Public Utility Commission

Memorandum

To: Interim Chair Kathleen Jackson
Commissioner Will McAdams
Commissioner Lori Cobos
Commissioner Jimmy Glotfelty

From: Barksdale English — Director, Division of Compliance & Enforcement
Chris Burch — Director, Consumer Protection Division
Date: October 26, 2023

Re: November 30, 2023 Open Meeting — Project No. 55603 — 2023 Summary of
Consumer Complaints and Enforcement Activities

BACKGROUND

Attached is summary information on enforcement actions and customer complaint data for fiscal
year 2023. We intend to present this information for your review at the November 30, 2023 Open
Meeting.

As part of its 2010 report on the PUC, the Sunset Advisory Commission adopted a management
action recommending that the Commission publish, on a regular basis, more complaint and
enforcement data on its website. The Sunset Advisory Commission recommended that the public
be given an opportunity to comment on this information.

Staff has requested that any interested person who wants to comment on this information file
written comments. Staff also posted the attached information on the PUC Announcements section
of the Commission’s homepage along with the same notice and request for comments to be filed
in Project No. 55603. Staff will consider comments filed regarding this project as it prepares to
publish the 2023 Summary of Consumer Complaint and Enforcement Activities.

The 2023 Summary has taken into consideration comments suggested by the public in previous
summaries. Staff has made color copies of the 2023 Summary available on the Commission’s
website. The color version is accessible from the PUC Announcements section of the homepage
and by downloading the native file from the filings interchange. Staff also included a notation on
the two graphs regarding refunds that the reported refunds and credits includes refunds, credits &
courtesy, goodwill and out of service credits.

Pursuant to the Sunset Advisory Commission’s recommendation, Staff will continue to publish
complaint and enforcement data on an annual basis and to provide the public an opportunity to
comment on this data.



DISCUSSION OF THE 2023 SUMMARY

Complaints

As indicated on attached charts, there were a total of 461 telecom complaints and 10,071 electric
complaints filed in fiscal year 2023. There were also 2,660 water complaints and 2,039 No-Call
complaints filed during this period. Because No-Call complaints are processed differently than
other types of complaints, these complaints are tracked separately.

The attached charts include a breakout of complaints by type, as well as information on the
percentage of total complaints in which consumers received a refund, and the average amount of

the refund provided by month.

Enforcement Actions

In fiscal year 2023, Commission Staff opened 92 investigations and closed 131 investigations.
The Commission approved orders imposing a total of $2,135,806.00 in administrative penalties,
$120,750.00 in bill pay assistance and $75,742.16 in refunds. Investigations and enforcement
actions in fiscal year 2023 involved entities in the wholesale and retail electric sectors, telecom,
apartments and water utility industries.

As reflected in the attached charts, the breakdown of docketed cases in fiscal year 2023 was 27%
electric retail, 2% electric reporting, 33% electric wholesale, 20% electric service quality, 2%
apartments, and 16% water.

The percentage of total penalties assessed in fiscal year 2023 was 18% electric retail, 69% electric
wholesale, and 13% electric service quality.

Of the investigations that were opened in fiscal year 2023, 26% were electric retail, 9% were
electric reporting, 32% were electric wholesale, 14% were electric service quality, 15% were
water, and 4% were apartments.



PROJECT NO. 55603
PUBLIC UTILITY COMMISSION OF TEXAS
PUBLIC NOTICE OF 2023 SUMMARY OF CONSUMER COMPLAINTS
AND ENFORCEMENT ACTIVITIES
AND REQUEST FOR COMMENTS

As a part of its 2010 report on the PUC, the Sunset Advisory Commission adopted a
management action recommending that the Commission publish, on a regular basis, more
complaint and enforcement data on its website. The Sunset Commission also
recommended that the public be given an opportunity to comment on this information.
Attached is summary information on enforcement actions and consumer complaint data
for fiscal year 2023. Staff intends to present this information for the Commissioners’
review at the November 30, 2023 Open Meeting. Staff is requesting that any interested
person who wants to comment on this information to file written comments in Project

55603 on or before Thursday, November 23, 2023.

Interested persons may file comments electronically through the interchange on the
commission’s website. Comments must be filed by November 9, 2023. Reply comments

must be filed by November 23, 2023. All comments should refer to project number 55603.

Questions concerning this notice should be referred to Chris Burch, Director of Consumer
Protection, (512) 936-7145. Hearing and speech-impaired individuals with text

telephones (TTY) may contact the commission by dialing 7-1-1.
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