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REQUESTOR NAME: BCOAPO et al. 
INFORMATION REQUEST ROUND NO: 2 
TO:  FORTISBC ENERGY INC. 
DATE:  October 12, 2017 
PROJECT NO: 3698899 
APPLICATION NAME: FortisBC Energy Inc. 2016 Rate 

Design Application 

1.0 Please provide by month since October 2015 to present the number of: 

1.1 Final notices of disconnection for nonpayment (disaggregating by and 
explaining if different “final” notices are provided) for residential 
customers; and 

1.2 Residential disconnections for nonpayment. 

2.0 Please provide by month since October 2015 to present the number of accounts 
reconnected subsequent to a disconnection for nonpayment. 

2.1 The average time between disconnection and reconnection. 

2.2 A distribution in reasonable bands of how long a customer was “off” the 
system (suggested bands; less than 1 day, 1-3 days, 3-7 days, 7-30 
days, more than 30 days). 

3.0 By month since October 2015 to present inclusive, please provide the total 
number of customers taking service under levelized budget billing disaggregated 
by residential customers and by low-income customers (if available).   

4.0 By month since October 2015 to present inclusive, please provide the total 
number of customers taking service under levelized budget billing, along with a 
disaggregation of that total number by residential customers and by low-income 
customers (if available), who had: 

4.1 A bill balance in that month; 

4.2 Separately provide the aggregate bill balance; 

4.3 A bill credit in that month; and 

4.4 Separately provide the aggregate bill credit. 

5.0 By month since October 2015 to present inclusive, please provide the number of 
budget billing customers who entered the levelized budget billing plan with a pre-
existing arrearage. 

C3-7

markhuds
FEI 2016 Rate Design



2 
 

6.0 By month since October 2015 to present inclusive, please provide the number of 
budget billing customers who were removed from levelized budget billing due to 
a failure to pay.  
 

7.0 Of the residential accounts receiving a notice of an impending disconnection for 
nonpayment, for each month from January 2012 to present inclusive, please 
provide: 
 

7.1 The total number of accounts that did not have their service disconnected 
by the date specified in the disconnect notice; 

 
7.2 The total number of accounts that did not have their service disconnected 

by the utility for nonpayment after receiving a disconnect notice for non-
payment that voluntarily terminated their accounts; 

 
7.3 The total number of accounts that did not have their service disconnected 

because the customers paid their bills in full prior to their scheduled 
disconnection;  

 
7.4 The total number of accounts that did not have their service disconnected 

because the customer paid their bills less than in full but paid a sufficient 
amount to avoid their scheduled disconnection;  

 
7.5 The total number of accounts that did not have their service disconnected 

by the utility even though they retained an arrears that was sufficiently 
large (or sufficiently old) to trigger a disconnection; and 

 
7.6 The total number of accounts on which no payments were made prior to 

the issuance of the next bill after issuance of the disconnect notice. 
 

8.0 Please provide, disaggregated by heating and non-heating residential accounts, 
in ranges of 100 kWh, a monthly usage distribution, by month since October 
2015 to present, for: 
 

8.1 All residential customers;  
 

8.2 All residential customers in arrears. 
 

8.3 If usage ranges of 100 kWh are not available, provide data in those usage 
ranges reasonably available. 

 
9.0 Disaggregated by heating and non-heating, for each usage range provided in the 

immediately preceding data request, please provide: 
 

9.1 The average consumption within that range; and   
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9.2 The monthly bill for that range at current residential rates.   
 

10.0 Please provide by month for each month since October 2015, the dollars of 
arrears by aging bucket for residential customers using the following aging 
bands: 0-30 days; 31-60 days; 61-90 days; 91-180 days; and more than 180 
days.  If aging bands other than those identified are used by the company, 
provide this information using the bands that the Company uses. 
 

11.0 Please provide by month for each month since October 2015, the number of 
accounts by arrearage aging bucket for residential customers using the following 
aging bands: 0-30 days; 31-60 days; 61-90 days; 91-180 days; and more than 
180 days.  If aging bands other than those identified are used by the company, 
provide this information using the bands that the Company uses. 
 

