Electric / Natural Gas

Complaint Guide

Do you have a problem or concern with a natural gas or
electric utility company?

The MPSC ensures Michigan residents receive safe, reliable, and accessible energy and
telecommunications services at reasonable rates. The Commission reviews concerns to ensure
compliance with administrative rules and state laws. If you have an issue, you have several
options for resolving it, including contacting your utility company directly or filing an Informal
or Formal Complaint with the MPSC.

What options do | have?
Option 1: Contact the utility company.

= Explain your concern by providing dates, amounts, and as many relevant facts as you can.

» |f a resolution cannot be reached or you are dissatisfied, contact our call center Monday
through Friday, from 8:30 a.m. to 4:30 p.m. at 800-292-9555.

Option 2: File an Informal Complaint.

* You may file an Informal Complaint to us by the following methods:
» Online: Utility Service Complaint (MPSC.My.Site.com/Complaints/Complaintform)
» Phone: 800-292-9555
» Mail: MPSC Customer Assistance, P.O. Box 30221, Lansing, Ml 48909

» Please include the following in your complaint:
» Contact information: First and last name or account holder/business name (if applicable),
phone number, email address, mailing street, city, and zip code.
» Address where issue occurred: Street, city, zip code, county, and what type of service.
» Complaint summary: Describe your complaint.

= We will send your complaint to the company for an investigation.

» The company has up to 10 business days to investigate and work towards a resolution and
may be in touch with you.

» At the conclusion of the company’s investigation, they will provide the MPSC with a
response.

= We will conduct a review to ensure that it complies with all enforceable rules and
regulations and then share the findings with you.

Option 3: File a Formal Complaint.
= Complete the form to pursue a Formal Complaint with the MPSC.

» For additional resources, please see the “Resources” section.
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https://mpsc.my.site.com/complaints/complaintform

What is a Formal Complaint?
= A Formal Complaint is an official request for the MPSC to review a dispute and determine if
any violations occurred within the Commission’s authority.

» |f this complaint has been deemed prima facie, it will be sent to an administrative law judge
who hears the matter.

» The Complainant is responsible for explaining which law(s) were violated and for providing
evidence to support their claims.

» Your participation in the complaint process is very important. If you don't take part in the
process—Ilike attending hearings, submitting evidence, and responding to the judge—your
complaint will be dismissed.

A Formal Complaint can:
» Address whether you are owed a refund.

» Determine whether the utility company complied with the law.

A Formal Complaint cannot:
» Address issues outside the MPSC's jurisdiction.

» Give the Commission authority to award money for injury or damage to your property. Your
homeowners insurance or a court of law must address this type of claim.

Important things to know:
» Even if a formal hearing is scheduled, you and the utility company can still choose to settle
your issue instead of going to a formal hearing.

» |f you both agree to settle, you must notify the Commission in writing as soon as possible
that you no longer want to pursue your Formal Complaint.

Do | need legal help?
» |fyou are a residential customer, you are not required to have an attorney. You can represent
yourself on a “Pro se” basis, which means you are handling the case yourself.

» |f you are a business or non-individual entity, such as a trust, LLC, etc., you MUST have an
attorney who is licensed in the state of Michigan.
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What are the steps to file a Formal Complaint?

Step 1: Gather evidence.

O
O

O

Make a list of events in order of occurrence.
Locate all supporting documents such as your utility bills.

List each alleged violation one at a time. For each one, cite the specific MPSC rule(s) and/
or tariff(s) (https://go.mi.gov/cywga2833 ) that applies. Then, explain how that rule/tariff fits
the facts and what conduct is claimed to be the violation. Do not cite rules or tariffs that
do not match the allegations.

Step 2: Fill out the Formal Complaint form.

OO00O000a00

Section 1. Location of Occurrence (Issue). Did you fill in and complete all required
information?

Section 2: Complainant (Customer) Contact Information.
Section 3: Representative Information.

Section 4: Respondent (Utility/Company) Information.
Section 5: Reason for Complaint.

Section 6: Requested Relief.

Section 7: Certification. Did you sign the complaint?

Step 3: Submit the Complaint.

O

O

Make four copies of the complaint and all supporting documents/evidence and keep one
copy for your records.

Mail the remaining three copies to: Michigan Public Service Commission, Executive
Secretary, 7109 W. Saginaw Hwy., Lansing, M| 48917.
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What happens after | submit my Formal Complaint?

