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Whitney:Welcome everyone, and thank you for coming. Please mute yourself upon entry to eliminate any background noise. We’ll get started in a few moments.(Whitney will type in chat: Welcome and thank you for coming. Please mute yourself upon entry to eliminate background noise. We’ll start momentarily.)(Whitney: press record when ready to begin)



Previous
Session 1: Understanding the IPA's Solar Incentive Programs
Date: Thursday, July 18, 2024, at 12:15 - 1 p.m.
Watch the Recording & View Deck Here

Upcoming
Session 2: How Consumer Protections Work for the IPA's Solar Incentive Programs
Date: Thursday, August 15, 2024, at 12:15 - 1 p.m.
Registration Link: Register Here

Session 3: Advancing IPA’s Equity Initiatives in the Clean Energy Transition
Date: Thursday, September 5, 2024, at 12:15 - 1 p.m.
Registration Link: Register Here

Session 4: IPA’s Clean Energy Dashboard & Progress Toward State Clean Energy Goals
Date: Thursday, September 19, 2024, at 12:15 - 1 p.m.
Registration Link: Register Here

IPA Summer School for Legislators & Staff 
2024 Schedule

2

Presenter Notes
Presentation Notes
Welcome everyone – I’m Whitney Richardson, the Illinois Power Agency’s Legislative Affairs Manager. We’re so glad to have you join us today for the second session in the new “IPA Summer School” series, an educational webinar series for legislators, government leaders and staff, to learn more about programs and initiatives pertinent to your work as legislators and point persons for constituents across the state. We designed this series to:  1) bridge a gap in understanding of the IPA’s work and its relevance to your constituencies and roles;  2) help you develop your knowledge of existing state solar incentive programs and consumer protections so you can communicate about these with your constituencies and navigate related casework with increased ease; 3) tell you more about our efforts to achieve statutory clean energy and equity goals; and 4) provide a forum for you to ask us questions and let us know what you’re interested in. �This year’s IPA Summer School is a 4-part series:- Last month we discussed the two solar incentive programs administered by the IPA and the recording and slides for that session are now posted to the series' registration page under the "Previous Sessions" heading. Today we’ll do a deeper dive into the consumer protections built into both solar incentive programs.- In September, Session 3 will cover the equity initiatives that make up part of our work in the clean energy transition, and - Session 4 will discuss progress toward statutory clean energy goals. After each session, we will share some collateral with you, as well as a recording of the presentation, to support your learning and communications regarding these topics.Today’s session is an educational forum, and the presentation portion will be recorded for future use. The presentation does not represent a legal interpretation. It will focus on the IPA’s Consumer Protection Initiatives associated with the two solar incentive programs we discussed last month, Illinois Shines and ILSFA. We’ll reserve a few minutes at the end of today’s session to respond to any general questions related to today’s topic. The Q&A portion of today’s session will not be recorded.I will now turn to the floor over to the IPA’s Director, Brian Granahan, to give a brief introduction to the Illinois Power Agency and its consumer protection obligations.

https://us06web.zoom.us/meeting/register/tZUlcuCuqzIvG9P9wtm2ZF-fSCHyqs1XkBIA
https://us06web.zoom.us/meeting/register/tZwrdemhrDosH9cN04Lj5bS-fz6tuwa_BC0D
https://us06web.zoom.us/meeting/register/tZUtde6urD0uEtXqv9UYvlcqvpFb1z1skbl9
https://us06web.zoom.us/meeting/register/tZIudOuhrTsoEtFyHyogErpMHQPb-wwx84E3


• About the IPA Recap:
• Responsible for implementation of Illinois Renewable Portfolio Standard
• Implement the state’s two solar incentive programs
• Clean energy work incorporates equity provisions
• Continues to procure electricity for 20-25% of eligible retail customers in Illinois, 

established in 2007
• What distinguishes us from the ICC

• IPA's Consumer Protection (CP) Obligations
• Set terms and conditions for participation, including CP requirements

