WAC 480-120-166 Commission-referred complaints. (1) Each compa-
ny must keep a record of all complaints concerning service or rates
for at least two years and, on request, make them readily available
for commission review. The records must contain complainant's name and
address, date and the nature of the complaint, action taken, and final
result.

(2) Each company must have personnel available during regular
business days to respond to commission staff.

(3) Applicants, customers, or their authorized representatives,
may file with the commission an informal complaint as described in WAC
480-07-910 (Informal complaints) or a formal complaint against a com-
pany when there are alleged violations of statutes, administrative
rules, or tariffs as provided by WAC 480-07-370 (Pleadings—General).

(4) When the commission staff refers an informal complaint to a
company, the company must:

(a) Stop any pending action involving the issues raised in the
complaint provided any amounts not in dispute are paid when due (e.g.,
if the complaint involves a disconnect threat or collection action,
the disconnect or collection must be stopped):;

(b) Thoroughly investigate all issues raised in the complaint and
provide a complete report of the results of its investigation to the
commission, including, if applicable, information that demonstrates
that the company's action was in compliance with commission rules; and

(c) Take corrective action, 1f warranted, as soon as appropriate
under the circumstances.

(5) Commission staff will ask the customer filing the informal
complaint whether the customer wishes to speak directly to the company
during the course of the complaint, and will relay the customer's
preference to the company at the time staff opens the complaint.

(6) Unless another time is specified in this rule or unless com-
mission staff specifies a later date, the company must report the re-
sults of its investigation of service-affecting informal complaints to
commission staff within two business days from the date commission
staff passes the complaint to the company. Service-affecting com-
plaints include, but are not limited to, nonfunctioning or impaired
services (i.e., disconnected services or those not functioning proper-
ly) .

(7) Unless another time is specified in this rule or unless com-
mission staff specifies a later date, the company must report the re-
sults of its investigation of nonservice-affecting informal complaints
to commission staff within five Dbusiness days from the date commission
staff passes the complaint to the company. Nonservice-affecting com-
plaints include, but are not limited to, billing disputes and rate
quotes.

(8) Unless another time is specified in this rule or unless com-
mission staff specifies a later date, the company must provide com-
plete responses to requests from commission staff for additional in-
formation on pending informal complaints within three business days.

(9) The company must keep commission staff informed when relevant
changes occur in what has been previously communicated to the commis-
sion and when there is final resolution of the informal complaint.

(10) An informal complaint opened with the company by commission
staff may not be considered closed until commission staff informs the
company that the complaint is closed.
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[Statutory Authority: RCW 80.01.040 and 80.04.160. WSR 05-03-031
(Docket No. UT 040015, General Order No. R-516), § 480-120-166, filed
1/10/05, effective 2/10/05; WSR 03-24-028 (General Order R-510, Docket
No. A-010648), § 480-120-166, filed 11/24/03, effective 1/1/04; WSR
03-01-065 (Docket No. UT-99014¢0, General Order No. R-507), N
480-120-166, filed 12/12/02, effective 7/1/03.]
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