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378 WISCONSIN ADMINISTRATIVE CODE
PSC 165

ment of the previous account balance with any remainder credited to the
current bill.

History: Cr. Register, November, 1975, No. 239, eff. 12-1-75.

PSC 165.053 Customer complaints. (1) Each telephone utility shall
make a full and prompt investigation of all types of complaints made by
its customers, either directly to it or through the commission. A record
shall be kept of all pertinent facts related to the complaint.

(2) If the use of service interferes unreasonably with the necessary ser-
vice of other customers a customer may be required to take service in
sufficient quantity or of a different class or grade.

History: Cr. Register, October, 1968, No. 154, eff. 11-1-68,

PSC 165.0535 Dispute procedures. (1) Whenever the customer disputes
the utility’s request for a deposit or other guarantee, or advises the util-
ity’s designated office prior to the disconnection of service that all or any
part of any billing as rendered is in dispute, or that any matter related to
the disconnection or refusal of service is in dispute, the utility shall:

(a) Investigate the dispute promptly and completely.
(b) Advise the customer of the results of the investigation.
(¢) Attempt to resolve the dispute.

(d) Provide the opportunity for the customer to make reasonable pay-
ment arrangements or enter into a deferred payment agreement when
applicable in order to settle the dispute.

(2) After the customer has pursued the remedies available with the
utility, he may request that the public service commission staff infor-
mally review the disputed issue and recommend terms of settlement. -

(a) A request for informal review may be made in any reasonable man-
ner such as by written notice or telephone request directed to the public
service commission. By telephone or written notice the public service
commission staff may request the utility to investigate the dispute.

(b) There must be at least 5 days between the date the commission
staff telephones or mails written notice of terms of settlement after infor-
mal review, and any subsequent disconnection.

(3) Any party to the dispute after informal review may make a written
request for a formal review by the commission. Such request must be
made within 5 days of the date the commission staff telephones or mails
written notice of terms of settlement after informal review. If written
confirmation of the staff telephone notice is requested and mailed, the 5
day period begins from the date of that mailing.

(a) Within 10 days from the time such a request is made, the commis-
sion shall decide on the basis of the information it has received from the
staff whether to hold hearing on the matter and shall inform both parties
of its decision.

(b) If the commission decides to conduct formal hearing on the dis-
pute, the customer shall be required to pay 50% of the bill or deposit in
dispute to the utility or post bond for that amount on or before date of
hearing. Such payment or bond may be waived by the commission for

Register, August, 1984, No. 344



