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Customer Outreach and Customer Relations

3.1   Introduction

This section presents statewide LIEE policies and procedures in the areas of customer outreach and customer relations.  Subsection 3.2 discusses policies relating to the recruitment of participants for the Program, while Subsection 3.3 focuses on the maintenance of proper relationships with customers.  It should be understood that the policies in this section are supplemented by additional provisions in both specific and general terms and conditions included in formal agreements between utilities and contractors.  

3.2   Customer Outreach

Contractors recruiting customers for participation in the LIEE Program are required to follow strict policies relating to customer outreach.  Customer outreach policies cover promotional guidelines, limitations on representations made by contractors and their employees, outreach interactions, and tracking.  

3.2.1.   Promotional Guidelines

Only promotional materials approved by the Utility Program Manager may be used to promote participation in the LIEE Program.  

3.2.2.   Representations by Contractor and Contractor’s Employees

Neither the contractor nor his/her employees may imply that they are employees of the Utility or affiliated with the Utility in any way other than through the LIEE Program.  

3.2.3.   Outreach Interaction

Outreach personnel must effectively contact and interact with a diverse set of customers.  These personnel shall have available any necessary multilingual staff and/or translators.  

3.3   Customer Relations

3.3.1.   Introduction

It is imperative that both contractors and utility employees maintain proper customer relationships.  The LIEE Program is a customer service program, and should be delivered accordingly.  Specific polices with respect to customer relations are specified below.  

3.3.2.   Expedient Service

Service must be provided to participants in a reasonable time frame, as determined by the utility.  Crews must inform customers of the approximate amount of time required for installations, inspections and gas appliance testing (if required), and shall provide services as expeditiously as possible.   

3.3.3.   Other Work

Only three types of work for participating customers may be billed to the LIEE Program: energy education, the installation of eligible measures, and the provision of eligible minor home repairs.  The contractor is prohibited from selling other services to the customer or charging the customer for any other service.
  

3.3.4.   Staff Identification

All contractor or subcontractor employees who engage in customer contact must wear identification badges provided or approved by the utility at all times.  Each badge must include a color photo of the employee.  If the contractor produces badges, templates for identification badges will be provided by the utility.  The contractor shall immediately return or destroy the ID badges of all personnel no longer working for the contractor or its subcontractors on the LIEE Program.  In the event that the contractor destroys the badges, the contractor shall notify the Program Administrator in a timely fashion.  

3.3.5.   Crew Appearance

LIEE contractors are responsible for the courtesy and appearance of their employees.  Discourteous personnel and unprofessional appearance will not be tolerated in this program and may constitute grounds for contract termination.

3.3.6.   Clients 18 Years or Older

In general, contractors shall enter clients' residences only when adults, eighteen (18) years of age or older are present.  The only exception to this rule is that contractors may enter the home of a customer under eighteen (18) years of age if the customer is married or has been declared an emancipated minor by the courts.

3.3.7.   Customer Complaint Procedures

The contractor must make every effort to resolve customer complaints.  The Contractor must notify the utility or its designee of the status of each complaint within 24 hours of the contractor’s receipt of the complaint.  If the complaint deals with customer safety, the contractor must resolve it within 24 hours.  If the complaint does not relate to customer safety, the contractor must resolve the complaint to the satisfaction of the customer within 10 days of the receipt of the complaint.  The acceptability of the contractor’s resolution of complaints will be determined at the sole discretion of the utility.  If the contractor has not resolved the complaint within the mandated period, the contractor shall notify the utility or its designee of this failure.
3.3.8.   Substance Abuse and Smoking Policy

While at the customer sites, contractor personnel shall not be under the influence of drugs or alcohol nor be using drugs or alcohol when on the job.  Smoking is prohibited within the residence being served at all times and on the customer’s property without the customer’s approval.  

3.3.9.   Incident Report

Contractors must immediately contact the utility or its designee if during a home visit there is damage to a customer's home and/or property or if the contractor’s employee has been accused of an illegal act.  Within 24 hours, the contractor will inform the utility or its designee of the resolutions of all such incidents. 

� 		Note that this provision does not preclude the possibility of requiring a co-payment for the installation of one or more measures, if approved by the utility.  
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