
STATE OF NEW YORK 
DEPARTMENT OF PUBLIC SERVICE 

MATTER 23-00068 - I n the Matter of S t a f f ' s I n v e s t i g a t i o n i n t o 
b i l l i n g , customer s e r v i c e , and meter reading 
i s s u e s a f f e c t i n g customers of New York S t a t e 
E l e c t r i c and Gas Corporation and Rochester Gas 
and E l e c t r i c C o rporation. 

NOTICE INVITING PUBLIC COMMENT AND ANNOUNCING PUBLIC FORUMS 

( I s s u e d January 23, 2023) 

INTRODUCTION 
P u b l i c comment i s sought by the New York S t a t e 

Department of P u b l i c S e r v i c e (DPS) and the DPS Consumer 
Advocate, r e g a r d i n g a l l e g e d delayed or erroneous b i l l i n g , 
d e l ayed or i n a c c u r a t e meter reading, and customer s e r v i c e 
problems a f f e c t i n g customers of New York S t a t e E l e c t r i c & Gas 
Corporation (NYSEG) and/or Rochester Gas & E l e c t r i c Corporation 
(RG&E) (the companies). Comments submitted w i l l become p a r t of 
the o f f i c i a l r e c o r d f o r t h i s matter. 

To monitor u t i l i t y performance, DPS S t a f f t r a c k s 
u t i l i t y customer s e r v i c e m e t r i c s and compiles monthly complaint 
s t a t i s t i c s . DPS s t a f f has observed a s i g n i f i c a n t i n c r e a s e i n 
complaints a g a i n s t the companies and a d e t e r i o r a t i o n i n the 
companies' customer s e r v i c e performance m e t r i c s i n 2022 and 
e s p e c i a l l y s i n c e August 2022. Among other i s s u e s , customers 
have r e p o r t e d high, i n a c c u r a t e , or delayed b i l l s , which they 
a s s e r t a r e i n o r d i n a t e l y based on e s t i m a t e d meter r e a d i n g s . 
These problems have been compounded by the i n a b i l i t y of 
customers to t i m e l y r e a c h the companies' customer s e r v i c e 
r e p r e s e n t a t i v e s by telephone. 

As a r e s u l t of the c l e a r i n d i c a t i o n s of unusual 
amounts of complaint a c t i v i t y and delayed responses to customers 
and consumer complaints, DPS s t a f f and the DPS Consumer Advocate 
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w i l l h o l d in-person and v i r t u a l forums i n m u l t i p l e l o c a t i o n s i n 
the companies' s e r v i c e t e r r i t o r i e s to gather i n f o r m a t i o n about 
these i s s u e s d i r e c t l y from customers. I n a d d i t i o n , DPS s t a f f 
and the DPS Consumer Advocate s o l i c i t p u b l i c comments v i a 
v i r t u a l p u b l i c forums and through other channels. 

The purpose of the p u b l i c forums i s f o r NYSEG and RG&E 
customers to provide comments on b i l l i n g , customer s e r v i c e , 
meter reading, and other s e r v i c e q u a l i t y i s s u e s they have 
experienced, and to add to the r e c o r d DPS i s com p i l i n g r e g a r d i n g 
these i s s u e s . DPS s t a f f and the DPS Consumer Advocate seek 
p u b l i c comments re s p o n s i v e to the f o l l o w i n g q u e s t i o n s : 

• Have you r e c e i v e d d elayed b i l l s or no b i l l s f o r extended 
p e r i o d s of time (e.g., more than one month)? 

• I f you d i d not r e c e i v e a b i l l f o r one month or more, how 
_long d i d i t take to r e c e i v e a b i l l , and d i d you p o s s i b l y 
r e c e i v e more than one b i l l as a "catch-up"? 

• I f you c a l l e d your u t i l i t y to i n q u i r e why you d i d not 
r e c e i v e a b i l l , d i d you r e c e i v e t i m e l y , a c c u r a t e and 
adequate i n f o r m a t i o n from your u t i l i t y about why you were 
not r e c e i v i n g your b i l l ( s ) and when normal b i l l i n g would 
resume? 