What is the Illinois Power Agency?
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Brian == after this slide turn the floor back over to Whitney:- Brief recap intro to history of IPA’s establishmentCreated by IL law in 2007 – responsible for managing power purchases for eligible retail customers of Ameren, ComEd and MidAmerican in an ethical, objective, independent manner. Eligible retail customers are residential and small commercial customers who have not chosen service from an alternate electricity supplier, and they represent approx. 20-25% of the Illinois electricity market).- The primary way the IPA differs from the ICC is that we're an implementation agency that plans, operates, and administers programs and procurements, while the ICC is a regulatory agency that regulates the behavior of and rates charged by public utilities and other commercial activity. ----   [One thing I could handle on this slide is clarifying that we’re not a regulatory agency and that our power stems back to administering a solar incentive program.  Somewhere in the presentation (whether through my slide or one of Rachel’s introductory slides), we should discuss Section 1-75(c)(1)(M)(i)-(vii) of the IPA Act, how that language was enacted through CEJA, how we achieve each of these specific items (the General Assembly assigned us with these specific responsibilities, and here’s how each specific responsibility is being met), and at least mentioning also how almost all of this was already substantively in place pre-dating CEJA.  The substantive arc of the presentation seems to focus on switching between topic areas of interest; while those are the right topics to cover, a presentation like this needs 2-3 more foundational slides explaining what our authority is, where it derives from, and how it is limited – but I’d defer to Rachel on how she’d want to most effectively set that foundation.  All of the content that follows will benefit greatly from setting the foundation at the outset.  ] �I’ll now turn the floor back over to Whitney.



Rachel Granneman
Deputy Legal Counsel - Consumer Protection, 

Illinois Power Agency

Today’s Speakers
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WhitneyThank you, Brian. I’d now like to introduce you to our main speaker for today’s program:Rachel Granneman is the IPA's Deputy Legal Counsel – Consumer Protection. “Rachel joined the Agency in January of 2022 to head the newly formed consumer protection division of the legal bureau. She works closely with our Program Administrators, Energy Solutions for Illinois Shines and Elevate for IL Solar For All, on handling complaints and program violations, and she leads the development of new consumer protection initiatives. Her team currently includes Karen Craig, Consumer Protection Specialist, and will be growing in September with the addition of an Associate Legal Counsel.”I will now turn the floor over to Rachel to begin today’s presentation.



• IPA’s Commitment to Consumer Protection & 1-75(c)(1)(M)
• Part I: Program Requirements
• Part II: Education, Resources, and Stakeholder Input
• Part III: Addressing Consumer Protection Issues
• Q&A

Session 2: Consumer Protections & the Solar Incentive Programs

Agenda
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• Protects customers against misleading or unfair business practices
• Helps residents and businesses make informed decisions about whether and 
how to go solar
• Encourages positive customer experiences and builds trust in the programs
• Ensures state-administered incentive funding only supports entities that 
responsibly serve the public

IPA's Commitment to Consumer Protection
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Presentation Notes
RachelNotes: The Climate & Equitable Jobs Act (enacted in Sept. 2021) emphasized the importance of consumer protection, and the Agency takes CP very seriously. To start off though, what do we mean by consumer protection? There are a few different elements….



CEJA Updates to IPA Act Section 1-75(c)(1)(M)
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(i) Directs Agency to “establish a registration process” and “maintain a list of approved 
vendors” and states that Agency may “revoke” a vendor’s ability to participate for 
failure to comply with requirements

(ii) Directs Agency to establish program requirements and minimum contract terms
(iii) Gives Agency authority to require standard disclosure forms
(iv) Directs Agency to establish consumer complaint centers to accept complaints and 

publish database of complaints
(v) Directs Agency to file annual report on complaints and enforcement actions with the 

Illinois Commerce Commission
(vi) Directs Agency to schedule regular meetings with Office of the Attorney General, Illinois 

Commerce Commission, and other stakeholders on consumer protection topics
(vii) Directs Agency to refer, as appropriate, complaints to other legal authorities / law 

enforcement 

Presenter Notes
Presentation Notes
RachelNotes: The Climate & Equitable Jobs Act (enacted in Sept. 2021) emphasized the importance of consumer protection, and the Agency takes CP very seriously. To start off though, what do we mean by consumer protection? There are a few different elements….



