the Public Utilities Act for the initiation of a proceeding seeking to impose
civil penalties.

IT IS FURTHER ORDERED that all motions, petitions and objections made in this
proceeding which are not disposed of, be and are hereby disposed of consistent with the
ultimate conclusion contained herein.

IT IS FURTHER ORDERED that subject to the provisions of Section 10-113 of the
Public Utilities Act and 83 Ill. Adm. Code 200.880, this Order is final; it is not subject to the
Administrative Review Law.

DATED: March 14, 2007
BRIEFS ON EXCEPTIONS DUE: March 21, 2007
REPLY BRIEFS ON EXCEPTIONS DUE: March 26, 2007

Terrance Hilliard,
Leslie Haynes,
Administrative Law Judges



