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Joint Admi nistrative Procedures 

Committee 
120 Holland Building 
Tallahassee, Florida 32399 

Re: DOCKET NO. 930633-PU, RULE 25-22.032(4), F.A.C. 

Ocar Mr. Webb: 

Enclosed are the followi n 1 materials concerning the above 

refe~enced proposed rule: 

1. A copy of the rule. 

2. A copy of the F.A.W . notice. 

3. A statement of facts and circumstances justifying the 
proposed rule. 

4. A federal comparison statement. 

5 . A statement o f the impact of the rule on small business. 

6 . No economic impac t s tatement was prepared. 

If there are any questions with respect to this rule, please 

do not hesitate to c all on me. 

Sincerely, 

~;G~u~~ 
Associate General Counse l 

WEW 
Enclosures 
cc : S teve Tribbl e , Director, Division of Records & Reporting 

<.~md93633.cjp 
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• • 
1 25-22 . 032 customer Complaints. 

2 (1) Any customer of a utility regulated by this Commission 

J may file a complaint with the Division of Consumer Affairs whenever 

4 he has an unresolved dispute with tho util ity regard ing his 

!> c l13ctr ic , gils, telephone, water , or wastewater service. The 

6 complaint may be communicated orally or in writing. Upon receipt 

7 of the complaint a staff member designated by the Director of the 

8 Division shall notify the utility of the complaint and request a 

9 response. The response should explain the utility's actions in the 

10 disputed matter and the extent to which those actions were 

11 consistent with the utilit: •s tariffs and procedures, applicable 

12 state laws, and Commission rules, regulations, and orders. 

1) (2) The designated staff member shall investigate the 

14 complaint and attempt to resolve the dispute informally. To that 

15 end, the staff member may request the parties to provide copies of 

16 bills, billing statements, field reports, written documents, or 

1., other information in their possession which may be necessary to 

18 resolve the dispute. The staff member may perform such tests, 

!9 on-site inspections, and reviews of utility records as he considers 

:!0 appropriate and may request the utility to collect data and to 

21 perform tests which are necessary to aid in the resolution of the 

22 dispute. 

2J (J) As soon as possible the staff member shall propose a 

2~ resolution of the complaint based on his findings, applicable stilto 

.''• L~1w:.;, thu 1 tility's taritfs, and Commission rules, regulations, and 
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1 o rders . The proposed resolution may be communicated t o the parties 

~ oral ly o r in writing. Upon request, either party shall bo entitled 

3 to a written copy of the proposed resolution, which s hall be 

4 delivered by first-class mail . 

5 ( 4 ) If a party objects to t he proposea resolution, he may 

6 file a request for an informal conference o n the complaint. The 

7 request shall be in wri ting and should be filed with the Division 

8 of Consumer Affairs within JO days after the proposed reso lution is 

9 mailed or personally commun i c ated t o the parties. Upon rec eipt of 

10 the request the Director of the Division mAY shall a ppoint a staff 

11 member t o conduct the informa l conference or the Director mav make 

12 a recommendation to the Commission for dismissal based on a 

lJ finding that the complaint states no basis for relief under the 

11 Elorjd~ Statutes . Commission ryles or orders. o r the applicable 

15 taritfs. . If a conference is granted t~he dppointed stafE member 

15 shall nave had no prio r contact with the complaint. After 

17 consul t i ng wi th the parties, the appointed staff member s hall issue 

18 a written notice to the parties setting f o rth the procedures to be 

19 employed, the dates by wh ich written materials are to be filed, and 

20 the t~rne and place !or the informal conference, wh~ch s hall be he ld 

21 i n the service area, or s uch other convenient location t o whic h the 

22 p~rLle~ agree, no sooner tha n 10 day. f ol lowing the no tice . 

23 (5) In conjunction with conducting the i nformal con ference, 

24 the appointed staff member may: 

(a) Require t he utility to provide any information in its 

COOING: Wo rd9underllned are addition~; wo r ua in 
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1 parties . The Commission shall dispose of the matter at the next 

2 available agenda conference by ~ssuing a notice of proposed agency 

3 ~ction or by setting the matter for hearing pursuant to SPction 

4 120.57, Florida Statutes. The Commission may permit the parties t o 

5 respond to the recommendation at the aganda conference. 