12.0 Please provide by month for each month October 2015 to present, a distribution 
of the number of residential accounts in arrears by the size of arrears by the 
following bands: (1) $0; (2) $1 - $100; (3) $101 - $200; (4) $201 - $300; (5) $301 
- $500; (6) $501 - $750; (7) $751 - $1,000; (8) $1,001 - $2,000; and (9) $2,001 
and above.  If these bands are not available, please provide the numbers of 
accounts by those bands which are available.   
 

13.0 For the most recent twelve month period available, please provide the monthly 
rate at which residential billings are translated into collected receipts.  One 
possible way in which this might be portrayed is by completing the table below: 
 

Month 
$s of 
Billed 
Revenue 

Collected Receipts in Dollars 

JAN FEB MAR APR MAY JUN JUL AUG SEP OCT NOV DEC After 
Dec Total 

JAN                
FEB  ---              
MAR  --- ---             
APR  --- --- ---            
MAY  --- --- --- ---           
JUN  --- --- --- --- ---          
JUL  --- --- --- --- --- ---         
AUG  --- --- --- --- --- --- ---        
SEP  --- --- --- --- --- --- --- ---       
OCT  --- --- --- --- --- --- --- --- ---      
NOV  --- --- --- --- --- --- --- --- --- ---     
DEC  --- --- --- --- --- --- --- --- --- --- ---    
Etc.                

 
13.1 Notwithstanding this possible means of presentation, provide the rate at 

which billings are translated into actual collected receipts in any form 
available. 

 
14.0 Assume for purposes of this Information Request that a residential bill is 

rendered on Day 1.  Assume further the bill remains unpaid.  Provide the timeline 
of each collection step until the bill is final-billed for nonpayment. Identify the Day 
on which each step of the collection process can be expected to occur.  
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15.0 Please provide a list of all internal policy constraints placed on the disconnection 
of service for nonpayment.  Such constraints might include, but not be limited to, 
a minimum dollar level of arrears that must be reached before a disconnection for 
nonpayment is performed; a minimum age of arrears that must be reached 
before a disconnection for nonpayment is performed; and other similar policies.  
For each item on the list, provide the specific constraint.  For example, provide 
the dollar amount above which arrears must be for the account to be 
disconnected. Provide the age an arrears must be before it is disconnected. 
 

16.0 For the most recent 12-month period available for residential accounts, please 
provide by month: 
 

16.1 What percentage of bills was paid by the due date of the bill; 
 

16.2 What percentage of bills was paid by the time the next month’s bills were 
rendered; 

 
16.3 What percentage of those bills was paid by the time the second 

subsequent bill was rendered; and 
 

16.4 What percentage of those bills was paid by the time the third subsequent 
bill was rendered? 

 
17.0 In a typical month, with Day 1 being the day a bill is issued, please provide the 

percentage of residential accounts making payments by day through Day 60.  If 
reporting of such data is only by a time period other than a day (e.g., weekly), 
please provide by the reporting by that time period. 
 

18.0 Disaggregated by heating and non-heating residential customers, please provide 
by month for each month October 2015 to the present: 
 

18.1 The average bill for all residential accounts;  
 

18.2 The average arrears of residential accounts in arrears;  
 

18.3 The average bill of residential accounts in arrears; 
  

18.4 The total dollars of residential arrears; 
 

18.5 The percentage of residential dollars constituting arrears;  
 

18.6 The percentage of billed residential accounts having arrears; and  
 

18.7 The average arrears of all residential accounts disconnected for 
nonpayment in that month. 
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19.0 Please provide a copy of all reports, evaluations, memos, analyses or other 
written documents of any nature containing the Company methodology, 
procedure or process designed to systematically review, study or assess the 
Company residential billing and/or payment records in an effort to: 
 

19.1 Characterize patterns of nonpayment;  
 

19.2 Identify the characteristics of nonpayers;  
 

19.3 Identify predictors of nonpayment; 
  

19.4 Identify strategies to reduce nonpayment; and  
 

19.5 Identify early indicators of nonpayment. 
 

20.0 Please provide a copy of a typical residential notice of disconnection for 
nonpayment printed in each of the following months: 
 

