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Introduction

On Sepiember 30, 2009, the Commission issued an Opinion and Order in this proceeding
dismissing Complainant Michael L. Nicholson's Complaint against Respondent The East Ohio
Gas Company d/b/a Dominion East Ohio ("DEQG"). The Opinion and Order additionaliy directed
DEO to file, within 30 days, a report regarding its internal procedures for complying with the
bimonthly meter reading goal provided in Rule 4901:1-13-04(G){1).

In response to the Opinion and Order, DEO respectfully submits the attached Dominion
East Ohio Meter Reading Plan (the "Plan," attached as Exhibit A) which was approved by the
Commission on July 31, 2007 and remains in effect today. (See Exhibit B.) As detailed in the
Plan, DEQ has established procedures to attempt to read all customer meters every other month.
The specitic procedures for inside and outside meters discussed in the Plan have been
implemented with only a minor change in timing for several communication steps and are

summarized in this Report.

Inside Meter Procedures

If DEQ is denied access to the inside meter during its bimonthly meter reading attempt,

DEOQ places a "green tag" on the customer's door instructing them to contact DEQ to read the
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meter or to schedule a meter reading appointment. If 4 months have passed without obtaining an
actual reading, DEO automatically places an outbound call to the customer to attempt to
schedule a2 meter reading appointment. At 8 months since the last actual reading, a letter is sent
to the customer urging them to contact DEO {o schedule a meter reading. This is followed at 10
or 11 months {depending if the meter is read on an even or odd-month schedule) and again at 12
months by a second and third letier informing the customer that failure to permit a meter reading
could result in disconnection of service. Finally, fourteen months after the last actual reading, a
“yellow tag™ is placed on the customer’s door and a shut off notice is included in the customer's
bill instructing the customer to contact DEO to schedule the meter reading. DEO maintains an
audit trail on each customer’s account to ensure full compliance with these procedures.

DEO additionally notes that many of its inside meters are equipped with remote index
devices. Remote index devices allow DEO to read a customer's inside meter to be read without
physical entry onto the customer's property. Pursuant to the Plan, if DEO cannot obtain an actual
reading of an inside meter, DEQ utilizes the remote index device, where installed, to obtain the
meter reading.

As further explained in the Plan, on May 24, 2007, the Commission granted DEO a five-
year waiver of compliance with Rule 4901:1-13-04(G)(1) permitting DEO to treat such remote
index device readings as actual readings. As approved by the Commission, to the extent there
are discrepancies between remote index device readings and any future "actual" reading of a
customer's inside meter, DEO will credit the customer for any overcharge and waive any right to
collect an undercharge.

During the five-year waiver period, DEO has agreed to install automated meter reading
("AMR"} devices on all customer meters (both inside and outside). DEO notes that the

Commission considers AMR readings to be actual readings. (See Rule 4901:1-13-04(G)(1).)
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DEQ is currently on schedule to substantially complete its AMR installation on a system-wide
basis by year-end 2011 and thus well within the five-year watver pericd. As of the end of
September 2009, DEO has installed 283,082 AMR devices on inside meters, or 52% of the total
inside meter population of 539,304 meters.

Dutside Meter Procedures

If DEO cannot read the outside meter during its bimonthly reading attempt, DEO places a
"ereen tag" on the customer's door informing them of why the meter could not be read and
instructing them to contact DEO to read the meter or to schedule a meter reading appointment. If
4 months have passed without obtaining an actual reading, DEO avtomatically places an
outbound call to the customer to attempt to schedule a meter reading appointment. At 8 months
since the last actual reading, a letter is sent to the customer vrging them to contact DEO to
schedule a meter reading. This is followed at 10 or 11 months (depending if the meter is read on
an even or odd-month schedule) and again at 12 months by a second and third letter informing
the customer that failure to permit a meter reading could result in disconnection of service.
Finally, fourteen months after the last actual reading, a “yellow tag™ is placed on the customer’s
door and a shut off notice is included in the customer's bill instructing the customer to contact
DEOQ to schedule the meter reading. DEQO maintains an audit trail on each customei's account to
ensure full compliance with these procedures. As of the end of September 2009, DEO has
installed 363,663 AMR devices on outside meters, or 49% of the total outside meter population
of 748,445 meters,

Conclusion

The attached Plan thus provides Commission-approved procedures by which DEO

attempts to obtain an actual meter reading on a bimonthly basis pursuant to the requirements of

Rule 4901:1-13-04(G)(1) and related Commission orders. Accordingly, DEQ is in compliance
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with Commission requirements regarding actual meter readings and the instructions of the

Commission in this case pursuant to its September 30, 2009 Opinion and Order.

