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It’s been said that a “happy customer tells one friend, and an
unhappy customer tells everybody”. Good customer service is the
lifeblood of any business, regulated or not!
So let’s take a look at Section 2 in both the GSR and TPR Rules as,
Surprise, this month we’re talking “CUSTOMER SERVICE”!
Section 2 in both sets of Rules covers customer relations. What
you are expected to know, response times for call centers on
answering the call and handling the complaints, as well as knowing
what benefits to offer a customer when the need is shown. Yet one
cannot write a Rule for polite manners, patience or listening
abilities. It’s a charter trait that I’m sure was considered about you
before you were even hired.

The topic brings to mind an old
saying about knowledge. “A little
bit of knowledge can be a
dangerous thing”. So let’s make
sure you know and understand
the Rules that apply to your job
responsibility because getting the
Rules mixed up can also be a
dangerous thing!
Gain A LOT of knowledge about
these Rules and you will be able
to help both your customers and
your company!
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Customers don’t expect you to be perfect. They do expect you to fix things when they go wrong.

~Donald Porter
Customers don’t
expect you to be
perfect. They do
expect you to fix
things when they go

Rule 2.05.A. Utility or LEC personnel who serve the
public shall be familiar with the content of Commission
Rules which apply to their respective job responsibilities.
Of course Rule 1.07 (in both sets) states that employees who
are responsible for the application and explanation of any of
the rules shall have ready access to those Rules.
All customers shall have toll-free telephone access to the
appropriate business office. Collect calls accepted are
considered to be toll-free calls.
When a customer informs a company that they will have
difficulty paying a bill, the company shall offer to:

Customers don’t expect
you to be perfect. They
do expect you to fix
things when they go
wrong.

Inform the customer of his rights and obligations under
Rule 6.12. (TPR) and Rule 6.13. (GSR) covering delayed
payment agreements; and refer the customer to
personnel with the authority to make payment
arrangements for the company as required under that
same rule.
One of the best ways to understand and give great customer
service is to think about what “you, yourself” would want
and expect in this area. You must be familiar with all of the
Rules in order to give good customer service and I realize
this can be easier said than done sometimes. It is the whole
reason that this newsletter was started in the first place.

Customers don’t expect
you to be perfect.
They do expect you to
fix things when they go
wrong.
D

ld P

We thought it might be educational to go over some of the
complaints that have come through our office. Ones in
which we had to code UC (meaning the company had to
correct an action taken on the account) and ones where
maybe just a little more customer service and knowledge of
the rules could have taken care of customer concerns.
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We will look at a few complaints right now and then continue
on with interesting ones in future newsletters to come. You’ll
find them in our “Melting Pot” section next time.
Please understand this is not intended to point fingers, but
rather to explore possibilities or solutions that could have
been used from the Rules or just plain common sense.
In order to do this, we need to dispel some myths we’ve heard
over the years. Things like “one bad apple spoils the
barrel” or “if it walks like a duck and talks like a duck,
then it must be a duck.” This is not to say that many times
we don’t find truth in those sayings, but you shouldn’t be
assuming those things just because you’ve heard a story more
than once. We are all individuals and not every situation is the
exact same as the one before. So in saying that…why not let
the customer’s record and actions place them in the flock of
ducks in which they choose to fly!

To my customer: I
may not have the
answer, but I’ll find
it. I may not have
the time, but I’ll
make it.
~UNKNOWN

To my customer: I
may not have the
answer, but I’ll find
it. I may not have
the time, but I’ll
make it.
~UNKNOWN

In many ways, you’re not just a customer service
representative, but also a bit of a “Sherlock Holmes”. If you
take the time to get the facts and apply the Rules as well as
your company policies, you should be able to give great
customer service.
The Rules are in place to protect both the company and the
customer and although we can’t always give the customer
everything they wish for, we can use our findings along with
good customer service to educate them. Sometimes common
sense to you is a lesson to others!

To my customer: I
may not have the
answer, but I’ll
find it. I may not
have the time, but
I’ll make it.
~UNKNOWN
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Information like letting someone know that paying by the
shut off date is not the same thing as paying on time or
paying every three months does not warrant a good pay
record. I understand some of you are under time
constraints at call centers, but if this is the case, how often
do you offer to send another hand book out when someone
tells you they didn’t realize you could raise their deposit
for poor pay? Just simple common sense information.
Things you and I may know and understand, yet someone
else needs clarification on.
Remember we all have areas in which we find ourselves a
novice from time to time. In fact, one of the best “common
sense” lessons I learned much later in my life was the little
saying “Righty Tighty, Lefty Lucy”! A helpful bit of
information that I’ve used ever since!
So in saying all that…let’s take a look at some complaints
that have rolled through our office. Ones in which a little
more customer service “might” have kept the call from
even coming our way!

