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Question 19

Define the term “escalated complaint” as it relates to Smart Meters

Answer 19

PG&E defines “escalated complaint” as customer complaints to PG&E from any of the 
following sources of origin:

■ CPUC formal and informal complaints that have been transmitted to PG&E for 
resolution;

■ Written or verbal customer communications/ complaints made to PG&E officers 
and management; and

■ Customer inquiries to PG&E’s call center that cannot be immediately resolved at 
the call center and are escalated internally.

PG&E’s Customer Relations, Escalated Complaint Management group handles and 
tracks PG&E’s escalated complaints.
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