Respectinlly submitted,
s
{' —

M,at{ . Whitt (Counsel of Record)

J&el E. Sechler

CARPENTER LIPPS & LELAND LLP
280 Plaza, Suite 1300

280 North High Street

Columbus, Ghio 43215

{614) 365-4100 (Telephone)

{614) 365-9145 (Facsimile)

whitt@ carpenterlipps.com
sechler@carpenterlipps.com

Attorneys for Respondent 'The East Ohio
(Gas Company d/b/a Dominion East Ohio


mailto:whitt@carpenterlipps.com

CERTIFICATE OF SERVICE

I hereby certify that a copy of the foregoing Report Pursuant To September 30, 2009
Opinion and Order was served by ordinary U.S, mail, postage prepaid, to the following on this
30" day of October, 2009:

Michae!l L. Nicholson
715 E, Midlothian Blvd.

Youngstown, Ohio 44502 ﬂ
“,W\/

One/t the Atiorneys for Respondent The
East Ohio Gas Company d/b/a Dominion East Chio

860:001-238089



Revised July 20, 2007

DOMINION EAST OHIO
METER READING PLAN

Intreduction

This meter aceess plan is submitted to the Director of the Commission’s Service
Monitoring and Enforcement Departiment pursuant to QAC 4901:1-13-04(GY(1)(a). The
plan describes Dominion East Ohio’s (“DEQO” or “Company”) approach fo complying
with CAC 4901:1-13-04(G) in conjunction with the tariff changes, waiver requests and
AMR deployment plan and accompanying cost recovery applications filed with the
Commission. If also addresses content suggested by Staff and includes information
provided to Staff at meetings held on October 3, October 31 and November 29, 2006.
This revised plan reflects Cotunission decisions in Case Nos, 06-1454-GA-ATA and 00-
1452-GA-WVR regarding certain tariff changes and waivers requested by the Company
related to the minimum gas service standards.

Existing Meter Equipment Description

Approximately 556,000, or 43%, of DEQ's 1,290,000 meters are located inside.
Of those inside meters, 373,000 are equipped with remote index devices that bave been
instelled over a span of 30 years. The Company evaluated the acouragy of its three major
remote index types based on a sample of 19,704 devices tested between January 2005 and
Fuly 2006. Using a defect definition of a greater than +/- 3 mef difference between the
actnal meter reading and the remote index device, the defect rates of the fhree types of
devices installed at DEO were as follows:

Remote Index Device Accuracy

Remote Type | Years Installed | Population | Defect Rate
American 1977-1984 36,181 9.5%
Badger 1977-1984 18,277 21.4%
Hexagram 1986-2006 318,542 1.8%

Role of Automated Meter Reading (AMR)

As indicated in the Company’s application in Case No. 06-1453-GA-UNC, DEO
will deploy AMR units on all inside and outside meters over a S-year period, provided the
Commission approves DEQO’s application for a cost recovery mechanism, which DEO
now plans to conselidate with an npcoming base rate proceeding, DEO will prioritize the
replacement of American and Badger remote indexes due to their higher defect rates,
with the intent of replacing them with AMR devices within two years. DEO will consult
with Staffto defermine the most appropriate way to balance the efficiency of a shop-by-
shop AMR conversion with an initial focus on inside meters {0 address the most pressing
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billing and access issues. In its May 2, 2007 Finding and Order in Case No. 06-1454-
GA-ATA, the Commission approved proposed tariff changes that will enable DEO to
install AMR devices at the customer's ekpense when the customer does not ptovide
access within 12 menths after being properly informed of the conpany’s right to geini
access fo its metering equipment. In its May 24, 2007 Entry in Case No. 06-1452-GA-
WVR, the Commmission, authorized a 5-year waiver of paragraph (G)(1) of Rule 4901:1-
13-04, O,A.C,, allowing the Compeny te treat remote index device reads as actual
readings in recoghition of DEO’s agrecment to hold the custotners harmless for
discrepancies between an actual meter reading and a reading from a remots tnidex device.