• I f you are a customer r e c e i v i n g renewable energy s e r v i c e s 
from a community d i s t r i b u t e d generation (CDG), have you had 
any i s s u e s w i t h r e c e i v i n g b i l l s , c r e d i t s , or w i t h 
i n a c c u r a t e , delayed, or n o n - e x i s t e n t c r e d i t s and b i l l i n g 
r e c o n c i l i a t i o n s ? 

• I f you are a customer w i t h s o l a r panels or another form of 
renewable energy, have you had any i s s u e s w i t h r e c e i v i n g 
b i l l s , c r e d i t s , or w i t h i n a c c u r a t e , delayed, or non
e x i s t e n t c r e d i t s and b i l l i n g r e c o n c i l i a t i o n s ? Or have you 
had t r o u b l e s w i t h demand metering? 

• I f you r e c e i v e supply s e r v i c e through an Energy S e r v i c e 
Company (ESCO), have you had any i s s u e s w i t h r e c e i v i n g 
b i l l s , c r e d i t s , or w i t h i n a c c u r a t e , delayed, or non
e x i s t e n t c r e d i t s and b i l l i n g r e c o n c i l i a t i o n s ? 

T h i s l i s t i s not e x h a u s t i v e , and comments may be made 
on other i s s u e s r e l a t e d to the companies' performance. P l e a s e 
do not make p e r s o n a l i z e d complaints p u b l i c l y a t a , p u b l i c forum 
so t h a t you do not i n a d v e r t e n t l y r e v e a l c o n f i d e n t i a l p e r s o n a l 
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i n f o r m a t i o n . I n s t e a d , make any and a l l complaints i n the 
manner (s) s e t f o r t h below. 

PLEASE TAKE NOTICE t h a t p u b l i c forums before DPS s t a f f 
w i l l be h e l d to r e c e i v e comments r e g a r d i n g b i l l i n g , meter 
read i n g , and customer s e r v i c e problems t h a t have a f f e c t e d 
customers of the companies s i n c e 2022, as f o l l o w s : 

1. VIRTUAL: 
Date: Tuesday, January 31, 2023 
Time: 1:00 p.m. 

E l e c t r o n i c Access: www.webex.com 
Event number: 2343 229 4895 
Event password: Jan31-lpm 

Phone-only Access: 518-549-0050 
Access code: 2343 229 4895 

Date: Tuesday, January 31, 2023 
Time: 6:00 p.m. 

E l e c t r o n i c Access: www. webex". com 
Event number: 2333 158 8627 
Event password: Jan31-6pm 

Phone-only Access: 518-549-0050 
Access code: 2333 158 8627 

2. SOMERS (In-Person): 
Date: Wednesday, February 1, 2023 
Time: 1:00 p.m. to 3:00 p.m. 

5:30 p.m. to 7:30 p.m. 

Location: H e r i t a g e H i l l s S o c i e t y 
8 H e r i t a g e H i l l s D r i v e 
Somers, NY 10589 

3. ROCHESTER (In-Person): 
Date: Tuesday, February 7, 2023 
Time: 1:00p.m. t o 3 : 0 0 p . m . 

6:00 p.m. to 8:00 p.m. 
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Location: Rochester C i t y H a l l - C o u n c i l Chambers 
30 Church S t . 
Rochester, NY 14614 

4 . BINGHAMTON (In-Person) : 
Date: 
Time: 

Wednesday, February 8, 2023 
1:00 p.m. to 3:00 p.m. • 
6:00 p.m. to 8:00 p.m. 

Location: Binghamton S t a t e O f f i c e B u i l d i n g 
F i r s t F l o o r Conference Room 
44 Hawley S t . 
Binghamton, NY 13901 

At the p u b l i c forums, those w i s h i n g to comment on the 
companies and the q u e s t i o n s presented above w i l l have an 
o p p o r t u n i t y to do so on the r e c o r d . Commenters may be asked 
follow-up or c l a r i f y i n g q u e s t i o n s by DPS s t a f f . Members of the 
p u b l i c may a t t e n d whichever forum i s convenient and attendance 
i s not l i m i t e d to customers of the u t i l i t i e s . 

