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A. Pu~suit of Remedies with the Company as a Condition to 
Filing Complaint with the Commission. The Commission shall not 
accept a fo~mal o~ info~mal complaint f~om a ~esidential custome~ 
until the ~esidential custome~ has made a good faith effo~t to 
~esolve the complaint di~ectly with the Company. The Commission 
specifically ~eserves the ~ight to waive this ~equi~ement when in 
equity and good conscience ci~cumstances so ~equi~e. 

B. Info~mal Complaints. Info~mal complaints should be in 
w~iting but may be initiated by telephone o~ in pe~son at the 
offices of the Commission. If in w~iting, the complaint need not 
be in affidavit fo~m. An info~mal complaint shall state the name 
and add~ess of the ~esidential custome~, the name of the Company, 
the natu~e of the o~iginal complaint in a clea~ and concise 
manne~, the ~elief ~equested, whethe~ the ~esidential custome~ has 
pu~sued all ~emedies with the Company which a~e available and such 
othe~ info~mation as is ~equi~ed unde~ NMPSC Rule 110.42 th~ough 
110.52. If the info~mal complaint does not initially contain this 
info~mation, a membe~ of the Commission staff will contact the 
complainant to attempt to obtain the missing data. 

C. Commission Investigation of Complaint. Upon ~eceipt of 
an info~mal complaint, the Commission shall, when app~op~iate, 
advice the Company within a ~easonable amount of time~ that a 
complaint has been filed against it, the Commission staff shall 
~eview and investigate the complaint and shall advice the 
complainant and the Company, within a ~easonable time, of the 
~esults of the investigation. 

D. Info~mal Staff Confe~ences. If the staff of the 
Commission is unable to ~esolve the complaint to the satisfaction 
of the pa~ties, eithe~ pa~ty may, within five (5) days afte~ 

~eceipt of the ~esults of the investigation, ~equest and info~mal 
confe~ence with staff o~ file a fo~mal complaint in acco~dance 
with the ~ules of P~actice and P~ocedu~e of the Commission. The 
Commission must find p~obable cause fo~ the complaint p~io~ to 
setting the matte~ down fo~ hea~ing. 
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E. Formal Complaints. If the parties are unable to reach a 
settlement of their dispute, a formal complaint may be filed with 
the Commission pursuant to the provisions of NMPSC Rule 110. 

F. An Appeal of the Commission Prevents Discontinuance. The 
Company shall not discontinue utility service to a residential 
customer or issue a notice of discontinuance relative to the 
matter in dispute once a formal comolaint has been filed with the 
Commission. The Commission shall immediately notify the Company 
that a formal complaint has been filed against it. 

G. In Forma Pauperis. The Commission shall authorize the 
commencement, prosecution, defense and investigation of any 
complaint filed under these rules without payment of fees and 
costs or security by a residential customer who make an affidavit 
that the residential customer is unable to pay such costs of 
security, as may be provided by law. 
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