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PORTLAND GENERAL ELECTRIC
Bl Service Quality Measure
for Billing Accuracy

I Purpose and Interpretation

A.

Purpose. The purpose of this B1 Service Quality Measure (“B1 SQM") is
to ensure that Portland General Electric (PGE or the Company):

1. Maintains its current level of customer bill accuracy; and

2. If performance accuracy targets are not achieved, to provide the Public
Utility Commission of Oregon (the Commission) with certain remedies.

Guiding Principles. This B1 SQM is to be interpreted in accordance with
the following guiding principles:

1. PGE is committed to delivering accurate bills to customers that meet or
exceed the Monthly Billing Accuracy Targets;

2. PGE monitors and responds to Qualifying Bill Errors effectively, makes
corrections in a timely manner, informs customers as needed about
billing calculation errors, and provides timely notification to the
Commission if a Qualifying Bill Error occurs;

3. The Annual Billing Accuracy Target measurement and tracking
process will be managed to achieve an appropriate balance between
customer benefit and the cost of administration and reporting; and

4. The function and application of the existing C1 Service Quality
Measure (“C1 SQM"), attached as Exhibit A, remains unchanged.

I. Term and Annual Billing Accuracy Target

A.

PAGE 1

Term. This B1 SQM shall be effective from the January 2007 Bill Month
through and including the September 2012 Bill Month.

Billing Accuracy Target. Subject to the terms and conditions set forth in
this B1 SQM, total bills issued by the Company to Oregon customers for
Regulated Retail Service shall have a Monthly Billing Accuracy Ratio
greater than or equal to ninety-nine point four percent (99.4%). If the
Company fails to meet the Monthly Billing Accuracy Ratio of 99.4% in any
given month, as determined at the time of the Annual Report for the
Measure Year, it shall incur the remedy amounts set forth in Section V.
below.
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Definitions

Capitalized terms used but not defined in other sections of this B1 SQM shall
have the meanings set forth below.

A.

Aggregated Qualifying Bill Error Grand Total. The sum of all
Qualifying Bill Error Grand Totals for a Measure Yeatr.

Aggregated Monthly Qualifying Bill Error Total. The sum of all Monthly
Quialifying Bill Error Totals for a Bill Month.

Monthly Billing Accuracy Ratio. The Billing Accuracy Ratio shall be
equal to:

1 minus (the Aggregated Monthly Qualifying Bill Error Total divided by the
total number of bills issued by the Company to its Oregon customers
during the same Bill Month), except that multiple bills issued to the same
customer, each with a Qualifying Bill Error due to the Same Cause, will be
counted as one hill.

Bill Month. The month in which the Company records an original bill to a
customer into its financial records. This means one full set of biling cycles
in which all customers have been billed once. A Bill Month may differ from
a calendar month.

Initiation Date. The Initiation Date of this B1 SQM shall be the first day of
the January 2007 Bill Month.

Material Bill Error. An error, on a bill for Regulated Retail Service issued
to the customer by the Company, which causes the bill to fail to meet the

requirements contained in PGE’s Tariff, the Oregon Revised Statutes, the
Oregon Administrative Rules, ora Commission Order.

Measure Year. The twelve (12) month period from the January Bill Month
through and including the December Bill Month.

Monthly Qualifying Bill Error Total. The number of bills associated with
a specific Qualifying Bill Error in a Bill Month.

Net Operating Income. Net operating income, as reported in the first
column in the Company's most recent annual results of operations report
to the Commission. This is also known as Utility Operating Income.

Qualifying Bill Error. Subject to Section IV below, a Material Bill Error

affecting a total of 1,000 or more customers where the error is due to the
Same Cause.
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V.

Qualifying Bill Error Grand Total. The sum of the Monthly Qualifying Bill
Error totals for all Bill Months for a specific Qualifying Bill Error.

Regulated Retail Service. Service or products provided to retall
customers under Company's tariff on file with the Commission.