6 (9) At any point during the complaint proceedings, a party 

7 has the right to be represented by an attorney or other qualified 

8 representative. For purposes of this rule a qualified 

9 representative may be any person the party chooses, unless the 

10 Commission sets the matter for hearing. At such hearing tho 

11 parties must be represented by an attorney or Class B practitioner 

12 as provided for in Rule 25-22.008 or may represent themselves. 

13 Each party shall be rc~sponsibl.a for his own expenses in the 

1 4 handl~ng of the complaint. 

15 (10) During tho pendenc) of the complaint proceedings, a 

lb util~t~· shall not discontinue servicu to a customer because of an 

17 unpaid disputed bill . However, the utility may require the 

18 customer to pay that part of a bill which is not in dispute. If 

19 the parties cannot agree as to the amount in dispute, the staff 

:11 member will make a reasonable estimnte to establish an interim 

:1 u1sputed amount until the complaint is resolved. If the customer 

22 falls to pay the undisputed port ion of the bill lhe ulility may 

2J di~con~inue the customer's service pursuant to Commission rules. 

24 ( ll) 

25 dispute. 

At any time the parties may agree to settle their 

If a settlement is reached, the parties or their 
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1 representativ~s shall file with the Division o! Conaumor Affni~s a 

2 w-rit ten s t a temen t t o til at effect. The statement 5hall indicate 

3 that the settlement is binding on both parties and that tho portico 

~ waive any right to further reviaw or action by tho Commission. The 

!:i Division shall, if the complaint has been docketod, submit tho 

6 statement to the Commission for approval. If the complaint hds not 

7 been docketed, then the Division shall acknowledge tho statement of 

8 settlement b y letter to the parties. 

9 Specific Authority: 120.53(1), 350.127(2), F.S. 

10 Law Implemented : 120.53(1), 120 . 57, 120.59(4), F. S. 

11 History: New 1/3/89, Amend,d ______________ _ 

12 

13 

1-1 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

~~ amend 2522032.wew 
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~IME AND DATE : 9 : 30 A.M., October 12, 1993 

PLACE : Room 122, 101 East Gaines Street, Tallahassee, Florida. 

THE PERSON TO BE CONTACTED REGARDING THIS RULE AND THE ECONOMIC 

I~PACr STATEMENT IS: Director of Appeals , Florida Public Service 

Commission, 101 East Gaines Street, Tallahassee, Florida 32399 . 

THE FULL TEXT Of THE RULE IS : 

25- 22 . 032 CUstomer Complaints 

( 4 ) If a party objects to the proposed resolution, he may 

fil e a r equest for an informal conference o n the complaint. The 

request shall be in writing ?~d should be filed with the Division 

of Consumer Affairs within 30 days after the proposed resolution is 

mailed o r personally communicated t o the parties. Upon receipt of 

the request the Director of the Division ((may)) ( s hall) a ppoint a 

s t aff member to conduct the informal conference ((or the Director 

may make a recommendation to the Commission for dismissal based on 

a finding that the complaint states no basis for relief under the 

Florida Sta tutes, Commission rules or orders , or the applicable 

tariffs . If a conference is granted)) t(T)he appointed staff 

member s hall have had no prior contact with the complaint. After 

consul t ing with the parties, the appointed staff member s hall issue 

~ written no t ice to the parties setting forth the procedures to be 

employed, t he dates by which written material s arc t o bo flled, und 

the time and place for the informal confQrence, wh ich shall be held 

1n the se~·vice area, o r such other convenient locat ion t o wh ich the 

parties agree, no sooner than 10 days following the notice . 

Specific Authority: 120 . 53( 1 ), 350 . 127(2), F . S. 

Law Implemented : 1 20 . 53(1), 1 20 . 57 , 120 . 59( 4 ) , F . S . 



• • 
Rule 25-22.032(4) 
Docket No. 9J06JJ-PU 

STATEMENT OF FACTS AND CIRCUMSTANCES 
JUSTIFYING RULE 

The current mandatory requirement that an i nformal conference 
be held each time a party requests one, despite the fact that no 
baci~ for relief may exist, creates an unnecessary burden on the 
agency resulting in waste of time and expense. 

STATEMENT ON FEDERAL STANDARDS 

There is no federal standard on the same subject. 

STATEMENT OF I MPACT ON SMALL BUSINESS 

None . 
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