20.1 August 2015.  
 

20.2 November 2016; 
 

20.3 January 2017; 
 

20.4 April 2017; and 
 

20.5 If more than one type of residential disconnection notice is issued, provide 
a copy of each.   

 
21.0 By month for each month October 2015 to present inclusive, please provide: 

 
21.1 The number of new deferred payment arrangements entered into;  

 
21.2 The average downpayment (in dollars) of deferred payment; 

arrangements entered into disaggregated by the arrearages at the time 
the deferred payment arrangement is sought;  

 
21.3 The average term (in months) of deferred payment arrangements entered 

into;  
 

21.4 The average dollar amount of arrears made subject to the deferred 
payment arrangement disaggregated by their term (in months) of the 
payment arrangement agreement;  
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21.5 The average monthly installment of deferred payment arrangements 
disaggregated by their term (in months) of the payment arrangement 
agreement; 

 
21.6 The distribution of new deferred payment arrangements by their term (in 

months);  
 

21.7 The number of defaulted deferred payment arrangements;  
 

21.8 The number of defaulted deferred payment arrangements disaggregated 
by their term (in months) of the payment arrangement agreement; and 

 
21.9 The number of completed (or “successful”) deferred payment 

arrangements disaggregated by their term (in months) of the payment 
arrangement agreement. 

 
22.0 Please provide each customer segmentation study that has been prepared for 

the Company of its residential customers since January 2010.  If no such study 
has been prepared since January 2010, please provide the most recent study. 
 

23.0 By month for the months October 205 to present inclusive, please provide: 
 

23.1 The number of customers; 
 

23.2 The dollars billed;  
 

23.3 The dollars received in payment; and 
 

23.4 The dollars of late payment charges billed. 
 

24.0 By month for the months October 2015 to present inclusive, please provide: 
 

24.1 The total number of customers for whom a deposit was held; 
 

24.2 The total dollars of deposits held. 
 

25.0 By month for the months October 2015 to present inclusive, please provide the 
number of customers from whom a new or larger deposit was requested: 
 

25.1 New customers / applicants; and 
 

25.2 Existing customers. 
 

26.0 By month for the months October 2015 to present inclusive, please provide the 
aggregated dollar amounts of a new or larger deposit requested from: 
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26.1 New customers / applicants; and 
 

26.2 Existing customers. 
 

27.0 By month for the months October 2015 to present inclusive, please provide: 
 

27.1 The number of accounts to whom a deposit was refunded after the 
customer established creditworthiness by making adequate payments 
over a period of time; 

 
27.2 The number of accounts from those identified in response to “a” with no 

subsequent uncollectible dollars (whether due to no final bill or due to a 
final bill with no resulting uncollectible);   

 
27.3 The number of accounts from those identified in response to “a” that 

received a final bill resulting in uncollectibles; and 
 

27.4 The number of accounts from those identified in response to “a” that 
received final bills showing arrears at the time of the final bill. 

 
28.0 By month for the months October 2015 to present inclusive, please provide the 

number and percent of accounts represented by closed residential accounts with 
no aged balances (indicating for each percentage the number in the numerator 
and in the denominator): 
 

28.1 on which accounts a deposit had never been assessed;  
 

28.2 on which accounts a deposit had been assessed and returned; and 
 

28.3 on which accounts a deposit had been assessed but not returned.  
 

29.0 By month for the months October 2015 to present inclusive, please provide: 
 

29.1 The number of closed accounts;  
 

29.2 The number of closed accounts with aged balances on which accounts a 
deposit had never been assessed; 

 
29.3 The number of closed accounts with aged balances on which accounts a 

deposit was held at the time of the final bill;  
 

29.4 The number of closed accounts that received final bills distributed by 
aging bucket at the time the final bill was rendered.   

 
30.0 For each month for the most recent twelve months available, disaggregated by 

heating and non-heating residential accounts, please provide: 
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30.1 the average bill for residential accounts at existing rates provided in 

sufficient detail (including all input variables) to permit replication.   
 

30.2 the same bill information using the Company’s proposed rates rather than 
the Company’s existing rates. 

 
31.0 Please provide each customer demographic survey that has been prepared for 

residential customers since January 2010.  If no survey has been prepared since 
January 2010, please provide the most recent survey. 
 