Same Cause. A single, specific event, reason, condition, or cause that
permits the occurrence of, or leads to a result that is similar in kind. By
way of example, but not of limitation, a specific computer programming
error that leads to multiple Qualifying Bill Errors would be attributable to
the same cause, while two or more computer programming errors that
lead to multiple Qualifying Bill Errors would each be attributed to a
different cause, and would be counted separately.’ Each bill affected by a
Qualifying Bill Error due to the Same Cause would be counted in the
month the bill is issued.?

Exclusions

The term Qualifying Bill Error shall not include

1. Meter reading inaccuracies normally encountered in meter reading
operations including, but not limited to, inability to access a meter due
to a dog, a locked gate, a cover over a meter, an unlocatable meter, or
a hazardous condition, including but not limited to a confined space, or
meter failures not reasonably foreseeable or within the Company’s
control;

2. The omission of billing details on a prorated bill. For purposes of this
section "billing details" means the actual rate attributed to a particular
biling determinant that was used during a Bill Month.

3. Estimated meter reads performed in accordance with procedures or
policies approved by the Company or by the Commission. By way of
example, but not limitation, meter reads estimated due to extreme
weather or other access issues;

4. Meters that are "crossed" either "physically” or "on paper” when the
cause can be documented to be outside of the Company's control. By
way of example, but not of limitation, "crossed meters" include
physically crossed customer-owned wiring and meters assigned to

'In no case would a single hill with multiple gualifyinghill errors attributed to different causes be included in a
countfor more than one Qualifying Bill Error total

“ For purposes of this El SOQM: Multiple bills, each containing a Qualifying Bill Error due to the Same Cause, that
are issued to a single customer wirh multiple accounts, will be counted as one Qualifying Bill Errorfor the Bill

Month.
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V.

PAGE 4

neighboring addresses due to incorrect premises labeling or data
provided to the Company by a third party during construction;

5. Changed "turn on" or "turn off’ dates provided by the customer;

6. Other incorrect customer, ESS, or aggregator supplied data including,
but not limited to, incorrect customer identification or address, or
situations such as unmetered services or customer reads where the
biling accuracy is dependent upon the information provided by the
customer;

7. Any cause beyond the reasonable control or fault of the party claiming
force majeure that could not have been prevented by the exercise of
due diligence, orthat could not otherwise reasonably be foreseen and
guarded against including, but not limited to, strikes, lockouts, labor
troubles, riots, insurrection, war, acts of God, extreme weather
conditions or other reason of like nature.

Exclusions Clarification. Meter reading errors from actions not
consistent with the Company's meter reading policy that are due to the
Same Cause and affect a total of one thousand (1,000) or more of the
Company's customers shall be included as Qualifying Bill Errors.

The Remedy Calculation

A.

2007 Measure Year. Forthe Measure Year including the January 2007
Bill Month through and including the December 2007 Bill Month any
Qualifying Bill Errors which may occur during the first six Bill Months shall
not be subject to remedies, but will be reported to the Commission in
accordance with Section VI. Any Qualifying Bill Errors which may occur
during the remainder of the Measure Year, which result in the Monthly
Biling Accuracy Ratio not being met, shall be subject to the appropriate
remedy standard per Bill Month set forth in Section V.B.

Subsequent Measure Years. Forthe Measure Years 2008 to 2012:

1. For each month in which the Monthly Biling Accuracy Ratio is not met,
the remedy shall be one-twelfth (1/12) of zero point one seven percent
(0.17%) of the Company's Net Operating Income.

Mitigating Circumstances. For good cause shown the Commission may

reduce the remedy amount for a specific Qualifying Bill Error below the
amounts set forth in A and B. of this section.
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VI.
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Reports, Determination of Remedy, and Records

A. Reports

1

Initial Notification. PGE will notify the Oregon Public Utility
Commission Consumer Services Division via email and/or facsimile
transmission no later than ten (10) business days from the date that
the Company first identifies that a Qualifying Bill Error is likely to have
occurred. The ten (10) business day Initial Notification deadline will
be waived during the occurrence of a major event (e.g., Level i
Outage) or other extenuating circumstances (e.g., system failure).
When a situation such as this arises, the Company will provide initial
notification of Qualifying Bill Errors to the Commission as soon as
reasonably possible after normal business operations resume.