Routine Process

Pursuant to the Comningission’s May 24, 2007 Enfry in Case No. 06-1452-GA-
WVR, DEO will treat remote device réads as actual reads for putposes of complying with
QAC 4901:1-13-04(G)(1) for & period of five vears. As destribed in the following
section, DEO will mitigate the impact of back-billing issues on dcdoumnts subsequently
found to have faulty index devices, The Company will afternpt to réad all meters, or
remote index devices as applicable, every other month writi! AMR i3 deployed widely
enough to support reading each meter every month, In the meantine; DEO will atteipt
tv gain bi-monthly access to alf ouiside meters and inside meters without a remote index
device, As deserilied in greater detail in Atfachiment A, the routine process te obfain an
actual read for those accotnts is iHustrated below:

Routine Meter Reading Process Flow

J . Cabal Schedule

i Downitad of Routgs for code & Hang |

ijAccounts t6 e Fiall door fag, [ : ﬂb‘:‘iﬁ
Rqad Oper?tians “Request rzag;gg 'ii!es

Mater Reader |3
Actedy ;

Back-Billing Accounts with Faulty Remote Index Devices

In conjunction with DEO’s proposed AMR deployment, accompanying cost.
recovery mechanisin and the treatment of remote index device reads as aciual reads, DEO
will hold customers harniless for any discrepancy between an actual meter read and a
read from a fauity remote index device. That is, the Company will not back-bill for any
additional consumption indicated by an actual meter feading being above the level
mdicated on the remote index device when the variation between the reads 1s greater than
3 mef. Should an actual meter read indicate Tess consuinpiion than the rempte, the
Company will credit the customer’s bill for the difference.
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Notice After Repeated Fajlures to Obtain Access

As illustrated in the process flow charts and related materials included in
Attachment A, DEC will employ various means of communicating with customers who
have not provided access to the Company’s metering equipment. Those means include
two versions of door hangers, automated outhound telephone calling, letters with
increasingly urgent calls to action and a termination nofice printed on page 1 of the bill
once & customer can be scheduled for disconnection as a result of failing to provide
access. The communication plan for inside meters provides the following new
notifications in addition to the current door hanger lefl whenever no access is provided
and the letter sent after 10 or 11 months of no actual read being obtained, advising the
custonzer that failure fo provide access could result in fermination of service:

* After 5 months of no actual read being obtained, an automated cutbound call
requesting access to the meter is made to the customer on the day before the
scheduled meter read date.

»  After 3 months, an initial no-access letter with no mention of potential
discopnection is sent advising the customer of the number of months since the last
actual read,

s After 12 months, a third letter advises the customer of prior aftempts to gain
access and that service may be disconnected if access is not provided by the next
meter reading date. (Note: This letter follows the new 8-monih lefter described
above and the existing letter that is cumrently sent after 10 or 11 months of no
actoal read being obtained.)

» After 14 months, a termination notice is printed on page 1 of the bill indicating
that the customer is subject to disconnection if no access is provided within a
specified time period.

In light of ifs comprehensive non-access communication with customers, the Company
does not believe that an additional notice period is needed in the winter. However, as it
does with credit-related terminations, DEO will exercige proper vestraint in ferminating
service for non-access during severe cold weather conditions to avoid jeopardizing
customer health and welfars.

Content of Notices

Attachment B provides samples of all current and proposed non-access

communication with customers. Included in the attachiment are the following:

—~  Door hangers referenced in all Attachment A process flows

~  Current letters referenced in the Current State process flow

—  Proposed letters referenced in the Proposed Inside Meter process flow

- Proposed leiters referenced in the Froposed Outside Meter process flow

~ Proposed termination notices referenced in both proposed process flows
DEO hay discussed the content of these notices with Staff and believes that the notices in
Attachment B reflect Staff’s comments. As indicated in the IT plan reviewed at the
Noveinber 29 mecting, the Company expects to complete implementation of the revised
notice process by December 31, 2007, The Company remaing commitied to working

-3.
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with Staff'to ensure that the communications plan provides the proper notice to customers
about the need to provide access and the consequences for failing to do so.