32.0 For the LICO x 130% customer base served by the Company of customers 
directly paying their own energy bills, provide a distribution of the estimated 
number of such customers by the following ranges of LICO: 
 

32.1  0 – 25% of LICO; 
 

32.2  26 – 50% of LICO; 
 

32.3  51 – 75% of LICO; 
 

32.4  76 – 100% of LICO; and  
 

32.5  101 – 130% of LICO. 
 
33.0 For each band of LICO in the immediately preceding response, provide: 

 
33.1 The average income; and 

 
33.2 The median income. 

 
34.0 Confirm or deny: the primary purpose of the Company’s late payment charge is 

to incentivize customers to pay their bills on time.  If not confirmed, please 
describe the primary purpose of the late payment charge. 
 

35.0 If the response to the immediately preceding question is that the late payment 
charge is a cost based charge to recover the costs associated with nonpayment 
(or late payment), please provide the complete analysis demonstrating the cost 
basis of the charge.   
 

36.0 By month for the months October 2015 to present inclusive, please provide:  
 

36.1 The dollars of residential late fee revenue collected; and 
 

36.2 The number of residential accounts paying a late charge. 
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37.0 Please provide a single copy of all studies within the Company’s custody or 
control documenting the effectiveness of a late payment charge as an incentive 
to pay for: 
 

37.1 Residential utility customers; and 
 

37.2 Low-income residential customers. 
 

38.0 Please provide a list of all circumstances other than full payment of a bill that 
stop: 
 

38.1 The collection process for residential customers (e.g., entering into a 
deferred payment plan, filing a medical certificate, the winter shutoff 
moratorium); and 

 
38.2 The imposition of a late payment charge on a residential account in 

arrears. 
 

39.0 With respect to Arrears Payment Arrangements, is the repayment period 
common for all with similar sizes of outstanding balances or is there currently 
some flexibility to the repayment period? 
 

40.0 Please provide a detailed description of the Company’s current policy/practice 
with respect to Winter Disconnects? 
 

41.0 Please provide all written studies currently within the Company’s custody or 
control, whether or not prepared by or for the Company, that explicitly assess the 
extent to which the following activities reduce residential bad debt: 
 

41.1 Cash security deposits; 
 

41.2 Deferred payment agreements; 
 

41.3 Disconnections for nonpayment; 
 

41.4 Field collections; 
 

41.5 Call center collection calls; 
 

41.6 Budget billing plans; and 
 

41.7 Late payment charges. 
 

42.0 Please provide all written studies currently within the Company’s custody or 
control, whether prepared by or for the Company or not, that explicitly assess the 
extent to which the following activities reduce residential arrears: 
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42.1 Cash security deposits; 

 
42.2 Deferred payment agreements; 

 
42.3 Disconnections for nonpayment; 

 
42.4 Field collections; 

 
42.5 Call center collection calls; 

 
42.6 Budget billing plans; and 

  
42.7 Late payment charges. 

 
43.0 Please provide a copy of: 

 
43.1 All written documents that explain, assess or otherwise discuss the criteria 

the Company uses to assess on an ongoing basis the effectiveness of 
its current credit and collection activities.  

 
43.2 Any written assessment, evaluation, report or other written document of any 

nature prepared since January 1, 2012 which discusses the effectiveness 
of the Company’s current credit and collection activities. 

 
44.0 Please list all the programs and initiatives the Company has undertaken since 

January 2010 to reduce the number of residential disconnections for 
nonpayment; if available, the metrics the Company uses to determine if these 
programs are successful; and the results of any application of evaluation using 
those metrics.  
 

45.0 Please list all the programs and initiatives the Company has undertaken since 
January 2010 to reduce the number of delinquent residential accounts; if 
available, the metrics the Company uses to determine if these programs are 
successful; and the results of any application of evaluation using those metrics.  

 
46.0 Please provide a copy of all reports, evaluations, memos, analyses or other 

written documents of any nature containing an articulation of performance 
indicators on which empirical data has been collected for the Company with 
respect to: 
 

46.1 Debt prevention; 
 

46.2 Debt management; 
 

46.3 The treatment of vulnerable residential customers; and 
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46.4 Customer satisfaction. 

