ORDER NO. 09-154

ENTERED 05/04/09

BEFORE THE PUBLICUTILITY COMMISSION

OF OREGON

UM 1218(4)

In the Matter of

NORTHWEST NATURAL GAS ORDER
COMPANY, dbaNW NATURAL

2008 Annual Report for B1 Service Quality
Measures for Billing Accuracy

DISPOSITION: REQUEST APPROVED

On March 3, 2009, Northwest Natural Gas Company, dba NW Natural (NW
Natural or Company), filed its 2008 Annual report for billing accuracy with the Public Utility
Commission of Oregon (Commission). The Company requests that the Commission find that
no remedy determination isrequired. A description of thefiling isfound in Staff’s Report,
attached as Appendix A, and incorporated by reference.

Staff supports NW Natural’ s request for acceptance of its 2008 Annual report
for billing accuracy without remedy, but states this conclusion would be specific to thisfiling
alone and would not be intended to set a precedent with regard to consideration of
NW Natural’s future annual reports of B-1 Service Quality Measures where the monthly
billing accuracy ratio did not meet or exceed the accuracy target as defined in Order 07-192.
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ORDER
IT IS ORDERED that Northwest Natural Gas Company’s 2008

Service Quality Measures repott is accepted and no remedy determination is required for the
2008 Measure Year,

MAY O 4 2009

Made, entered, and effective

%ﬂ% . /)/MM

“John Savag
missioner

Rax_haum

Commissioner

A party may request rehearing or reconsideration of this order pursuant to ORS 756.561. A
request for rehearing or reconsideration niust be filed with the Commission within 60 days of
the date of service of this order. The request must comply with the requirements in OAR 860-
014-0095. A copy of any such request must also be served on each party to the proceeding as
provided by OAR 860-013-0070(2). A party may appeal this order by filing a petition for
review with the Cowurt of Appeals in compliance with ORS 183.480-183.434.
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ITEMNO. ca3
PUBLIC UTILITY COMMISSION OF OREGON
STAFF REPORT :
PUBLIC MEETING DATE: April 21, 2009

Upon approval by the

REGULAR CONSENT X EFFECTIVE DATE Commission
DATE: April 8, 2009
TO: Public Utility Commission

FROM: Lisa Gorsuch
THROUGH: Lee Sparling, Ed Busch and Ju@&hnson

SUBJECT: NORTHWEST NATURAL: (Docket No. UM 1218(4)) 2008 Annual report
of B-1 Service Quality Measures for billing accuracy.

STAFF RECOMMENDATION:

Staff recommends that the Commission accept Northwest Natural's (NWN) 2008 Annual
report for billing accuracy as filed on March 3, 2009, and find that a remedy
determination is not required for the 2008 Measure Year.

DISCUSSION:

The purpose of the B-1 Service Quality Measures for billing accuracy (B-1 SQM), as
adopted by Commission Order No. 05-1055 and modified by Order No. 07-192, is to
assure that bills issued by Northwest Natural (NWN}) to its Oregon customers are
accurate and, if accuracy targets are not met, to provide the Commission with certain
remedies.

In its report,’ NWN reports that two Bill Errors? have occurred for the 2008 Measure
Year (Year) that combined affected 10,092 customer bills and resulted in an overall
billing accuracy ratio of 99.86%. While this exceeds the billing accuracy target of greater
than or equal to 99.4% for the Year, one of the two Bill Errors resulted in a 98.65%
billing accuracy ratio for the month of July, which is below the billing accuracy target.

' See attachment A.
2 A Bill Error is generally defined as an error affecting 500 or more bills that is due to the same cause.

APPENDIX /7 5
PAGE / OF =__
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NWN 2008 B-1 SQM
Aprit 9, 2009
Page 2

NWN reports that an Auto Pay Message Print Error occurred on July 11, 2008. The
Company states this Bill Error was caused by a computer program code change that
was made to allow for a special envelope to be inserted into bills from a different bin
than would normally be used for envelope insertion. The Company was unaware that
the envelope insert code used was linked to the Auto Pay message. As a result, the
program code change caused bills that received the special envelope insert to be
printed with the message Auto Pay — Do Not Pay. This Bill Error affected 8,039
customer bills. The Company issued replacement bilis that included an insert explaining
the reason for the replacement bitl.

NWN requests that the Commission accept its 2008 Annual report for billing accuracy
as filed on March 3, 2009, and find that a remedy determination is not required.

Staff has reviewed the circumstances surrounding NWN'’s Bill Errors for 2008. Statistics
from the Consumer Services Division indicate that no complaints resulted from the
incident in July, which dropped the Company'’s billing accuracy ratio slightly below the
minimum target for the month. Staff agrees with the Company that the Bill Error in July
did not result in adverse or significant customer impact.

Staff supports NWN's request for acceptance of its 2008 Annual report for billing
accuracy without remedy. However, this conclusion would be specific to this filing alone
and would not be intended to set a precedent with regard to consideration of NWN’s
future annual reports of B-1 SQMs where the monthly billing accuracy ratio did not meet
or exceed the accuracy target as defined in Order 07-192.

PROPOSED COMMISSION MOTION:

NWN's 2008 SQM report be accepted and no remedy determination be required for the
2008 Measure Year.

NWHN 2008 B-1 SQM
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