Welcome to “Complaints 101.” We think you’ll
Customers don’t expect
you to be perfect. They
do expect you to fix
things when they go
wrong.
~Donald Porter

find some of these complaints interesting and educational.
The goal is to help you handle those awkward or difficult
situations with customers. In the future you will find this
in the “Melting Pot” section of our newsletter.
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Learning Objectives
After reading examples of complaints and responses,
we hope you will know:
• How to deal with confused and frustrated
customers

To my customer: I may
not have the answer, but
I’ll find it. I may not
have the time, but I’ll
make it.
~UNKNOWN

• How to relay negative information to customers
• How to think outside the box
Please note; all names have been changed to protect
the innocent as well as the not so innocent from time to time!

May, 2nd, 2011…11:30am
Wendy McDonald is calling in very upset with Eatonville
Electric. She’s been a customer for many years. She states
that she returned home from a vacation on February 5 and
noticed she had a bill from Eatonville Electric with a credit
balance of $120.00.
Ms. McDonald quickly phoned the company out of
confusion about the credit balance. She stated there was no
way she should have a credit on her account and was calling
to inquire about it. The CSR responded by telling her that
the credit amount was correct and she should not pay
anything that month.
(Can you think of anything more the representative could
have done or asked to alleviate this customer’s concern?)

To my customer: I
may not have the
answer, but I’ll find it.
I may not have the
time, but I’ll make it.
~UNKNOWN
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Now March rolls around and due to the credit on her
account, Ms. McDonald receives a bill for $13.62. Again she
calls the company feeling this can’t be right. She is told once
again that the billing is correct and this was all she needed to
pay... (Could this have been another missed opportunity?)
She paid what she was told to pay, but said she was
still confused. She has just received her current bill this
month (April) with current charges and it also shows a large
past due balance with a late charge. The customer is now
very angry over the billing situation and calls the company
for a third time to figure out what is going on. The CSR
“today” explains that it appears a payment had been applied
in January that should have gone to another customer. She is
advised payment of the past due amount is needed
immediately. Ms. McDonald states that she knew two
months ago the credit was not right and they should have
listened to her. She is on a fixed income and has no way of
coming up with the money all at once. She has called the
Arkansas Public Service Commission to complain and see if
there’s anything more we can do to help.
Did you think of questions that could have been asked to this
customer on either of the calls made in February or March?
Did you notice options available to this customer, per the
rules… not offered?

Customers don’t expect
you to be perfect. They
do expect you to fix
things when they go
wrong

How about noticing two payments posting in the
same month and comparing company payments with what
the customer says she paid. Yes, some customers do pay
more than once in a month, but they aren’t the ones calling
you out of confusion over a credit on their account.

Page 7
Asking this back in February could have helped the
representative know there was a problem and they could
have thanked the customer for bringing it to their attention
and explained that it would take further research to figure
out. This would have alleviated the customer’s concerns
and with NOTES, NOTES, NOTES all over the account,
anyone in the company would have known what was going
on.

To my customer: I may
not have the answer,
but I’ll find it. I may
not have the time, but
I’ll make it.
~UNKNOWN

The customer should have been offered a DPA as per
both sets of Rules. This is offered due to the Billing
Corrections Rule also found in both sets. The removal of
the late charge is just common sense.
This customer got a DPA and the late charge
removed once the Arkansas Public Service Commission
took the complaint. The company got a UC. /

To my customer: I
may not have the
answer, but I’ll find it.
I may not have the
time, but I’ll make it.
~UNKNOWN

rd

May 3 , 2011 2:15 pm
Bubba Black has been a customer of Razorback Gas for
over 20 years. He was shut off last month for non pay, but
got turned back on after paying the bill. Now this month he
sees an added charge on his bill. The company has
requested an additional deposit on top of the one they
already have.
Bubba is a country boy and not happy about this at all! He
has called the office of Razorback Gas and given them a
piece of his mind. “If he is having trouble paying his bill
on time, how in the world do they think he can come up
with this added deposit?” (How many times have we heard
this?)

To my customer: I
may not have the
answer, but I’ll find it.
I may not have the
time, but I’ll make it.
~UNKNOWN
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He is demanding they remove this charge! The customer
service representative tells him these are the Rules they must
follow and he will have to pay this added deposit or face shut
off yet again. He is angry and requests to speak to a
supervisor who informs him the Rules are put in place by the
Arkansas Public Service Commission and if he doesn’t like
this rule, he is more than welcome to call the state office and
find out why.
Is there more that could have been explained to this
customer?