CEJA Updates to IPA Act Section 1-75(c)(1)(M)

8

- reflects and articulates Agency’s scope of authority
- codified existing practices / requirements

Presenter Notes
Presentation Notes
RachelNotes: The Climate & Equitable Jobs Act (enacted in Sept. 2021) emphasized the importance of consumer protection, and the Agency takes CP very seriously. To start off though, what do we mean by consumer protection? There are a few different elements….



Part I: Program Requirements

• Registration
• Compliance with Consumer Protection Handbook
• Compliance with Contract Requirements
• Disclosure Forms
• Complaints & Program Violations 
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Required Program Registration: Approved Vendors

Approved Vendors are responsible for:
• Submitting project applications to Illinois Shines and ILSFA,
• Selling RECs from each solar project to the local utility in exchange for incentive payment, and
• Supervising any entity working on their behalf.

Approved Vendors must apply to participate in each Program, and:
• Must submit a detailed application, which is reviewed and either approved, conditionally 

approved, or denied;
• Must agree to comply with all Program requirements; and
• Must submit a renewal application annually.
• Note: registration is not a licensing process 10

Presenter Notes
Presentation Notes
Rachel *Note: AVs, designees and subcontractors are not getting licenses from the IPA; they are simply registering with the program and agreeing to comply with the requirements. Suspension from the program(s) does not bar the company from operating elsewhere in the state.AVs:As part of the application process, contractors interested in participating in IPA's solar programs must provide info on their:Organizational historyOwnership structureFinancial infoand Regulatory status in IL and other states, including current complaints and prior complaints within the past 5 yearsProgram Admin runs internet and legal database searches to confirm that there’s not anything that the companies have omitted from their applications DesigneesMust register with the program



Required Program Registration: Designees

• Designees are entities that work on behalf of an Approved Vendor and interact with 
end-use customers

• Designees may do marketing, sales, installation, etc.

Designees must register with the Program and:
• Must agree to comply with Program requirements
• Must renew their registration each year

11
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Presentation Notes
Rachel AVs:As part of the application process, contractors interested in participating in IPA's solar programs must provide info on their:Organizational historyOwnership structureFinancial infoand Regulatory status in IL and other states, including current complaints and prior complaints within the past 5 yearsProgram Admin runs internet and legal database searches to confirm that there’s not anything that the companies have omitted from their applications DesigneesMust register with the program



• Illinois Shines: List AVs and Designees
• Illinois Solar for All: List AVs and Designees

How to find Approved Vendors and Designees

12
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Presentation Notes
RachelThe registration requirement helps increase transparency and provides info that potential customers need to verify that a company is indeed registered with the programs, as well as track additional information linked to the companies participating in both Illinois Shines and ILSFA.

https://illinoisshines.com/find-an-av-designee-or-subcontractor/
https://www.illinoissfa.com/vendor-directory/


Consumer Protection Handbook

The CP Handbook lays out marketing, sales, training, conduct, and other 
requirements for Approved Vendors and Designee participating in both solar 
incentive programs. 

Sample General Requirements
•AVs and Designees shall:
o Accurately portray prospective customers' anticipated costs and savings.
o Shall not make any demonstrably false or unsubstantiated statements 

about whether or to what degree an offer will save customers money.
o Shall not describe the Program as providing a tax credit. 13
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Rachel

https://illinoisshines.com/wp-content/uploads/2024/04/CP-Handbook-Final-for-June-2024.pdf