Any person wishing to provide a p u b l i c comment on the 
record a t the v i r t u a l forums must p r e - r e g i s t e r by 12:00 p.m. on 
January 30, 2023. 

l i k e to provide a comment and w i l l l o g i n to a v i r t u a l forum 
e l e c t r o n i c a l l y may r e g i s t e r a t www.webex.com and then c l i c k 
" J o i n A Meeting" a t the top r i g h t - h a n d corner of the s c r e e n and 
e n t e r the a p p r o p r i a t e event number l i s t e d above and p r o v i d e a l l 
requested i n f o r m a t i o n . 

to p a r t i c i p a t e e l e c t r o n i c a l l y , may p a r t i c i p a t e by phone. C a l l -
i n p a r t i c i p a n t s w i s h i n g to provide a statement must r e g i s t e r to 
do so i n advance by c a l l i n g 1-800-342-3330 and provide the 
requested i n f o r m a t i o n . 

On the date and time of the v i r t u a l forums, e l e c t r o n i c 
• p a r t i c i p a n t s should v i s i t VJVJW . webex. com and e n t e r the 
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a p p r o p r i a t e event log i n number. A l l c a l l - i n u s e r s should d i a l 
518-549-0500 and en t e r the r e l e v a n t a c c e s s code l i s t e d above. 

Persons w i t h d i s a b i l i t i e s r e q u i r i n g s p e c i a l 
accommodations should c a l l the DPS' Human Resources Management 
O f f i c e a t (518)474-2520 as soon as p o s s i b l e . TDD u s e r s may 
request a s i g n language i n t e r p r e t e r by p l a c i n g a c a l l through 
the New York R e l a y S e r v i c e a t 711. 

I n d i v i d u a l s t h a t may need a language accommodation are 
encouraged to c a l l the Department a t 1-800-342-3377 f o r f r e e 
language a s s i s t a n c e s e r v i c e s r e g a r d i n g t h i s n o t i c e . 
Other Ways to Comment: 

For those who cannot a t t e n d or p r e f e r not to speak a t 
a p u b l i c forum, t h e r e are s e v e r a l other ways to provide your 
comments. Comments should r e f e r to Matter 23-00068, NYSEG/RG&E 
B i l l i n g I n v e s t i g a t i o n . 

V i a I n t e r n e t or mail: The Department of P u b l i c 
S e r v i c e w i l l launch a d e d i c a t e d comment form on www.dps.ny.gov 
by January 31, 2023. . A l t e r n a t i v e ] . y , comments may be mailed to 
Hon. M i c h e l l e L. P h i l l i p s , S e c r e t a r y , New York S t a t e Department 
of P u b l i c S e r v i c e , 3 Empire S t a t e P l a z a , Albany, New York 12223-
1350. A l l w r i t t e n comment w i l l become p a r t of the r e c o r d 
c o nsidered by the Commission i n t h i s matter and may be accessed 
on the Department's website i n Matter 23-00068. 

T o l l - f r e e Opinion Line: Comments may be submitted by 
c a l l i n g the Department of P u b l i c S e r v i c e ' s Opinion L i n e a t 1-
800-335-2120. T h i s number i s designed to take comments about 
pending ma t t e r s from i n - s t a t e c a l l e r s 24 hours a day. These 
comments are not t r a n s c r i b e d v e r b a t i m , but a summary i s provided 
to the Commission. 
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F i l i n g a Consumer Complaint 
I f you wish to f i l e a complaint about your u t i l i t y 

s e r v i c e , you may c o n t a c t DPS a t www.dps.ny.gov/complaints, 1-
800-342-3377 (Monday - F r i d a y , 8:30 a.m. - 4:00 p.m.) or by 
w r i t i n g to O f f i c e of Consumer S e r v i c e s , 3 Empire S t a t e P l a z a , 4̂ ^ 
F l o o r , Albany, New York 12223. P l e a s e i n c l u d e as much 
i n f o r m a t i o n as p o s s i b l e w i t h your complaint. 

(SIGNED) MICHELLE L. PHILLIPS 
S e c r e t a r y 
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