Customers don’t expect you
to be perfect. They do
expect you to fix things
when they go wrong.

Discovering Razorback Gas has referred Bubba to
the Arkansas Public Service Commission (APSC) is never a
problem because after all, we even have a rule that says you
must do this if the customer is still unhappy. Both the
supervisor and the customer service representative explained
to Bubba that this was done as per regulation and the rule.
This is correct, but what about an explanation as to why the
rule is in place?
Our office kindly explains that we do regulate this company
and the rules are in place to ensure that every customer is
treated the same. (Needless to say this statement is said to
many who call our office).

Customers don’t expect you
to be perfect. They do
expect you to fix things
when they go wrong.

We explain to Bubba that he should have been given a
handbook at the start of service which clearly explained
everything he would need to know about being this
company’s customer. Unfortunately his payment history has
taken a turn for the worse. (Notice the subtle way in which
we point out his practice of paying late.)
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We tell him the deposit is in place to ensure the
company has funds to cover his account if he is unable to pay
the bill. We also explain that unpaid bills are spread out in the
rates and this means if they don’t collect deposits on poor
pay accounts, every customer will pay those unpaid bills
through rate increases.

To my customer: I
may not have the
answer, but I’ll find
it. I may not have
the time, but I’ll
make it.
~UNKNOWN

We then explain to the customer that the deposit is
always his money and unfortunately much like a savings
account he did not willingly seek, but now will have. He was
told that the company would rather not have deposits on file
because this means more records to keep as well as having to
pay yearly interest on all deposits.
Then after checking with the company to see what this
customer’s two highest bills were, we explain how they
figured the amount of the deposit. We also pointed out the
flip side to deposits as he alone has just as much control in
getting it back as he had in causing it to be applied. (If it is a
residential deposit and not for tampering). We explain that he
can get it back in full with a 12 month good pay history on
his account.

To my customer: I
may not have the
answer, but I’ll find it.
I may not have the
time, but I’ll make it.
~UNKNOWN

At this point we also take the time to explain what a
good pay history means and his option of having a guarantor
in place of the deposit.
Although we cannot request the company remove the
deposit, we have taken the time to educate the customer as to
why he has found himself in this situation. Believe it or not,
it does help to defuse the anger sometimes.

To my customer: I may
not have the answer,
but I’ll find it. I may
not have the time, but
I’ll make it.
~UNKNOWN
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So in essence, we have now relayed negative information
to this customer with a positive solution that only he
himself can change if he so chooses. The company gets
a U on this complaint as they were right and all we had to
do was give a little more customer service as to the why’s
and how’s of his situation.
That is just a few to start with. Needless to say, we have
some really good ones as I know you do as well. I hope it
helps you understand we get the same calls that each of
you get.

Customers don’t expect
you to be perfect. They
do expect you to fix
things when they go
wrong.
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Just remember that good customer service is never
forgotten. Even those that try to deceive you can be won
over with it! What better tool to use to let someone know
you are on to them than to let them realize they have not
rocked your boat in the least!
In fact, I worked for seventeen years in retail management
and discovered back then that good customer service can
serve you well in both the good and the bad of any
business. My crew felt wrong in standing watch over
someone who appeared to be up to no good. So I decided
back then to use good customer service as a tool to prevent
even those types of situations. We would ask all customers
if they needed help of course, but knew those certain few
would brush that service off as fast as they could. That is
when we would smile and politely let them know that we
would stay close by just in case they did! :~)
Good Customer service serves your company well in any
situation if you think about it!
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The Melting Pot
Let’s talk spreadsheets: In keeping with good
customer service, I feel this in an area we need to
address. I have noticed the layout of some
spreadsheets sent to customers to be so hard to
decipher that it would take a rocket scientist to
understand. It would appear that some are creating
spreadsheets more for the ease in creating them than
for the ease of the customers who are reading them!
So, please take a moment to look at what you have
put together before sending it out and ask yourself if
it is a customer-friendly spreadsheet or a companyfriendly spreadsheet?

To my customer: I may
not have the answer, but
I’ll find it. I may not
have the time, but I’ll
make it.
~UNKNOWN
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I may not
have the
answer, but
I’ll find it.

That’s All Folks!

To my customer: I may
not have the answer, but
I’ll find it. I may not have
the time, but I’ll make it.
~UNKNOWN

