Upon receipt of a complaint/inquiry from the KPSC or a company executive, the Customer Relations specialist:
1.  Sends confirmation to the KPSC or ] o i i i i .
. o . 2. Reviews the complaint/inquiry to determine 3.  Enters basic customer information into the
executive verifying receipt of the : X )
S the responsible department. company’s Complaint Tracking System.
complaint/inquiry.

* Upon entry of a customer’s account number in the Complaint Tracking System:
e A "Contact Customer Inquiry@502-627-2202" Special Condition/Alert is added to the customer’s account in CIS; if the inquiry is related to
disputed billings, a “Disputed Billing” flag is added to the account to ensure service continues for the customer until the dispute is resolved.
e Data such as customer name, phone number, etc. is automatically populated into the Complaint Tracking System from CIS;
e Documents pertaining to the issue are scanned/saved.
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Forwards the Complaint Tracking Form to

. . . Periodically updates the Complaint Tracking
the proper manager/department for 5. Monitors the status of outstanding ) )
. ) . ... Form to include names of internal/external
research, resolution and completion of complaints/inquiries. . N
contacts regarding the complaint/inquiry.

Complaint Tracking Form.

. ] » ] i . Reviews completed Complaint Tracking
Closes the complaint in the Complaint 8. Notifies the KPSC or outside agency/entity .. .
X . Form to determine if additional
when complaint is resolved. . .
attention/information is necessary.
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** When a complaint is closed in the Complaint Tracking System,
the Customer Relations specialist:
e Sends a follow-up letter (to customer?), when applicable.
o Closes the complaint in the Complaint Tracking System, thus
removing the alert in CIS.