Customer Education Upon Disconnection for Non-Aceess

DEO will include information advising customers what do if they are
disconnected for non-access in the summary information to be provided eustomers
pursuant to OAC 4901:1-13-06. As reguired in the rule, the Company has reviewed the
summary of customer rights and responsibilities with Staff prior to mailing it to
customers. In addition, DEQ will reference the no-access requirement and disconnection
rights in an annual bill insert that addresses butied house line and other compliance
related items. In the event a customer’s service is disconnected for non-aceess, DEO will
leave a door hanger with the customer that provides information on how to contact the
company to restore service,

Documenting Compliance

At Staff’s request, the Company will modify its Customer Care System to frack
all contact attempts throughout the entire sequence of customer notification inctuding
‘automated outbound calls, door hangers, the progression of Jetters and bill notices on
each account. As noted in Atiachment A, customer information representatives will be
able to view a panel that identifies the progression of non-access related communication
and pull up images of the correspondence sent to the customer, Such information will be
made available to Staff to aid their resolution of customer complaints related to potential
termination of service for non-access.
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Attachment B

Contents

Door hangers referenced in all Attachment B process flows

Current letters referenced in the Current State process flow

Proposed letters referenced in the Proposed Inside Meter process flow

Proposed letters referenced in the Proposed Outside Meter process flow

Proposed termination notices referenced in both proposed process fows
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To raad your meler if your meter has g dial index:
Using the dials below, copy tha position of the dlalhands
axactly as they appear on the meter in your home,

%@ Meler Readcr \Visit
Dominion®

Dominfon East Ohia ~ 5.

Daar Customet, ‘
A Dominion meter reader was here:

1 THOUSAMD
Dale 8 98)1 2
[ ] Read tha outsids mater reading device. We were 76 543

Linabk to gain access fo our Inside mefer. We need
taread the actual meter Inaide your home or business
because i messures your aclual gas usage. To
comply with requirements of the Publlc Ultilities
Commisstan of Ohlo, we must be etls to get to our
insida meler Please call Us at 1-800-382.7557
batween 7 a.m, and 7 pam, weekdays to schedula an
appointment with us,

Ccey  pm (Ol (Dlal 4)

Ifthe dial is anywhate betwesn two nutnbers, use the lower
numbar The only exception s whenthe dislis hetweenthe
8 and fhe 0.-In that case, 8 is the lower number. When
complete skip o Step 2.

Toread your meter if your meter has a digltal index
From lefttorightcopy the numnbers from the digitalindex
exaetly 28 they sppear on the meter in your homa,

THLLON  100THOUSAND  10THOUSAND  {THOUSAND

D RBcerded your window dlaj reading. Thank yvou,
Unable to tecord your meter reading bacause

rapairad, .
Dog praventad access,

Matér blogked. PLEASE CLEAR AREA ARCUND
METER. ' .

To record your meter reading:

«  Have your 13 diglt sccount number avallable

«  Call our volos reeponse system at 1-800-382-YE57

= From the maln meny, select oplion — To sitsr
vour meter reading

«  Atthis painf, you will bs prompted to enter your
13 digit account numbar and meter reading.

-] No access 10 inside meter,
[} Could not locate your dlal card, Pleass diaplay card
by proper date. . . ) )
y {Olgit 1) (Dlgit 2) (Dlgit 3) {Digyit 4
{] Oial card reading seems wrong cormparatf with last It the digrit reading Ts batween twa numbere, use the lower
roonth. Please call us with your reading. number. The anly excaption is whenths digitis betwesn the
[} Outsicle mater reading davice not warking. Pleasa 9 and the 0. In that case, 8 ks tha lower number. Whan
calfus at 1-800-362-7557 hatween 7 a.m, and 7 p,m. complete skip 1 Step 2,
weeldays fo schedule an appointment to have it Step 2
[
1

it any ol the above reasons ere marked, please cali
our auiomated voice responss system tofl-fres at
1-800-362-7557 within 24 hours 10 racord your
reading, This system can be used 24 hours a tiay, 7
days a weak, Caling with vour meter reading may
hels to prevent you from receiving an sstimated bill,
See backfor detalied Insttuctions on how to

Hearing-mpaired customers with Tetecommunlesiions
devices for the deaf can call toll-free st 1-800-633-5903.

Porminlon Fhone Numbers:

Customer information Senvice 1-800-362-76557
read and record your meter reading accurately. Gas Leaks, Fires and Explosions 14.877-642-2630
(over} Form N, 721286{Sop 2005) Hearing Impaired with TDD 1-800-633-8903

©2005 Dominon Resourees Sonioes. Ine. Call Before youTig 1-800-362-2704
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%ﬁ,ﬁmw Request Meter

Reader Accass

IMPORTANT! Please call.
We MUST gain access!

[ WE MUST READ YOUR GAS METER. It has been

over 12 montha $ince we lest read vour Ingide mater.

. The Publio Ullliffes Commission of Ohio requires that

‘we read all gas meters at feast once each year and
authorizes us to shut off senvice if actiess to our meter
is feniad.