Other Example Requirements

• Sales agents doing in-person solicitation for small solar projects must 
wear an ID badge with their name, photo, company, and ID.
• If a customer doesn’t speak English, the solicitation must be conducted 
in the customer’s language or solicitation must stop.
• All customers must receive and sign a standard Disclosure Form prior to 
signing a contract.
• If Community Solar bills are delayed (e.g., due to utility billing issues), 
and the community solar provider is billing for 3+ months at once, they 
must offer a no-penalty payment plan (2+ months for ILSFA). 14
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• IPA developed requirements for customer contracts for both Programs
• For example, installation contracts must include:

• All costs and fees
• Design specifications
• Warranty information
• Dispute resolution procedures
• Governing law

• For ILSFA:
• Any contracts with ongoing payments must include forbearance provisions
• Extended rescission periods

Contract Requirements

15



• Participants see no upfront costs
• Minimum specified savings – participants must pay no more than 

50% of the value of the electricity generated from their onsite 
solar project or from their share of a community solar project 

Additional Program Requirements 
Specific to ILSFA

16

Presenter Notes
Presentation Notes
RachelNotes: These additional CP requirements ensure that IL consumers from income-eligible and EJ communities are seeing economic benefits from the program and are protected against misleading or unfair business practices.



Prior to signing a contract:
• Approved Vendors/Designees must provide a standard Disclosure Form to each 

customer
• Customers must review and sign that form first

Forms are designed to provide customers clear, consistent info about solar projects 
and transactions. For example, DG Disclosure Forms include:

Disclosure Forms

17

• Costs and fees
• Size

• Amount of incentive
• Installation information

• Warranties
• Financial benefits

Links to the forms: Illinois Shines forms, ILSFA forms

Presenter Notes
Presentation Notes
Rachel:(Click link to forms to demo in lieu of issues getting good screenshots)Click link to Illinois Shines forms- DG Purchase: show PG 1 / Affiliated businesses with project, PG 2 / Costs and RECs payment promised and whatever else may be useful- CS: show PG 2 (early termination fee) and PG 3 (estimated savings)Click link to ILSFA forms: these give a nice key to break down the different components of the disclosure forms- CS (Ameren): 2023-ILSFA-DF-deep-dive-Community-Solar-Ameren-income-eligble-v16.pdf (illinoissfa.com)

https://illinoisshines.com/disclosure-forms/
https://www.illinoissfa.com/disclosure-form-resources/


18

Presenter Notes
Presentation Notes
Rachel:(Click link to forms to demo in lieu of issues getting good screenshots)Click link to Illinois Shines forms- DG Purchase: show PG 1 / Affiliated businesses with project, PG 2 / Costs and RECs payment promised and whatever else may be useful- CS: show PG 2 (early termination fee) and PG 3 (estimated savings)Click link to ILSFA forms: these give a nice key to break down the different components of the disclosure forms- CS (Ameren): 2023-ILSFA-DF-deep-dive-Community-Solar-Ameren-income-eligble-v16.pdf (illinoissfa.com)
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Rachel:(Click link to forms to demo in lieu of issues getting good screenshots)Click link to Illinois Shines forms- DG Purchase: show PG 1 / Affiliated businesses with project, PG 2 / Costs and RECs payment promised and whatever else may be useful- CS: show PG 2 (early termination fee) and PG 3 (estimated savings)Click link to ILSFA forms: these give a nice key to break down the different components of the disclosure forms- CS (Ameren): 2023-ILSFA-DF-deep-dive-Community-Solar-Ameren-income-eligble-v16.pdf (illinoissfa.com)



Complaints & Program Violations
Customers in both programs can file complaints with Program Administrators 
• Program Admin staff investigate complaints and mediate resolutions 

Program Administrators take action when Approved Vendors and Designees violate 
Program requirements:
• Process starts with Notice of Potential Violation
• If violation is confirmed, may:

• Require corrective action
• Require compliance plan

20

• Send warning letter
• Suspend company from participating 

in Program

Presenter Notes
Presentation Notes
Rachel



Part II: Education, Resources, and Stakeholder Input

• Education
• Reports – Complaints and Program Violations
• Consumer Protection Working Group

