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The Citizens’ Utility Board of Oregon (“CUB”) supports the adoption of the rule
proposed by Staff in this docket, with one exception as discussed below. Billing error
service quality measures should serve several important functions, which include
ensuring that Staff is prepared to address customer calls in the event of an error; ensuring
that the utilities are rectifying errors in an appropriate manner; and identifying patterns in
billing errors that could indicate systemic problems with the utility’s billing system.

Staff’s proposed rule generally supports the purposes behind billing error service
quality measures. The latest proposed revisions to Staff’s draft rule, however, would not
impose a reporting obligation on any billing error that did not affect 1.5% or more of its
customers, or a single customer by $5 or more—ever—~because reporting in the annual
report would be dependent upon the triggering conditions set forth in subsections (2) and
(3). Absent an obligation to report all billing errors on an annual basis, the Consumer

Services Section may not be in a position to ensure that the utility was appropriately
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remedying the error, and to ensure that the error was identified and would not be
repeated.

Staff’s proposed rule, with CUB’s requirement that the annual report include all
billing errors, appropriately addresses the issue of identifying systemic problems or
trends with utility billing, and is in the best interest of Oregon customers.

CUB appreciates the opportunity to comment in this rulemaking.

Respectfully submitted,

Gordon Feighner

Senior Utility Analyst

Citizens' Utility Board of Oregon
610 SW Broadway, Ste. 400
Portland, OR 97205

(503) 227-1984 phone

(503) 224-2596 fax
gordon@oregoncub.org
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Respectfully submitted,

G. Catriona McCracken, Attorney
#933587

General Counsel/Regulatory Program
Dir.

Citizens’ Utility Board of Oregon
610 SW Broadway, Ste. 400
Portland, OR 97205

(503) 227-1984 phone

(503) 274-2596 fax
Catriona@oregoncub.org
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