 
47.0 Please provide a copy of all reports, evaluations, memos, analyses or other 

written documents of any nature prepared since January 2010 establishing 
performance indicator targets to be met within the next year after publication of 
the performance targets; within the next two years after publication of the 
performance targets; or within the next three years after publication of the 
performance targets, with respect to: 
 

47.1 Debt prevention;  
 

47.2 Debt management; 
 

47.3 The treatment of vulnerable customers; and 
 

47.4 Customer satisfaction. 
 

48.0 Please provide a single copy of any report, evaluation, study or other written 
document of any nature, within the custody or control of the Company, whether 
or not prepared by or for the Company, dated within the past five years, 
identifying, evaluating or otherwise discussing why nonpaying residential 
customers do not make contact with the utility when, in response to bill 
nonpayment, those nonpaying customers receive a request or notice to contact a 
utility to avoid the disconnection of service.   
 

49.0 Please provide a single copy of any report, evaluation, study or other written 
document of any nature, within the custody or control of the Company, whether 
or not prepared by or for the Company, dated within the past five years, 
identifying, evaluating or otherwise discussing why residential customers do not 
successfully complete deferred payment plans (sometimes known as payment 
agreements or other similar terms) in order to avoid the disconnection of service 
for nonpayment.  
 

50.0 Please provide a comprehensive list of the options that a residential customer 
has to pay their utility bill. The list of payment options should include, if available, 
payment through a third party authorized community pay station (or payment 
center). In addition, for each option: 
 

50.1 For each month October 2014 to present, please provide the number of 
payments received through each option; 

 
50.2 Indicate the fee, if any, which is imposed to utilize that option; 

 
50.3 Provide a detailed cost justification for that fee; and 
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50.4 For each month October 2014 to present, please provide the dollars 
generated by such fee.   

 
51.0 Please provide a list of the names and addresses of locations where a residential 

customer can walk in and make personal contact with a Company service 
representative that: 
 

51.1 Is capable of immediately responding to an inquiry about a residential bill;  
 

51.2 Can negotiate a deferred payment arrangement for an outstanding bill;  
 

51.3 Can negotiate a resolution to an outstanding shutoff for nonpayment; or 
 

51.4 Can negotiate a service reconnection after a shutoff for nonpayment. 
 

52.0 For each office listed in response to the data request above, please provide the 
following: 
 

52.1 The actual number of Company personnel whose job it is to handle these 
walk-in customer contacts for each year for the past three years as well as 
the associated FTE figures; 

 
52.2 The budgeted number of Company personnel whose job it would be to 

handle these walk-in customer contacts for each year for the past three 
years; and 

 
52.3 The number of walk-in customer contacts for each year for the past three 

years. 
 

53.0 Please provide a list of each: 
 

53.1 Community served by the Company, along with the number of residential 
customers served in that community. 

 
53.2 Postal code served by the Company, along with the number of residential 

customers served in that postal code. 
 

54.0 For the most recent 12 month period available, please provide any information 
that is available that is broken down geographically (e.g., postal code, 
community) regarding: 
 

54.1 Billings; 
 

54.2 Payments; 
 

54.3 Arrears;  
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54.4 Disconnections, reconnections;  

 
54.5 Payment plans; and 

 
54.6 Other credit and collection activities.   

 
55.0 Please provide a detailed description of all circumstances under which the 

Company would obtain the income information of a residential customer.   
 

56.0 Please provide a detailed description of all procedures used by the Company for: 
 

56.1 Recording the income of residential customers; and 
 

56.2 Accessing the income of residential customers. 
 

57.0 Please identify: 
 

57.1 All criteria used to categorize customers as low-income customers; and 
 

57.2 Each specific Company procedure in which these criteria are used to 
identify and categorize low-income customers and provide a copy of all 
sections of any operations manual or other written document that details 
the processes.  
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	26.1 New customers / applicants; and
	26.2 Existing customers.