21

Presenter Notes
Presentation Notes
Rachel 



Commitment to Education

Illinois Shines and ILSFA Websites

Program Brochures: Available in English and Spanish. Inform consumers of:
• Their rights,
• Procedures for filing complaints, and
• Other specific information related to incentive programs

oIllinois Shines (Distributed Generation, Community Solar, Public Schools & EECs)
oILSFA (Residential, Community Solar, Non-Profit/Public Facilities)

Disclosure Form Deep Dives for Illinois Shines and ILSFA 22

Presenter Notes
Presentation Notes
Rachel Notes: The IPA is committed to consumer education and awareness and as part of that ongoing commitment, the Agency has developed resources to make obtaining info on going solar as streamlined as possible. The resources the Agency develops also strive to reach income-eligible and environmental justice communities. ILSFA also works with Grassroots Educators in communities across Illinois to conduct grassroots education efforts on the benefits and opportunities of ILSA. These organizations are trusted community members and use ILSFA Grassroots Education Funding to drive program participation and ensure the benefits of the Program reach income-eligible and environmental justice communities. The Grassroots Educator Orgs must apply and be selected to receive grassroots education funding on an annual basis. We may get a question about this grassroots ed funding

https://illinoisshines.com/
https://www.illinoissfa.com/
https://illinoisshines.com/program-documents/
https://www.illinoissfa.com/resource-library/
https://illinoisshines.com/disclosure-forms/
https://www.illinoissfa.com/consumer-education-resources/


Commitment to Education (cont.)

Illinois Shines: 
Project Look-up Tool: for checking status of Illinois Shines application
Guide to Going Solar: resource on steps/timeline of the Illinois Shines application process 

ILSFA Grassroots Educators: As trusted members of their communities, Grassroots 
Educators engage income-eligible residents to educate them about the Illinois Solar for All 
program. 

IPA Fact Sheets 
23
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Presentation Notes
Rachel Notes: The IPA is committed to consumer education and awareness and as part of that ongoing commitment, the Agency has developed resources to make obtaining info on going solar as streamlined as possible. The resources the Agency develops also strive to reach income-eligible and environmental justice communities. ILSFA also works with Grassroots Educators in communities across Illinois to conduct grassroots education efforts on the benefits and opportunities of ILSA. These organizations are trusted community members and use ILSFA Grassroots Education Funding to drive program participation and ensure the benefits of the Program reach income-eligible and environmental justice communities. The Grassroots Educator Orgs must apply and be selected to receive grassroots education funding on an annual basis. We may get a question about this grassroots ed funding

https://illinoisshines.com/dg-project-look-up-tool/
https://illinoisshines.com/wp-content/uploads/2023/05/2023_Guide-to-Going-Solar_ILS_05_31.pdf
https://www.illinoissfa.com/grassroots-education/
https://ipa.illinois.gov/about-ipa/ipa-publications.html


Reports on Complaints & Program Violations

24

• Illinois Shines Program Violations Report: summarizes suspensions of Approved 
Vendors and Designees, and recent warnings (updated regularly)

• Illinois Shines Consumer Complaints Report: lists all consumer complaints 
reported to the Program Administrator (updated regularly)

• ILSFA Consumer Complaints Report: lists all participant complaints received by 
the ILSFA team (updated regularly)

• Annual Complaints Report: filed with the ICC, contains information on complaints 
received and disciplinary actions taken (updated annually)

Presenter Notes
Presentation Notes
RachelTo further ensure CP and promote transparency in Illinois Shines, the PA maintains a consumer complaint database, including a regularly updated program violations report and consumer complaints report, on the program website. The database tracks consumer complaints associated with the program. It's updated regularly and helps consumers make informed decisions when selecting a solar contractor or subcontractor. In addition, the IPA files a Complaints and Disciplinary Actions Report annually with the ICC, containing info regarding complaints received and any disciplinary actions taken by the Illinois Shines PA over the year.

