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9. INFORMAL AND FORMAL REVIEW (continued) 

(a) Informal Review (continued) 
informal complaint.  If, after 30 calendar days from the receipt of a request for 
informal review, the Division employee has received no information that the 
complainant has accepted a proposed solution or otherwise completely resolved the 
complaint with the utility, the complaint shall be presumed to be unresolved. 

 
(b) Mediation 
 If the Company or the complainant determine that they cannot resolve the dispute by 

themselves, either of them may request that the Division attempt to mediate the 
dispute.  When a mediation request is made, the Division employee shall inform the 
other party within five business days of the mediation request.  The other party shall 
either accept or reject the mediation request within ten business days of the request, 
and so advise the mediation requesting party and the Division employee.  If mediation 
is accepted by both parties or the complaint continues to be unresolved 30 calendar 
days after receipt, the Division employee shall further investigate and evaluate the 
dispute, considering both the customer's complaint and the utility's response, their past 
efforts to resolve the dispute, and try to mediate a resolution between the complainant 
and the Company.  Mediation efforts may continue for 30 days or until the Division 
employee informs the parties that the Division has determined that mediation is not 
likely to result in a mutually acceptable resolution, whichever is shorter. 

 
(c) Division Access to Information During Informal Review or Mediation 
 The Company and the complainant shall provide documents, data or other information 

requested by the Division, to evaluate the complaint, within five business days of the 
Division's request, if reasonably possible or as expeditiously as possible if they cannot 
be provided within five business days. 
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