
STATE OF CALIFORNIA Governor

PUBLIC UTILITIES COMMISSION
505 Van Ness Avenue
San Francisco CA 94102-3298

GAVIN NEWSOM,

Pacific Gas & Electric Company
ELC (Corp ID 39)
Status of Advice Letter 6031E
As of February 16, 2021

Division Assigned:     Energy

Date Filed:     12-23-2020

Date to Calendar:     12-25-2020

Authorizing Documents:   

Disposition:
Effective Date:

Resolution Required:     No

Resolution Number:     None

Commission Meeting Date:     None

CPUC Contact Information:

AL Certificate Contact Information:

Pacific Gas and Electric Company (PG&E) 3rd Quarter 2020 Solar Complaint Trends 
Information-Only Advice Letter

Subject:

D1809044

Accepted
12-23-2020

Annie Ho

PGETariffs@pge.com
415-973-8794

edtariffunit@cpuc.ca.gov



To:  Energy Company Filing Advice Letter

From:  Energy Division PAL Coordinator

Subject:  Your Advice Letter Filing

The Energy Division of the California Public Utilities Commission has processed your 
recent Advice Letter (AL) filing and is returning an AL status certificate for your records.

The AL status certificate indicates:

       Advice Letter Number
       Name of Filer
       CPUC Corporate ID number of Filer
       Subject of Filing
       Date Filed
       Disposition of Filing (Accepted, Rejected, Withdrawn, etc.)
       Effective Date of Filing
       Other Miscellaneous Information (e.g., Resolution, if applicable, etc.)

The Energy Division has made no changes to your copy of the Advice Letter Filing; please
review your Advice Letter Filing with the information contained in the AL status certificate, 
and update your Advice Letter and tariff records accordingly.

All inquiries to the California Public Utilities Commission on the status of your Advice 
Letter Filing will be answered by Energy Division staff based on the information contained 
in the Energy Division's PAL database from which the AL status certificate is generated. If 
you have any questions on this matter please contact the:
 
       Energy Division's Tariff Unit by e-mail to
       edtariffunit@cpuc.ca.gov

STATE OF CALIFORNIA Governor

PUBLIC UTILITIES COMMISSION
505 Van Ness Avenue
San Francisco CA 94102-3298

GAVIN NEWSOM,



 

 
Erik Jacobson 

Director 

Regulatory Relations 

Pacific Gas and Electric Company 

77 Beale St., Mail Code B13U 

P.O. Box 770000 

San Francisco, CA  94177 

 

Fax: 415-973-3582 

December 23, 2020 
 
  
Advice 6031-E 
(Pacific Gas and Electric Company ID U 39 E) 

 
 
Public Utilities Commission of the State of California 
 
Subject: Pacific Gas and Electric Company (PG&E) 3rd Quarter 2020 Solar 

Complaint Trends Information-Only Advice Letter 
 
Purpose 
 
Pacific Gas and Electric Company (PG&E) hereby submits via an information-only 
submittal a report on complaints received by PG&E from solar customers, in compliance 
with California Public Utilities Commission (CPUC) Decision (D.)18-09-044 Adopting Net 
Energy Metering Consumer Protection Measures Including Solar Information Packet. 
This submittal covers the period from July 1, 2020 through Sep 30, 2020. 
 
Background 
 
California Assembly Bill (AB) 1070 (Gonzalez-Fletcher, approved October 11, 2017) 
requires, among other things, the Contractors State License Board (CSLB) to receive and 
review customer complaints regarding solar energy companies and solar contractors, and 
publish an annual report documenting these complaints beginning July 1, 2019. In 
Ordering Paragraph (OP) 6 of D.18-09-044, the CPUC directs the IOUs to support solar 
consumer protection efforts by proposing a method for categorizing and reporting to the 
CPUC, customer complaints related to solar on a quarterly basis ꟷ to be submitted in a 
Tier 2 advice letter within 90 days of issuance of the Decision per OP 7 of D.18-09-044. 
 
On January 3, 2019, the Joint Investor Owned Utilities (IOU) submitted a Tier 2 Advice 
Submittal ꟷ Southern California Edison Company (SCE) AL 3932-E, PG&E AL 5463-E, 
and San Diego Gas & Electric Company (SDG&E) AL 3320-E ꟷ proposing a method for 
tracking and reporting solar complaints on a quarterly basis to the CPUC.  The California 
Solar & Storage Association (CALSSA) and Solar Energy Industries Association (SEIA) 
filed a protest on January 23, 2019 to these initial joint IOU submittals.   
 
The IOUs received additional feedback from CPUC Energy Division staff that was 
informed in part by meetings staff had held with the CSLB on the CSLB’s AB 1070 
reporting requirements, along with feedback from the joint Solar Agency Task Force 
complaint working group. Based on this feedback, the IOUs submitted a joint 
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supplemental Tier 2 advice submittal ꟷ  SCE AL 3932-E-A, PG&E AL 5463-E-A, and 
SDG&E AL 3320-E-A ꟷ on November 8, 2019 which replaced in full the prior submittal. 
 