Written Report. PGE shall submit a written report to Staff no later
than sixty (60) business days from the date that the Company first
identifies that a Qualifying Bill Error is likely to have occurred, subject
to Section VII.LA. The written report shall include:

a) a description of the Qualifying Bill Error;
b) the Monthly Qualifying Bill Error Total;
c) the Qualifying Bill Error Grand Total;

d) how the error was discovered; and

e) a description of the actions taken by the Company to correct the
Qualifying Bill Error.

Annual Report. Beginning in 2008, PGE shall submit to the
Commission by July 1 of each year, an annual written report of the
preceding Measure Year that shall include:

a) A summary of all Qualifying Bill Errors that the Company
identified during the Measure Year, that includes for each, the
Monthly Qualifying Bill Error Total and the Qualifying Bill Error
Grand Total,

b) The Aggregated Monthly Qualifying Bill Error Total for each
month;

c) The Monthly Billing Accuracy Ratio for each month in the
Measure Year;

d) Any billing error that occurred in the Measure Year which
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affected more than 1,000 customers, but due to the nature of
the error does not, in the Company’s opinion, meet the definition
of a Qualifying Bill Error.

e) The Aggregated Qualifying Bill Error Grand Total; and

f) Any remedy calculated as set forth in Section V.

B. Recommendation of Remedy. On or before August 1, beginning in 2008
for the 2007 Measure Year, the Commission Staff shall present to the
Commission, at its regularly scheduled public meeting, a copy of the
Company's Annual Report forthe prior Measure Year, as set forth in VI. A.
3. above, along with Staff's recommendation.

C. Remedy Application. Within a reasonable period of time after the
Commission determines that a remedy shall apply, as set forth in
Section VI. B. above, the Company shall record such amount as a liability
and include such amount in its next filing that affects most or all of the
Company's rate schedules, which amount shall be deemed to have all of
the characteristics of a deferral account for purposes of such filing. This
amount shall accrue interest, at the Commission authorized rate,
beginning at the date of the Commission's determination and continuing
until the balance is eliminated by amortization into rates, or eliminated
through a one time credit to customer bills.

D. Maintenance of Records. PGE shall retain billing accuracy tracking
reports for a minimum of five (5) Measure Years. PGE shall retain billing
data for all customers on a rolling thirty-six (36) Bill Month basis.

VIl.  Special Conditions

A. Origination of Qualifying Bill Error Reporting. When a Qualifying Bill
Error is found to have originated prior to the Bill Month in which the
Qualifying Bill Error was first reported, as set forth in Section Vi.A. above,
the Quialifying Bill Error may be counted for each Bill Month in which the
Quialifying Bill Error occurred, for up to six (6) months. For good cause
shown, the Commission may extend the number of Bill Months in which
the Qualifying Bill Error will be counted up to a maximum of 36 months, or
reduce the number of Bill Months in which the Bill Error will be counted.®

B. Conflict. Billing Errors that are not subject to this B1 SQM due to specific
exclusions or otherwise shall continue to be subject to the C1 SQM.
Qualifying Bill Errors that are subject to this B1 SQM shall not be subject
to the C1 SQM. In the event of conflict between the B1 SQM and the C1
SQM concerning which SQM is applicable, the terms and conditions of

’In no case will any Bill month preceding the Initiation Date ofthis SQM be included in the count.
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this B1 SQM shall control.

System or Tariff Changes. The Company may request in advance that
the Commission approve exclusion of a Bill Error that result from a new or
changed system or tariff that would otherwise be a Qualifying Bill Error
under the terms of this B1 SQM ifthey are included in an implementation

plan for the new or changed system or tariff and that implementation plan
includes service quality considerations.
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CERTIFICATE OF SERVICE
| hereby certify that | have this day caused the following: B1 Service Quality Measure
for Billing Accuracy to be served by electronic mail to those parties whose email addresses
appear on the attached service list, and by First Class US Mail, postage prepaid and properly
addressed, to those parties on the attached service list who have not waived paper service.

Dated at Portland, Oregon, this 2nd day of November 2006.

Barbara W. Halle
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