Complaint Received
» When a complaint is received, a file is opened and assigned a case number.

» The MPSC assigns your case to one of the attorneys from the Commission for review.

Determination and Notification of Outcome
» The assigned attorney reviews the complaint and supporting documentation and
determines one of the following:

» Determined prima facie: If your complaint is approved to proceed to a hearing (referred
to as “prima facie”), the Commission will mail you a notice with the time and date of your
formal hearing. A copy of your Formal Complaint is also sent to the utility company.

» Determined NOT prima facie: Your complaint is rejected because it does not meet the
requirements for a Formal Complaint. A letter will be sent to you explaining the reason
your complaint was denied and how you can resubmit it, if you choose.

What happens during a Formal Complaint Hearing?
» The hearing will be conducted before a judge at the MPSC office building in Lansing, M.

(However, you may request a virtual or telephone hearing. This is at the discretion of the
judge))

* The judge, you, the utility company, MPSC Staff, witnesses, and a court reporter will be
present.

» The judge will hear and review all testimony, evidence, and exhibits presented in the case.
» You will present your evidence and the relief you are seeking.
» The judge will make a decision based on evidence brought forward during the case.

» The Commission then reviews the findings and makes a final decision on the matter.

Resources

The following resources will help you with your Formal Complaint and formal hearing. For
assistance, please contact the MPSC at 800-292-9555.

» Administrative Hearing Rules (https://go.mi.gov/dm8kb2832). Hearing process the
Commission will follow when a Formal Complaint is filed.

» Administrative Rules and Laws (https://go.mi.gov/cywga2833).
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Electric / Natural Gas

Formal Complaint Form

For internal purposes only, please leave it blank. Case Number:

Section 1: Location of Occurrence (Issue)

What type of service is your complaint about? O Electric O Natural Gas O Both
Utility Account Number:

Street Address: Apt/Unit/Suite #:

City: State: Zip Code:

Section 2: Complainant (Customer) Contact Information
Part A: | am filing this Formal Complaint on behalf of myself as an individual.

Preferred contact method: O Email O Mail

First and Last Name:

Mailing Address: Apt/Unit/Suite #:
City: State: Zip Code:
Phone #: Email:

Part B: | am not filing this Formal Complaint on behalf of myself as an individual.
Preferred contact method: O Email O Mail

Entity Name:

Street Address: Apt/Unit/Suite #:
City: State: Zip Code:

Contact's First and Last Name:

Phone #: Email:

Section 3: Representative Information

If you are NOT filing on behalf of yourself as an individual, you MUST be represented by an attorney
licensed in the state of Michigan. Individuals may represent themselves or hire an attorney.

Attorney’s Bar #:
First and Last Name:

Phone #: Email:

Section 4: Respondent (Utility/Company) Information

Utility/Company Name: Account Number:
Street Address: Unit/Suite #:
City: State: Zip Code:
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Section 5: Reason for Complaint

What is the situation that concerns you? Provide details including dates, times and places and
any other information that may be important.
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Continued Section 5: Reason for Complaint

What statute(s), rule(s) and/or tariff(s) do you believe the utility or company violated?
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Continued Section 5: Reason for Complaint

Did you contact the utility or company to try and resolve your concern? O Yes O No

If yes, what was their response or resolution.
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Continued Section 5: Reason for Complaint
Additional pages if needed.
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Section 6: Requested Relief
The Commission does not have the authority to award money for injury or damage to your
property. Your homeowners insurance or a court of law must address this type of claim.

How do you want your complaint to be resolved? Please explain your desired outcome or what
you would like the Commission to do.

Section 7: Certification

| certify that all documents and/or other evidence | intend to rely upon at a formal hearing
to prove my case is attached to my Formal Complaint and failure to do so will subject my
complaint to delay or dismissal.

| hereby request that a contested case be conducted against this utility, including a hearing
before an administrative law judge.

| hereby certify that the information provided in this complaint is true and correct to the
best of my knowledge.

| affirm that | am responsible for providing legal justifications and evidence to support my
complaint.

| hereby grant the Michigan Public Service Commission authority to release my complaint
information, which may include personally identifiable information, to the utility and to the
utility's representatives to investigate and process my Formal Complaint.

Signature of Complainant or Attorney: Date Signed:
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