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Portland General Electric Company
121 SW Salmon Street ® Portland, Oregon 97204
PortlandGeneral.com

June 29, 2012
VIA ELECTRONIC MAIL

Public Utility Commission of Oregon
Altn: Filing Center

550 Capitol Street, N.E., Suite 215
Salem, OR 97301-2551

RE: B1 Service Quality Measure (SQM) for Billing Accuracy
2012 Annual Report for 2011 Measure Year

The purpose of this Annual B1 Billing SQM Report is fo provide the Commission
a summary of Qualifying Bill Errors PGE reported during the 2011 Measure Year,
including the following information required by Order No. 06-654.

Summary of Reported\Bi[l Errors during the 2011 Measure Year:

The sole Qualifying Bill Error for the 2071 Measure Year relates back to the 2010
Measure year and concerns the City of Happy Valley Privilege Taxj. The
January 2011 portion of the Qualifying bill Error is reflected in this 2012 Annual
Report. .

PGE is pleased fo report there were no additional Qualifying Bill Errors in the
2011 Measure Year.-

! in its 2011 Annual Report for the 2010 Measure Year, PGE reported a Qualifying Bill Error conceming the
City of Happy Valley Privilege Tax in which 4,780 monthly customer bills did not include the city tex for the
period of August 2010 through January of 2011. The 2011 Annual Report provided fo the OPUC on July 1,
2011 for the 2010 Measure year provided details of the Happy Valley Privilege Tax event and included only
2010 Quaiifying Bill Error Metrics and Bilt Error Ratios for Measure Year.
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Oiher Billing Errors Affecting More Than 1,000 Customers:

There were two occurrences in 2011 where more than 1,000 customers received
bils with minor messaging or typographical errors. Due to the nature of the error,
these events did not meet the criteria of a reportable Material Bill Error as defined
in Order 06-654.

1)

2)

On February 1, 2011, PGE leamed that approximately 11,297 web bills
included an outdated rate bill message. Impacted were three bill cycies
during the period 1/26/11 - 1/31/11. Once the outdated message was
discovered, production was halted and an updated rate bill message
immediately installed. :

It is important to note that the billed amounts, calculations and due dates
were correct. The message that appeared on these web bills referred to
the 5/25/10 rate change and should have referred to the 12/17/10
approved rate increase. A communication explaining the outdated bill
message, along with an apology for any inconvenience experienced, was
sent to all affected customers on 2/3/11.

On April 13, 2011, PGE's bill print equipment temporarily stopped working
and the equipment was repaired the next day. A total of 3,335 customer
bills were mailed one day late, thus providing those customers with just 14
days between the billing transmittal to the due date. The situation was
quickly corrected and all other bills met the 15 day due and payable period
requirement. PGE stopped all credit activity for the affected
3,335 accounts and removed any associated late fees from those
accounts.

PGE discovered the vendor providing the bill print paper inadvertently
sent PGE a roll thatdid not meet the specifications for the bill print
machine. The tolerances of the roll were just outside of the specifications
and affected how the paper lined up with the printer. It was so slight that it
was not detected when our Print & Automated Mail Services (PAMS)
Team conducted their routine Quality Control (QC) inspection. The PAMS
Manager verified that this would not have been detected via a reasonable
inspection; therefore, PGE believes that this event was beyond our
reasonable control and the B1 SQM Exclusion (IV)(AX7) applied. Both
PGE's PAMS Teamand the vendor have since enhanced their
QC process to be able to detect/resolve these issues and mitigate future
occurrences.
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Aggregated Monthly Qualifying Bill Error Total, Monthly Billing Accuracy
Ratio for each month, and the Aggregated Qualifying Billing Error Grand
Total in the-Measure Year:

The attached report provides Qualifying Bill Error metrics and Bilt Error ratios for
the 2011 Measure Year. From the total of 10,117,322 bills generated in 2011
and the fotal of 4,780 customer bills affected by a Qualifying Bill Error, PGE
continued to exceed 99.95% in Billing Accuracy (see Attachment A).

Remedy Determination: |
No remedy determination is required for the 2011 Measure Year.

Should you have any questions or commenis regarding this filing, please contact
Garret Saiki at (503) 612-3798.

Please direct all formal correspondence and requests to the following email
address pge.opug filings@pgn.com

Sincerely,

:

Karla Wenzel
Manager, Regulatory Analysis & Administration

/s! Garret Saiki

Attachment:

ce; Lisa Gorsuch, OPUC Staff
Phil Boyle, OPUC Staff

Randy Dahlgren, PGE
David White, PGE
Garret Salki, PG
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