We will refer here to the supplemental joint submittal as the “Joint IOU Solar Complaint 
Categories Submittal”.  
 
CPUC Energy Division approved the Joint IOU Solar Complaint Categories Submittal on 
September 24, 2020. 
 
Per OP 7, within 90 days of the Energy Division approval of the Joint IOU Solar Complaint 
Categories Filing, the utilities are directed to submit quarterly information-only advice 
submittals to the Energy Division documenting solar complaint trends. 
 
Complaints Received from PG&E’s Solar Customers 
 
Pacific Gas and Electric Company (PG&E) submits this information-only advice submittal 
in compliance with D.18-09-044, to report on solar complaint trends. This submittal covers 
complaints received by PG&E from solar customers in PG&E’s service area between July 
1, 2020 and September 30, 2020 (Q3 2020).   
 
Complaint Tracking 
 

PG&E has a specialized Solar Customer Service Center (SCSC) with teams that are 
staffed by senior Customer Service Representatives (CSRs).  These CSRs are trained 
to support the specialized needs of solar customers related to Net Energy Metering 
billing, solar programs, and other services. PG&E’s SCSC CSRs record solar complaints 
received by phone from PG&E customers by submitting a pre-formatted email to a 
dedicated internal “Solar Complaints” mailbox. In that email form, CSRs mark the 
complaint category ꟷ per those approved in PG&E AL 5463-E-A ꟷ into which the 
complaint should be categorized.  

 

The four complaint categories are provided below, with sub-categories:  

A. Inappropriate Access to Customer Data  

1. Solar company use of IOUs’ emergency help line to access customer data 
inappropriately 

2. Solar company use of customers’ online My/Your Account portal or otherwise 
impersonating a customer  

B. Misrepresentation or impersonation 

1. Solar company impersonating an IOU representative or partner, misuse of IOUs’ 
brand or logo 

2. Solar company impersonating a government agency representative  

C. Equipment or Workmanship Complaints 
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1. Solar company unresponsive regarding equipment or workmanship issues 
2. System never permitted to interconnect by applicable IOU  

D. Other 

1. Misrepresentation of solar contract terms 
2. Other missing or incorrect solar documentation 

 

Table 1 shows the number of complaints received by category during Q3 2020 (i.e. from 
July 1, 2020 to Sep 30, 2020).  In Q3 2020, PG&E received a total of 8 complaints that 
fall into the categories approved per PG&E AL 5463-E-A. 
 
Table 1. Solar Complaints Received by PG&E from Solar Customers in Q3 2020. 

Category and Subcategory 
# by Sub-

Category 

Total 

by Category 

A. Inappropriate Access to Customer Data   4 

  1. Solar company use of IOU's emergency help line to 

access customer data inappropriately 0 

 

  2. Solar company use of customers' online My/Your 

Account portal or otherwise impersonating a customer 4 

B. Misrepresentation or Impersonation  0 

  1. Solar company impersonating an IOU representative 

or partner, misuse of IOU's brand or logo. 0 

  

  2. Solar company impersonating a government agency 

representative 0 

C. Equipment or Workmanship Complaints  1 

  1. Solar company unresponsive regarding equipment 

or workmanship issues 
1 

 
  2. System never permitted to interconnect by 

applicable IOU 
0 

D. Other  3 

  1. Misrepresentation of solar contract terms 2   

    2. Other missing or incorrect solar documentation 1 

Grand Total   8 

 
Protests 
 
This is an information-only advice letter submittal. Pursuant to General Order 96-B 
Section 6.2, PG&E is not seeking relief through this advice letter and is not subject to 
protest. Instead, PG&E is reporting a report on complaints received by PG&E from solar 
customers, in compliance with California Public Utilities Commission (CPUC) Decision 
(D.)18-09-044 Adopting Net Energy Metering Consumer Protection Measures Including 
Solar Information Packet.  
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Effective Date 
 
PG&E requests that this information-only advice submittal become effective upon date of 
submittal, which is December 23, 2020. 
 
Notice 
 
In accordance with General Order 96-B, Section IV, a copy of this advice letter is being 
sent electronically and via U.S. mail to parties shown on the attached list and the parties 
on the service list for R.14-07-002.  Address changes to the General Order 96-B service 
list should be directed to PG&E at email address PGETariffs@pge.com.  For changes to 
any other service list, please contact the Commission’s Process Office at (415) 703-2021 
or at Process_Office@cpuc.ca.gov.  Send all electronic approvals to 
PGETariffs@pge.com.  Advice letter submittals can also be accessed electronically at: 
http://www.pge.com/tariffs/. 
 
 
  /S/    
Erik Jacobson 
Director, Regulatory Relations 
 
Attachments 
 
cc: Service List R.14-07-002 
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