Filing Informal Complaints

The Bureau of Consumer Services (BCS) assists consumers in resolving complaints with utility companies under the PUC’s authority.  Before you may file an informal complaint, you must first deal directly with your utility company. If the company is unable to resolve your problem, then you may contact us to file an informal complaint.  BCS investigates and responds to informal complaints as soon as possible. 

BCS also records opinions and/or comments that we receive from consumers.  BCS generally does not reply directly to opinions and/or comments unless you specifically ask us to do so.  The form below can also be used to inform BCS of a utility matter that falls under the PUC’s jurisdiction.  Utilities not regulated by the PUC are found below. 
Services Not Regulated by the PUC


Please do not file an informal complaint or provide BCS comments regarding the following utilities, since the PUC does not regulate these services: 

	Service
	Contact

	Rural Electric Cooperatives 
	PA Rural Electric Association

	Utilities Owned and Operated by Cities, Boroughs or Townships that operate wholly within their limits 
	Contact the service provider.

	Cable TV Companies
	Check your cable television bill for the name of the governing body.

	Cellular or Wireless Phone Companies 
	Federal Communications Commission  (FCC)

	Bottled Propane Gas Companies
	Office of Attorney General
Bureau of Consumer Protection

	Oil Companies 
	Office of Attorney General
Bureau of Consumer Protection


Complaint Information 

Please review all of the following information before filing a complaint: 

· Have you called the company about this complaint?  The Commission may accept complaints only from customers who have first contacted the company about their complaint.  We may close your informal complaint without investigation if it is determined that you did not contact your company about this matter before filing an informal complaint.

· Informal complaints must be filed by the customer of record, the person applying for service in their name, or an adult occupant whose name appears on the mortgage, deed or lease of the property for the residential utility service in question.  If you are not the customer of record, the applicant for service, or an adult occupant whose name appears on the mortgage, deed or lease of the property for the residential utility service in question, you must state and subsequently verify that you have legal authority to act on behalf of the customer of record or applicant (i.e. power of attorney, legal guardian etc.)

· If you have a Protection From Abuse (PFA) order, please indicate that on the form below when you provide a summary of your problem.  After we confirm that you have a PFA order, we will make sure your account receives the special protections entitled under law.  

· By filing an informal complaint you are automatically giving permission to the Commission to contact the utility to review the account information concerning your complaint. If you do not want the Commission to have access to your account information, please do not file an informal complaint. 

· If your consumer complaint involves money owed to the utility you must pay all current bills (bills for usage each month that you receive after filing an informal complaint) while BCS investigates your complaint. If you do not pay the current bills, the utility may shut off your service for nonpayment of these undisputed charges.

· The Commission is authorized to make payment agreements within limits established by law.  The law requires set payback periods based upon income level.  The law also limits the number of payment agreements that the Commission may establish on an account by setting conditions that must be met before the Commission may establish more than one agreement. 

The law prohibits the Commission from ordering a payment agreement for an outstanding balance resulting from customer assistance program (CAP) rates.  Each company has a different name for its CAP.  A customer assistance program provides a reduced monthly bill based on household size and income.  While the Commission cannot make CAP charges the subject of payment agreements, we can review your account to make sure the company applied its CAP rules correctly; to verify that the CAP balance is accurate, and to make sure CAP is the most beneficial option for your situation.  
Filing a Complaint 

You may file an informal complaint or provide opinions/comments regarding utility matters with the PUC by following telephone numbers, writing to us or by using the attached informal complaint form.
Telephone Numbers 
Call 1-800-692-7380 for the following:

· Payment arrangement requests from customers of gas, electric, water, sewer and steam heat facilities.
· Telephone payment arrangement requests. 
· All other consumer complaints or inquiries from customers of electric, gas, water, telephone, sewer and steam heat utilities.
· All questions or complaints about moving companies, buses, taxis, trucks, limousines or railroad highway crossings.
· All questions or complaints related to electric, natural gas or telephone competition/choice.
Informal Complaint Form

Questions 1, 2, 3, 4, 5, 6, 7, 8, 9 and 13 must be completed or we will not make a record of your informal complaint, opinion or comment. * Required fields

1.  Have you called the company about your complaint?*  
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If you selected NO to the above question, you should contact the company first to resolve your complaint.

2. Name and address on the monthly bill or the name of the person applying for service. 

	Name*:

	Street Address*:

	City*:

	State/Province*:

	County*:

	Zip/Postal Code*:


3. Mailing address if different than billing address. *
	Street Address:                                               
	

	City:
	

	State/Province:
	

	County:
	

	Zip/Postal Code: 
	


4. Name of person filing the informal complaint or opinion if different than the name on the bill or if not the applicant for service.* 
5. Home Telephone Number.  If you do not have a home telephone number, please state “no home phone.”  If your service was turned off by the company, please provide the number that was turned off.  
Home Phone*:     Incorrect format. Please type in xxx-xxx-xxxx format. Telephone number cannot be blank  

6. Daytime telephone number where we can contact you*. Telephone number cannot be blank
7. Name of your utility company.*
 8. Your account number with the utility company.*
9. Summary of problem or summary of opinion.*
10. How do you want your complaint to be resolved?

11. Approximate date you contacted the company.
12. Summary of company response.
13. Your e-mail address*. 
Email address cannot be blank
14. Sometimes the information we gather while investigating a complaint is useful in a PUC formal case or in a legal action by the PA Attorney General's Office. Do we have your permission to use information we gather during this investigation in a formal or legal action? 
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Mail this Informal Complaint Form to:
Pennsylvania Public Utility Commission
Bureau of Consumer Services
P.O. Box 3265
Harrisburg, PA 17105-3265
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