https://illinoisshines.com/wp-content/uploads/2024/07/2024.7.25-Program-Violations-Report-for-publication.pdf
https://view.officeapps.live.com/op/view.aspx?src=https%3A%2F%2Fillinoisshines.com%2Fwp-content%2Fuploads%2F2024%2F07%2FConsumer-Complaint-Report_2024_07_19.xlsx&wdOrigin=BROWSELINK
https://www.illinoissfa.com/consumer-protection-complaints/
https://illinoisshines.com/annual-complaints-reports-3/


 Consumer Protection Working Group

• Meets virtually on the first Friday of the month (22 meetings since starting Oct. 2022)
• Engages a diverse set of stakeholders to create a robust dialogue around CP issues

• E.g., AVs and Ds, trade groups, ICC Staff, CUB, Grassroots educators, consumers
• Open to consumers, solar companies, community and nonprofit organizations and the public to provide 

direct insight and perspectives to the Program Administrators (Energy Solutions & Elevate) for both 
solar incentive programs and the IPA

• Feedback from the group helps inform IPA's strategies and decisions on various CP issues, including 
changes to the Program requirements and development of CP resources
• E.g., "Stranded Customer" REC Adder

• Note: Agency also holds regular meetings just with Program Administrators, Office of the AG, and ICC Staff
25
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https://illinoisshines.com/consumer-protection-working-group/


CEJA Updates to IPA Act Section 1-75(c)(1)(M)

26

(i) Directs Agency to “establish a registration process” and “maintain a list of approved 
vendors” and states that Agency may “revoke” a vendor’s ability to participate for failure 
to comply with requirements

(ii) Directs Agency to establish program requirements and minimum contract terms
(iii) Gives Agency authority to require standard disclosure forms
(iv) Directs Agency to establish consumer complaint centers to accept complaints and 

publish database of complaints
(v) Directs Agency to file annual report on complaints and enforcement actions with the 

Illinois Commerce Commission
(vi) Directs Agency to schedule regular meetings with Office of the Attorney General, Illinois 

Commerce Commission, and other stakeholders on consumer protection topics
(vii) Directs Agency to refer, as appropriate, complaints to other legal authorities / law 

enforcement 

Presenter Notes
Presentation Notes
RachelNotes: The Climate & Equitable Jobs Act (enacted in Sept. 2021) emphasized the importance of consumer protection, and the Agency takes CP very seriously. To start off though, what do we mean by consumer protection? There are a few different elements….



Part III: Addressing Consumer Protection Issues

• Stranded Customers
• New Consumer Protection Initiatives Under Development 

27
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Help for Stranded Customers
The term “stranded customer" refers to a customer that has already signed a contract 
with a solar company and then the AV (and sometimes also the Designee) goes out of 

business or cannot proceed with the project

Illinois Shines Stranded Customer Resources:
• Illinois Shines Program Administrator reaches out to customers that we expect have 

been stranded to provide information about possible paths forward
• Developed “short list” of companies willing to take on stranded customers, and that 

have met heightened eligibility requirements 
• Also working on financial incentive for companies that “rescue” stranded customers

28

Presenter Notes
Presentation Notes
RachelNotes: A customer becoming “stranded”— is referring to a situation when a customer has already signed a contract with a solar company, and then the Approved Vendor (and sometimes also the Designee) goes out of business or is prevented from moving forward with the project for other reasons, such as disciplinary action. Also, the issue of Stranded Customers has primarily been an issue with Illinois Shines so at this point there hasn’t been a formalized Stranded Customer Process for ILSFA

https://illinoisshines.com/stranded-customer-resources/


New CP Initiatives Under Development
1. REC Adder: incentive for Approved Vendors supporting stranded customers

2. Escrow Process: would allow the Program Administrator (PA) to direct the utilities to 
make Renewable Energy Credit payments to a third-party entity rather than continue 
to pay the offending Approved Vendor. The third-party entity would pay customers 
any promised REC payment amounts, with the remainder paid to the AV.

