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PUBLIC UTILITIES CONSUMER ANALYST I 
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PUB UTILS CNSMR ANALYST I
CHARACTERISTICS OF THE CLASS: Under general supervision, position reviews and investigates consumer complaints regarding services provided by privately owned utilities.  Position will assess policies, processes, systems and responsiveness for recommended improvements, mediate disputes, research rules and regulations concerning utility operation, compile rate data and billing information.  The two levels of Public Utilities Consumer Analyst (PUCA) are distinguished by the nature and scope of responsibility; level of accountability; and complexity of duties.  PUCA I carries with it a lesser degree of complexity in the investigation and resolution of consumer related issues, whereas the PUCA II is more autonomous, knowledgeable of pertinent rules and regulations and functions independently.

EXAMPLES OF DUTIES: Apply and explain program rules, regulations, policies and procedures to satisfactorily resolve consumer complaints; interview complaints and regulated entities to determine if a violation has occurred and determine applicable corrective action review performance data such as calling trends, on-hold times, peak and low calling periods and frequency of complaints to provide recommendations for process improvement needed to address consumer concerns and provide expert testimony before an administrative law judge for rate cases.  The two levels of Analyst are distinguished by level of accountability and complexity of duties,  PUCA I will primarily assist in adjudicating disputes while PUCA II will have authority to recommend penalties. 

KNOWLEDGE, SKILLS AND ABILITIES:

Knowledge of: PUCA I must apply basic/working knowledge of: governmental statutes, rules, regulations governing tariffs and utilities operations; whereas the PUCA II must apply comprehensive knowledge in dispute mediation; problem resolution techniques via superior interviewing practices; and customer service techniques.

Skill/Ability to: Both levels of Analysts must demonstrate superior skill in verbal and written communication to explain statutes, rules, and regulations; provide feedback to departmental staff; provide analysis, interpretation and communication of response to a variety of customers; and operate a variety of computer systems and software. Both levels of Analyst must have the ability to resolve program related issues; comprehend and apply rules, regulations, policies and procedures; conduct interviews and assess appropriate course of action; manage assigned workload; utilize automated systems to enter and retrieve programmatic or customer data; establish and maintain effective working relationships; plan, coordinate, analyze and establish priorities.

Prefer: any combination of education and experience that meet the Knowledge, Skills and Abilities (KSA's) may be substituted.  Typical ways to obtain the KSAs would be: Bachelor’s degree from an accredited college or university in accounting, business administration, finance, economics, statistics or closely related field or One year (PUCA I) or two years (PUCA II) of work experience in accounting, economic, financial, rate analysis of professional utilities accounting which included evaluating and determining customer eligibility.