	27.0 By month for the months October 2015 to present inclusive, please provide:
	27.1 The number of accounts to whom a deposit was refunded after the customer established creditworthiness by making adequate payments over a period of time;
	27.2 The number of accounts from those identified in response to “a” with no subsequent uncollectible dollars (whether due to no final bill or due to a final bill with no resulting uncollectible);
	27.3 The number of accounts from those identified in response to “a” that received a final bill resulting in uncollectibles; and
	27.4 The number of accounts from those identified in response to “a” that received final bills showing arrears at the time of the final bill.

	28.0 By month for the months October 2015 to present inclusive, please provide the number and percent of accounts represented by closed residential accounts with no aged balances (indicating for each percentage the number in the numerator and in the d...
	28.1 on which accounts a deposit had never been assessed;
	28.2 on which accounts a deposit had been assessed and returned; and
	28.3 on which accounts a deposit had been assessed but not returned.

	29.0 By month for the months October 2015 to present inclusive, please provide:
	29.1 The number of closed accounts;
	29.2 The number of closed accounts with aged balances on which accounts a deposit had never been assessed;
	29.3 The number of closed accounts with aged balances on which accounts a deposit was held at the time of the final bill;
	29.4 The number of closed accounts that received final bills distributed by aging bucket at the time the final bill was rendered.

	30.0 For each month for the most recent twelve months available, disaggregated by heating and non-heating residential accounts, please provide:
	30.1 the average bill for residential accounts at existing rates provided in sufficient detail (including all input variables) to permit replication.
	30.2 the same bill information using the Company’s proposed rates rather than the Company’s existing rates.

	31.0 Please provide each customer demographic survey that has been prepared for residential customers since January 2010.  If no survey has been prepared since January 2010, please provide the most recent survey.
	32.0 For the LICO x 130% customer base served by the Company of customers directly paying their own energy bills, provide a distribution of the estimated number of such customers by the following ranges of LICO:
	32.1  0 – 25% of LICO;
	32.2  26 – 50% of LICO;
	32.3  51 – 75% of LICO;
	32.4  76 – 100% of LICO; and
	32.5  101 – 130% of LICO.

	33.0 For each band of LICO in the immediately preceding response, provide:
	33.1 The average income; and
	33.2 The median income.

	34.0 Confirm or deny: the primary purpose of the Company’s late payment charge is to incentivize customers to pay their bills on time.  If not confirmed, please describe the primary purpose of the late payment charge.
	35.0 If the response to the immediately preceding question is that the late payment charge is a cost based charge to recover the costs associated with nonpayment (or late payment), please provide the complete analysis demonstrating the cost basis of t...
	36.0 By month for the months October 2015 to present inclusive, please provide:
	36.1 The dollars of residential late fee revenue collected; and
	36.2 The number of residential accounts paying a late charge.

	37.0 Please provide a single copy of all studies within the Company’s custody or control documenting the effectiveness of a late payment charge as an incentive to pay for:
	37.1 Residential utility customers; and
	37.2 Low-income residential customers.

	38.0 Please provide a list of all circumstances other than full payment of a bill that stop:
	38.1 The collection process for residential customers (e.g., entering into a deferred payment plan, filing a medical certificate, the winter shutoff moratorium); and
	38.2 The imposition of a late payment charge on a residential account in arrears.

	39.0 With respect to Arrears Payment Arrangements, is the repayment period common for all with similar sizes of outstanding balances or is there currently some flexibility to the repayment period?
	40.0 Please provide a detailed description of the Company’s current policy/practice with respect to Winter Disconnects?
	41.0 Please provide all written studies currently within the Company’s custody or control, whether or not prepared by or for the Company, that explicitly assess the extent to which the following activities reduce residential bad debt:
	41.1 Cash security deposits;
	41.2 Deferred payment agreements;
	41.3 Disconnections for nonpayment;
	41.4 Field collections;
	41.5 Call center collection calls;
	41.6 Budget billing plans; and
	41.7 Late payment charges.

	42.0 Please provide all written studies currently within the Company’s custody or control, whether prepared by or for the Company or not, that explicitly assess the extent to which the following activities reduce residential arrears:
	42.1 Cash security deposits;
	42.2 Deferred payment agreements;
	42.3 Disconnections for nonpayment;
	42.4 Field collections;
	42.5 Call center collection calls;
	42.6 Budget billing plans; and
	42.7 Late payment charges.

