
Complaint Reporting and Recordkeeping
States share current processes on fielding and managing customer 
complaints, report deliverables, rating systems and how to make this 
information accessible to customers so they are empowered to make 
the best choice for their energy needs. 
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THE PUBLIC UTILITIES FORTNIGHTLY TEAM never knows 
what it will discover, in this case, the profound, 

that Maryland punches well above its weight, 
with an expansive grid modernization portfolio, ambitious 

electric vehicle and charging programs, utility-scale batteries 
deployed as grid assets, and more, backed up by a diverse 

renewable generation portfolio and nuclear power at the 
Calvert Cliffs plant.  

July 2021
- Public Utilities Fortnightly

STATE OF MARYLAND
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QUICK STATS

Established:

Deregulated:

Commissioners:
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Work Groups:

IOUs:
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Consumer Affairs Division
Answer consumer questions, 
investigate and resolve service 
complaints, share resources

Sessions of the Commission shall be held at 
its office on Wednesday of each week, 
between the hours of 10 a.m. and 1 p.m. 

@MarylandPSCLIKE AND 
SUBSCRIBE

Complaint = A customer’s service-related dispute with regulated entities, in writing and 
submitted to CAD via online complaint portal or paper complaint form

CAD specialists investigate complaints and render a decision

Either party to that decision may request Further Review

Either party to a Further Review decision may appeal to the Commission
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New Chair. 2,696 consumer 
complaints. After 14 years, CAD’s 
Fast Track dispute resolution 
discontinued at end of calendar 
year

In February 2022, CAD 
launches new cloud-based 
CDMS. Utility report cards 
beginning July 2022. 1,725 
consumer complaints

New Chair and 2 new 
Commissioners. August 2023, 
the Commission initiates 
proceedings on potential 
retail energy market reforms

2018 2019 February 2020

March 202020222023

In July 2019, CAD updates 
processes and in December, 
announces the first version 
of our supplier report card

The Commission debuts 
the Compliance and 
Enforcement Unit within 
CAD

CAD contracts for a new 
complaint data 
management system
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Maryland’s CDMS EXPERIENCE
THE GOOD
THE BAD
AND THE UGLY

LESSONS 
LEARNED

Improved team collaboration

Effective and efficient engagement: internally, with stakeholders, with our legislators

More and better reports

Expectations 

Becoming your own tech support (the bad)

UX and Consumer-facing portal (the ugly…for now)
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Maryland Public Service Commission

Filing a complaint online
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Maryland’s CDMS EXPERIENCE
LESSONS 
LEARNED

SUPPLIER 
REPORT

2019

THE PAST
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Maryland’s CDMS EXPERIENCE
THE GOOD

LESSONS 
LEARNED

Team collaboration    |   Inter-division and external engagement   |   Reports & deliverables

SUPPLIER 
REPORT

2023



Customer Protection Division 
Complaint Reporting and 
Recordkeeping

Chris Burch
Director Customer Protection
Public Utility Commission of Texas



Informal Complaint Handling

• In Texas, the Customer Protection Division only handles Informal Complaints
• Formal complaints are handled by our Legal Division as docketed matters before the 

Commission
• Informal complaints, once filed and sent to the company, require a response within 

15 days
• Calendar year 2022, we handled 13,687 complaints, closing 10,254
• Customer Protection has a 98.8% success rate in closing complaints that do not 

become a formal complaint
• Informal complaints are not public information, and thus not shared. We consider this 

confidential information

Public Utility Commission of Texas



Complaints Process

Public Utility Commission of Texas

• Complaints

• Inquiries

• Code

• Scan

• Data Entry

• Call Center

• Customer 
Information

• Utility Response 
(similar to 
insurance 
adjuster process)

• Further 
Review

• No Further 
Review

Letter to 
customer & 
utility

Resolution is 
documented 
in the 
database

Intake Investigation Resolution

• Code
• Email/letter to utility
• Answer Inquiries 

and Opinions



Texas Power to Choose 

• The Power to Choose website was created when 
Texas’ ERCOT service territory went to competition 
as a result of the 76th Legislative session in 1999. 
The market went live on January 1st, 2002. 

• The Power to Choose website provides a platform for 
Retail Electric Providers (Rep’s) to list their plans for 
free, listed by service territory and plan type.

Public Utility Commission of Texas
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Texas Power to Choose Scorecard
• The PTC scorecard is published monthly, based upon data from the previous month
• The scorecard methodology is based on a 6-month rolling average of customer count 

and total number of informal complaints, averaged out against the total number of 
customers

• The data piece is automated as much as possible, but the scorecard itself is a manual 
process 

• Staff resources is minimal as I handle this myself
• We know this is a valuable resource as many customers comment on the ratings
• Reps are vigilant in their efforts to correct the reasons for complaints, thus causing a 

low score
• Currently there are roughly 83 Rep’s active in the Texas ERCOT market, of those there 

are 33 that are active on PTC

Public Utility Commission of Texas
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Texas Power to Choose Scorecard



Questions?

Public Utility Commission of Texas



Intake & Management
● Complaint acquisition platforms 
● Complaint management

○ Filter 
○ Categorization 
○ Escalation Process
○ Stakeholders 
○ Timelines

Retail Markets Forum
Hosted by the Retail Energy Advancement League

Open Discussion

Reporting and Measurement
● Public-facing reporting

○ Methodology
○ Deliverables 
○ Cadence

● Trend analysis  
○ Stakeholder engagement 

● Measuring results 



Examples from state commissions 
● Energy choice explanations
● Questions to Ask
● Utility Rate Change Notifications
● Mailers
● Videos, Graphics
● Press releases 

Resources from REAL
Unbranded materials available upon request

● State shopping guides 
● Monthly market summaries 
● Utility rate change alerts

  

Retail Markets Forum
Hosted by the Retail Energy Advancement League

Previous Forum: Customer education campaigns 
Presenter: Nils Hagen-Frederiksen, Pennsylvania Public Utility Commission
(June 26, 2023)

Summary of Resources Available Online:
retailenergychoice.org/summary-of-resources-consumer-education

http://retailenergychoice.org/summary-of-resources-consumer-education


● State-managed Shopping Platforms
● Supplier Training and Certification Programs
● Supplier Engagement and Communication
● Consumer Protections 

Retail Markets Forum
Hosted by the Retail Energy Advancement League

Future Topics for Consideration



Abby Foster
Retail Energy Advancement League
foster@retailenergychoice.org 

Retail Markets Forum
Hosted by the Retail Energy Advancement League

Thank you for participating.

mailto:foster@retailenergychoice.org

