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   ICC Adopts New Rules Governing Customer Service
                               Utilities Have 18 Months To Complete Updates

The Illinois Commerce Commission Wednesday adopted a revised version of the main rule governing eligibility for service, billing, payments, refunds and disconnection of service practices for electric, natural gas, water and sewer utilities.

The rule, 83 Illinois Administrative Code Part 280, serves as a utility customer’s “bill of rights”, providing guidance on topics ranging from applications for utility service, deposits, payment plans, disconnection and reconnection of service, protections for customers with medical issues, special rights for low income customers and dispute resolution procedures.  It is the rule most often referenced by representatives of the Consumer Services division in administering the ICC’s informal complaint process.

Utilities will have 18 months to fully implement revisions to the rule, but in the meantime will provide the Commission with compliance plans and periodic reports on rule updates on utility websites. 

After much work by ICC staff, consumer groups and utilities the rule has been updated and rewritten with simpler language that is easier to reference.  The new rule also will be available in Spanish.
For information on utility customer rights and responsibilities or to file a complaint, customers may view information on the ICC website at www.icc.illinois.gov or contact the Commission’s Consumer Service Division at 1-800-524-0795.
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