3. Solar Restitution Program: to provide compensation to customers who have been 
harmed through participation in Illinois Shines or ILSFA. Customers must have 
registered a complaint and meet eligibility criteria. 
- Maximum payment amounts: $30,000 per individual solar project; $200,000 per 
Approved Vendor

29

Presenter Notes
Presentation Notes
RachelEscrow Process: In some cases, Approved Vendors who promised to pass through some (or all) of the Renewable Energy Credit (REC) incentive payment to its customers, have not actually passed through that promised money. ��While the Agency can take disciplinary action against Approved Vendors who fail to comply with contractual requirements and marketing statements, the Agency is not a party to the REC Contract and generally has limited authority to interfere with the flow of incentive money for projects because the projects are under contract between the utility and the Approved Vendor. In the past, an Approved Vendor may have been suspended from the Program for not passing through promised REC incentives to their customers but still received REC incentive payments from the utility for projects under REC Contracts in the Program that predate the Approved Vendor’s suspension.   ��The escrow process would allow the Program Administrator to direct the utilities to make the REC payment to a third-party entity (hired by the Program), rather than continuing to pay the offending Approved Vendor. The Program Administrator would then direct the third-party entity to pay relevant customers any REC payment amount previously promised by the Approved Vendor, and to pay the Approved Vendor any remainder of the REC payment. This process would be activated when there is a high likelihood that the Approved Vendor would not pass through promised REC incentive payments to customers. For example, this would be the case if the Approved Vendor has demonstrated a pattern and practice of not passing promised REC incentive payments through to customers. The process might also be used when an Approved Vendor files for bankruptcy. From <https://illinoisshines.com/consumer-protection-initiatives/>   There is an increasing trend of customers becoming “stranded”—that is, the situation when a customer has already signed a contract with a solar company, and then the Approved Vendor (and sometimes also the Designee) goes out of business or is prevented from moving forward with the project for other reasons, such as disciplinary action. The stranded customer may be left without an Approved Vendor to advance their application through the Program’s application review process, or to pass through promised REC payments from the contracting utility.  Customers can be stranded in different stages of their project’s development or application process. In many cases, it is difficult for a customer to find a new company to take on their project, especially if the project has been partially installed but not completed. In other situations, assisting a customer in moving a project forward is less complex, such as when the project is complete and operational, and the customer just needs a new Approved Vendor to submit project application materials (and potentially pass through part of the REC incentive payment). Even in this case, however, there may be additional hurdles, such as obtaining the correct application materials from a Designee that has dissolved its business or is unknown to the new Approved Vendor. Assisting stranded customers is often unattractive to Approved Vendors and Designees because the work and risk can outweigh the benefits.   With the growing number of stranded customers, the Agency believes that an additional incentive is an important measure to encourage Approved Vendors to work with stranded customers, The Agency therefore will implement an economic incentive for Approved Vendors that assist stranded customers in the form of a “REC adder”— that is, an increased price in the REC Contract for RECs generated by projects that were stranded and then “unstranded.”The Agency will also develop a solar restitution program to provide economic assistance to customers who have been harmed through their participation in Illinois Shines or Illinois Solar for All. While most customers have a positive experience in connection with the programs, there are unfortunately still some bad actors. The IPA has limited authority over companies operating in the solar market. Even when it comes to Approved Vendors and Designees participating in the IPA’s programs, the IPA cannot compel solar companies to take specific action to remedy harm to customers. While the Program Administrators can discipline Approved Vendors and Designees, up to and including suspension from the Program, the threat of discipline does not always lead Approved Vendors and Designees to make customers whole. This is especially true when the company is in financial distress.    Customer Eligibility: Customers will be required to submit a complaint to the Program Administrator and cooperate with the normal complaint investigation procedure. At a minimum, the following determinations will be required for customer eligibility:  The customer was financially harmed by an Approved Vendor’s or Designee’s violation of Program requirements; and  There is no reasonable likelihood that the Approved Vendor or Designee will make the customer whole.   Restitution payments will generally not be available to customers who are harmed by entities that are not registered Approved Vendors or Designees in the Illinois Shines or Illinois Solar for All programs, regardless of whether the entity’s marketing claims referenced the incentive programs.Please note that there will be caps (maximum payment amounts) applied to individual restitution claims of $30,000 per solar project, and a total cumulative cap on claims based on conduct of a specific Approved Vendor of $200,000. More information on how the caps will be applied will be posted here once the process is finalized.   

