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Customer Service Rules

m Signing up for service, deposits

m Meter reading and billing processes
m Level payment plans

m Disconnection for non-payment

m Payment agreements




Customer Service Rules

m Customer rights and remedies
m 12-day notice; 24-hour notice
m Medical exemption

m 20-degree rule

Complaint Intake Process

m 3 Utility Analysts
m 1 Customer Service Coordinator
m 1 Customer Service Manager

m Most customer contact by telephone




Complaint Intake Process

m Verbal Complaints — by telephone
(Verbal Data Base)
m “Informal Complaints” — by mail; email

(C-Files)

m Referred Complaints — no jurisdiction
(RC-Files)

m General Comments — no specific issues
(GC-Files)

Complaint Investigations

m Verbal

m Hear customer concerns; obtain
information

m Contact utility and relay customer concerns

m Ask utility to investigate and respond
(Usually respond within 24 hours)

m Evaluate utility response
m Respond to customer




Customer Investigations

m Written or C-Files
m “Informal” investigations

m Must be initiated in writing, includes email
m Apparent violation of IUB rules or lowa law

m Process is outlined in rules with deadlines
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Complaint Investigations

m Referred Complaint

m Customer has a problem, IUB rules not
issue

m Really no one else can help customer

m Contact utility and share customer’s
problem

m Provide utility response to the customer

Complaint Investigations

m General Correspondence
m No specific complaint issues involved

m Answer any utility questions

m Acknowledge all comment letters




Data Collection

m Track all complaints
— by utility type (gas, electric, telephone)
— by utility company
— by Verbal, C-file, RC, GC

m Use Information

— to evaluate individual utility service quality
— to identify need for any rule changes
— to identify areas for customer education

Data Collection

m Verbal Data Base
m Provides record of customer calls
m Helps identify trouble topics, utilities

m Can reconnect customer with analyst
already familiar with the situation

m Helps control customers “shopping” for a
different answer




Verbal Data Base
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Data Collection

m ACD — Automatic Call Distributor
m Routes calls to available customer analyst

m Tracks number of calls, lost calls, time of
calls

m Reduces customer waiting time for
assistance

m Improves telephone efficiency




Customer Contacts - 2001

All Utilities Electric
m Verbals 5,932 1,484
m C-Files 828 102
m RC-Files 222 26
m GC-Files 633 88
m TOTAL 7,615 1,700

lowa Utilities Board
Customer Service

Chuck Seel
Manager, Customer Service
30 October 2002




