EXPANDED CONSUMER PROTECTION WORKING GROUP AGENDA

Friday, May 2, 2025
Poll Question Series 1:

Which marketplace participant best describes you?

Approved Vendor

Designee/Nested Desighee

Consumer

Government Agency

Non-Profit Advocacy/Community Group

Prospective Approved Vendor/Designee

Other

TOPIC1 Upcoming launch of Solar Restitution Program

BACKGROUND | Next week, the Agency and Program Administrator for lllinois Shines intend to
launch the Solar Restitution Program - the first of three major new consumer
protection initiatives previewed in the 2024 Long-Term Plan. The Solar Restitution
Program is aimed at providing financial restitution to lllinois Shines consumers who
have experienced economic harm through their participation in lllinois Shines.

The first phase of the Solar Restitution Program allows customers to apply for
restitution if their Approved Vendor received and failed to pass through their
promised Renewable Energy Credit (“REC”) incentive. To be eligible to receive
restitution, customers must have first filed a complaint with the Program
Administrator for the failure to timely pass through their promised REC incentive,
and that complaint must be closed out by the Program Administrator due to there
being no reasonable likelihood that the Approved Vendor will pay the promised
amount. Claimants must file Solar Restitution Program claims within six months of
their complaint being closed out — or six months after the launch of the Solar
Restitution Program — whichever is later. Customers who have received a partial
payment of the promised REC incentive will not be eligible for Phase | of the Solar
Restitution Program. Claimants must attest that if they receive a restitution award
and later receive some — or all — of their promised REC incentive from their
Approved Vendor, they may be required to repay their restitution award to ensure
they do not receive a total amount greater than their originally promised pass-
through incentive payment.

After a customer files a restitution claim, the Program Administrator will provide
the Approved Vendor with an opportunity to respond to the claim prior to the
Program Administrator making a claim award decision. Approved Vendors are
required to be responsive to requests for information by the Program Administrator
throughout this process.

Currently, there are two caps on potential claim awards. The first is a $30,000 cap




per solar project. The second is a $200,000 total cumulative cap on claims based on
the conduct of a single Approved Vendor. Should the total amount of claims filed by
customers of an Approved Vendor exceed the $200,000 cap, the total amount
payable to each successful claimant will be prorated accordingly. For example, if
eligible claims for a single Approved Vendor amount to $400,000, claimants will
receive 50% of their approved claim amount given the AV cap ($200,000) is 50% of
the total approved claims ($400,000).

The Agency and Program Administrator anticipate expanding the Solar Restitution
Program in the future to cover different bases for economic harm (such as
installation-related damage), and later phases of the Solar Restitution Program will
also be open to ILSFA customers.

ISSUES/ e What questions do stakeholders have about the claimant eligibility

QUESTIONS TO requirements for the new Solar Restitution Program?

DISCUSS e  What questions do stakeholders have about the award caps and how the
Program Administrator will prorate awards, as necessary?

e  What questions do Approved Vendors have about expectations for
responsiveness to the Program Administrator during the restitution review
process?

TOPIC 2 Non-Standard Offers and Disclosure Forms

BACKGROUND | It has come to the attention of the Agency and Illinois Shines Program
Administrator that some solar companies are beginning to use some offer models
that may not be set up like a standard lease or PPA, but rather incorporate
elements of both. Such models may not be entirely consistent with the assumptions
and fields built into the standard Disclosure Form. The Program Administrators and
the Agency are interested in learning about different types of offers for leases and
PPAs and to discuss how they can be accurately portrayed in the Disclosure Form.

ISSUES/ o  What sorts of nonstandard offer models, or models that blend elements of

QUESTIONS TO leases and PPAs, are companies offering / are other stakeholders aware of?

DISCUSS e How are solar vendors filling out Disclosure Forms to ensure customers

understand the offers?

e  What guidance from the Agency and Program Administrator would be
helpful?

TOPIC 3 Proactive participant outreach by AVs to ensure satisfaction, anticipate needs,
and mitigate issues
BACKGROUND | The Program Administrator for the lllinois Solar for All (ILSFA) Program is soliciting

feedback and input on how to encourage Approved Vendors (AVs) to strengthen
participant outreach efforts to customers once those customers begin to work
with the AV.




Specifically, the Program Administrator is interested in best practices for how AVs
can have meaningful touchpoints with customers at milestones such as
installation, at the outset of anticipated savings/utility billing, along with post-
installation follow-ups (e.g., at 6 months, 9 months, or 12-months).

The goal would be to proactively support customers by anticipating needs,
addressing questions, and/or clarifying concerns, so as to resolve issues before the
customer becomes dissatisfied or submits a formal complaint.

The Program Administrator has seen instances where the lack of consistent
touchpoints with AVs has resulted in participant confusion or misaligned
expectations. In these instances, and due to lack of additional AV touchpoints
during the participant journey, issues may go unrecognized until the issue
escalates to a complaint.

ISSUES/
QUESTIONS TO
DISCUSS

e  What are common questions or concern areas participants have, and are
there any distinct areas of confusion relating to the program?

e  What proactive communication practices by AVs should be considered
“standard practice”?

e Are there any preferred communication practices or protocols that the
Program Administrator can encourage AVs to use with participants?




