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Di spute Resol ution Process

The di spute resolution process set forth in this Service Cassification is expected
to be followed to address all Supplier Select disputes/conplaints between

Mar ket ers/ Direct Custonmers and the Company with respect to the Supplier Select
Programissues. Disputes involving custoners, of either the Marketer or the Conpany,
are not addressed by this process. The Marketer/Direct Custonmer and the Conpany wl|
desi gnate specific personnel to be responsible for responding to conplaints and

di sputes under this process. Any dispute that cannot be resolved in the norma
course by the respective representatives of the parties shall be referred to the
responsi ble officers of the parties for resolution. The parties nay agree to use
alternative dispute resolution techniques with nutually agreed upon tine frames that
may differ fromthose defined in the Service Cassification. The parties may al so
pursue ot her | egal mechani snms to address conpl ai nts and di sput es.

1. The Marketer/Direct Custonmer or the Conpany nmay initiate the dispute resolution
process by presenting a witten conplaint to the other party (ies) involved in
the dispute, sent in a manner that will verify its receipt.

a. The conpl aint shall include a concise statenent of the question or
di spute, the relevant facts and data (including any applicable contract
or Tariff provisions) which support the complaint, and a proposed
resol ution.

2. The other party (ies) shall, as soon as possible, but in no case nore than 15
cal endar days follow ng receipt of the conplaint, provide a witten response to
the conplaining party (ies), with an alternative resolution proposal if the
conpl ai ning party*s (ies) proposed resolution is deened unacceptable; or, with
the results of any informal resolution that may have been reached with the
other party (ies) prior to that date.

3. If the initial exchange of witten material (and perhaps verbal discussions)
does not resolve the dispute, the conplaining party (ies) may request a neeting
(s) to discuss the matter further. The responding party (ies) nust agree to
such a nmeeting (s) to be held within 15 cal endar days foll owi ng the request.
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