https://illinoisshines.com/consumer-protection-initiatives/


Contacts for Related Casework and Complaints
If your constituent has an issue or complaint associated with either program:

1. You can always contact Whitney (IPA) to help navigate the process (see last slide)
2. Illinois Shines Complaints Center via Program Administrator (Energy Solutions)

• To file a complaint, please use the form here, or contact the team at 
complaints@illinoisshines.com or call (877) 708-3456 

3. Illinois Solar for All via Program Administrator (Elevate)
• To file a complaint, contact the team at info@illinoisSFA.com or call

(888) 970-4732  (available in English and Spanish)
30
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https://illinoisshines.com/consumer-complaint-center/


We welcome you to ask general questions related to today’s program. Please 
contact us with more specific questions about these programs or related topics.

(And sign up for next month's session on how consumer protections are built into 
these solar incentive programs!)

Q&A

Presenter Notes
Presentation Notes
Whitney: (Turn off the recording) Thank you so much, Rachel! This concludes the recorded portion of today’s session. I will now stop recording and we have __ minutes for you to ask general questions related to today’s program. If you have more specific, detailed questions about these programs or related topics, please contact us directly. After the conclusion of the Q&A, there will be a slide with my contact information.If you have a question, please: Type your question in the chat.(If clarification is needed: we can unmute the person asking the question for further clarification. // I will create a special teams chat the morning of and we can use that during the session to determine who will take which questions)That is all the time we have for questions. If you have additional or more specific questions than what we have been able to address here today, please follow up with me by email. Next slide please.------------------------------- (Here’s a link to the Q&A Notes doc reviewing possible questions and answers: Session 2 Consumer Protections Q&A.docx)



Register for upcoming sessions in the series here.

Join us next month:
Session 3: Advancing IPA’s Equity Initiatives 

in the Clean Energy Transition
Thursday, September 5, from 12:15-1pm

Session 4: IPA’s Clean Energy Dashboard & 
Progress Toward State Clean Energy Goals
Thursday, September 19, from 12:15-1pm

Thank you for coming!

Presenter Notes
Presentation Notes
Whitney(Drop registration link for upcoming sessions in the chat: Register for IPA Summer School: Legislative Lunch and Learn (illinois.gov)Thank you so much again for attending today’s session. You’ll soon be receiving a follow-up email with today’s presentation and resources related to today’s topic.Again, we invite you to sign up for our two remaining webinars in the series at the following link: Summer School: Legislative Lunch and Learn (illinois.gov)The registration link has been dropped in the chat.Our third session will take place next month on Thursday, September 5, and review IPA’s Equity Initiatives related to the clean energy transition. Our final webinar in this summer's series will also take place in September and give you a sneak peek into the IPA’s new Clean Energy Dashboard, launching later this year, which will give glimpses into the Agency’s progress toward meeting statutory clean energy goals. This will be especially useful for policymakers, including at the federal level, to better understand the legislative landscape and our role toward achieving clean energy goals.Next slide

https://ipa.illinois.gov/about-ipa/ipa-events/summer-school--legislative-lunch-and-learn.html


Whitney Richardson
IPA Legislative Affairs Manager

Whitney.Richardson@Illinois.gov
312-639-9486

Contact us

Presenter Notes
Presentation Notes
Whitney: Should you have follow-up questions, constituent inquiries, or other questions related to the IPA’s work, please reach out to me at Whitney.Richardson@illinois.gov or my number at 312-639-9486 -- Bye everyone, and see you next month!

mailto:Whitney.Richardson@Illinois.gov
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