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AUDIT ISSUED: December 29, 2025

Objective #1: Assess How the Public Service 
Department Ensured Consumer Utility 
Complaints Were Addressed

Objective #2: Assess If and How the Public 
Service Department Measured Performance of 
For the Complaint Handling Process
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HIGHLIGHTS

• The Department’s Consumer Affairs and Public Information Division (CAPI). CAPI staff help 

consumers resolve conflicts with their utility, educate consumers about the rights they have under 

utility regulations, and facilitate communication between consumers and their utility providers.

• Between January 1, 2022 and December 31, 2024, CAPI staff investigated nearly 3,000 consumer 

complaints. 

• CAPI’s complaint handling program generally resulted in utility actions that addressed consumers’ 

issues within the expected timeframe of 30 days. In almost all the 45 complaints reviewed, utilities 

took action to address the consumers’ issues after being contacted by CAPI staff. 

• CAPI can establish clearer expectations for how staff should handle complaints. For example, there 

was not an expected timeframe for when staff should contact a utility after receiving a complaint. In 

most of the complaints, staff did this within a day but in five of the 45 complaints we reviewed staff 

waited more than a week. 
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HIGHLIGHTS, CONT.

• The lack of comprehensive procedures also led to inconsistencies and errors with complaint data. 

Of the 45 complaints we reviewed, 17 (38 percent) did not have an accurate resolution and/or 

resolution date. This hinders CAPI’s ability to identify complaint trends and systemic issues with 

utilities, which impacts its efforts to advocate for policies that protect consumer interests and 

educate consumers about utility issues.

• Public Service reported three performance measures related to the complaint process but used a 

flawed methodology to calculate these measures. This caused Public Service to over-report results 

about the complaint program’s performance. (See following two slides)
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Data Reported by PSD to the Legislature in the Annual Programmatic Performance Measure Budget Report
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Our Calculation of the Same Two Measures
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