	43.0 Please provide a copy of:
	43.1 All written documents that explain, assess or otherwise discuss the criteria the Company uses to assess on an ongoing basis the effectiveness of its current credit and collection activities.
	43.2 Any written assessment, evaluation, report or other written document of any nature prepared since January 1, 2012 which discusses the effectiveness of the Company’s current credit and collection activities.

	44.0 Please list all the programs and initiatives the Company has undertaken since January 2010 to reduce the number of residential disconnections for nonpayment; if available, the metrics the Company uses to determine if these programs are successful...
	45.0 Please list all the programs and initiatives the Company has undertaken since January 2010 to reduce the number of delinquent residential accounts; if available, the metrics the Company uses to determine if these programs are successful; and the ...
	46.0 Please provide a copy of all reports, evaluations, memos, analyses or other written documents of any nature containing an articulation of performance indicators on which empirical data has been collected for the Company with respect to:
	46.1 Debt prevention;
	46.2 Debt management;
	46.3 The treatment of vulnerable residential customers; and
	46.4 Customer satisfaction.

	47.0 Please provide a copy of all reports, evaluations, memos, analyses or other written documents of any nature prepared since January 2010 establishing performance indicator targets to be met within the next year after publication of the performance...
	47.1 Debt prevention;
	47.2 Debt management;
	47.3 The treatment of vulnerable customers; and
	47.4 Customer satisfaction.

	48.0 Please provide a single copy of any report, evaluation, study or other written document of any nature, within the custody or control of the Company, whether or not prepared by or for the Company, dated within the past five years, identifying, eva...
	49.0 Please provide a single copy of any report, evaluation, study or other written document of any nature, within the custody or control of the Company, whether or not prepared by or for the Company, dated within the past five years, identifying, eva...
	50.0 Please provide a comprehensive list of the options that a residential customer has to pay their utility bill. The list of payment options should include, if available, payment through a third party authorized community pay station (or payment cen...
	50.1 For each month October 2014 to present, please provide the number of payments received through each option;
	50.2 Indicate the fee, if any, which is imposed to utilize that option;
	50.3 Provide a detailed cost justification for that fee; and
	50.4 For each month October 2014 to present, please provide the dollars generated by such fee.

	51.0 Please provide a list of the names and addresses of locations where a residential customer can walk in and make personal contact with a Company service representative that:
	51.1 Is capable of immediately responding to an inquiry about a residential bill;
	51.2 Can negotiate a deferred payment arrangement for an outstanding bill;
	51.3 Can negotiate a resolution to an outstanding shutoff for nonpayment; or
	51.4 Can negotiate a service reconnection after a shutoff for nonpayment.

	52.0 For each office listed in response to the data request above, please provide the following:
	52.1 The actual number of Company personnel whose job it is to handle these walk-in customer contacts for each year for the past three years as well as the associated FTE figures;
	52.2 The budgeted number of Company personnel whose job it would be to handle these walk-in customer contacts for each year for the past three years; and
	52.3 The number of walk-in customer contacts for each year for the past three years.

	53.0 Please provide a list of each:
	53.1 Community served by the Company, along with the number of residential customers served in that community.
	53.2 Postal code served by the Company, along with the number of residential customers served in that postal code.

	54.0 For the most recent 12 month period available, please provide any information that is available that is broken down geographically (e.g., postal code, community) regarding:
	54.1 Billings;
	54.2 Payments;
	54.3 Arrears;
	54.4 Disconnections, reconnections;
	54.5 Payment plans; and
	54.6 Other credit and collection activities.

	55.0 Please provide a detailed description of all circumstances under which the Company would obtain the income information of a residential customer.
	56.0 Please provide a detailed description of all procedures used by the Company for:
	56.1 Recording the income of residential customers; and
	56.2 Accessing the income of residential customers.

	57.0 Please identify:
	57.1 All criteria used to categorize customers as low-income customers; and
	57.2 Each specific Company procedure in which these criteria are used to identify and categorize low-income customers and provide a copy of all sections of any operations manual or other written document that details the processes.




