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[l. Dispute Resolution

The Company or Customer may elect to use the following process to address any dispute or
complaint regarding Company's processing of Customer's application for transportation service. The
parties may aso pursue other legal mechanisms to address complaints and disputes including the
Commission's formal complaint proceeding.

A. The Company or Customer may initiate the dispute resolution process by presenting
awritten description of the dispute/complaint, and a proposed resolution, to the other
party, sent in amanner that will verify its receipt.

B. The other party must, as soon as possible, but in no case more than 15 calendar days
following receipt of the complaint, provide a written response to the complaining
party, with an aternative resolution proposal if the complaining party's proposed
resolution proposal is deemed unacceptable; or, with the results of any informa
resolution that may have been reached with the other party prior to that date.

C. If the initial exchange of written material (and perhaps verbal discussions) does not
resolve the dispute, the complaining party may request a meeting(s) to discuss the
matter further. The responding party must agree to such a meeting(s) to be held
within 15 calendar days following the request.

D. The parties may agree to use alternative dispute resolution techniques with mutually
agreed-upon time frames that may differ from those defined in the dispute solution
process.

E. If aresolution is not obtained within 45 caendar days after the initial complairt letter,

either party may file the complaint with the Department of Public Service for
assistance in resolving the dispute.

F. All correspondence or documents to be delivered from one party or another under this
process must be sent in a manner that provides verification that it is received within
the time periods specified by this dispute resolution process.
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