Please call us st 1-800-066-3354 hetween 7 a.n.
and'7 p.m. weekdays to schedtle an appolntment
to havs your meter read,

We'll work with vou to schedule a time that is

- convenient for you, if we don't hear from you in 10

days, wa may have to [ssus a shut-off notice for vour
account, Please call us as soon as possible to avold
having your senvice shut off.

WE MUST INSPECT YOUR INSIDE METER, This
Inspaction is a Federal Salety requirement. We must
inspectand read the Insidamatersoon. Ifwe can'tget
ta the meter, the U.8. Depariment of Tiansportation
ond the Public Ulilities Commission of Oblo allow us
o shut off your servica, - ’ ’

Please call us al 1-800-966-3354 between 7 a.m,
and 7 p.m., weekdays to schedule an appeintmant
to have your metet lospected,

We'll work with you to schedule a time that is
convenlent for you. (€ wa doa't hear from you In 10
days, we may have to lssue a shut-off nofice foryour
account. Pleass call 4s as soon as possible ta aveid
having your service shut off.

Form No, 725383 (May 2004)
D064 Dominien Resourtss Ssricas, Inc.
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Request Mefer -
Reader Accoss

IMPORTANT! Please call.
We MUST gain access!

WE MUST READ YOUR GAS METER. It bas been

aver 12 months since we [ast read your Inslde metar,
“The:Pubfic Utlittes Commission of Ohio requires that

wa read all gas meters at lvast once gach ysar and
authorizes us to shut ofsenvize i access to ourmeter
is denlad.

Please call us at 1-800-966-3284 hetween 7 a.m.
and 7 p.m. weskdays to schetiuie an appontment
1o have your meter vead.

We'll work with you 10 schedule a time that is
convenlent for you. i we don't hear fom you in 10
days, we may have to 13sue a shut-0ff natlce for your
account, Plesse call Us a3 soon as possible fo avold
having yeuur servics shut off.

WE MUST INSPECT YOUR INSIDE METER. This
nepection is a Faderal Safely raquirement, Wa must
Inspectand read the nside meter soon. [fwecan'tget
1o the mater, the U.S. Department of Transparation
and the Public Utiifles Cornrnlasion of Ohio aliow us
to shut off your savica. :

Please call uc at 1-800-056-3354 beiwsen 7 a.m.
and 7 p.an. weekdays lo schedule an appolitment
10 have your mater inspectec,

we'll work with vou 1o schedule a time that is
convenient for you. If we don't hiser from you in 10
days, we may have 1o issue a shut-oft notice foryour
accaunt. Please calt us as soon as possible fo avoid
having your serviee shut off.

Faren Mo, 721926(May 2ing)
@004 Domirion Resaurcss Serdoas, las,
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CURRBNT VERSION:

INSIDE METER ~ WITH OR WITHCUT REMODTE
REMINDER TO BE SENT WHIN THERE HAS BEEN 10 OR 11 MONTHS OF ESTIMATES,
DEPENDING ON THE SCHEDULED READ. SENT ONE WEEK PRIOR TO SCHEDULED READ,

*CurrDate*

mail label lire 1 ACCOUNT NO:

mafl label line 2 +000C000000000
mall label line 3 BERVICE ADDRESS:
malt tabel ine 4 *Addr Service Streset*
mail labet lins 5 *AddrServ, CityState™
meil fabel ling ¢ METER NO: *UVar{*

Subject: We Need To Read The Meter

Desf)ite previous notices, we have not been able o read the meter in your hotig for
almost a year. Unfortunately, our lack of access 1o the meter has now reached the crmcal
stage.

You must perm:t a company representat:ve fo read the meter This can be accomphshed-
_either by: :

~  Graniing our meter reader aceess to the meter. Please note that the dates when our
meter reader will be in your area are printed at the top of your bill.

- Scheduiing a meter reading appointment, please call  *PhonCallCen®,
*HoursCalCanter* Any of our Customer information Representatives can set a time
that is convenient for you,

If we don't hear from you and we still cannot reach the meler Inside your home or
business, the PUCO permits us o shut off service until you let us in to read and inspect
our meter. The last thing we want fo do Is fo inconventence you with a shut-off. If wa shut
off service, it will not be due ¢ your account balance - only with a lack of access 1o the
meter.

v

_ While we continue to make aftempts to read our meter, yau remam obligated o pay for
any billing adjustment made once we obtain a reading.

We would appreciate your prompt cooperation,

Sincerely,

*Signature1CallCenter*
*Signature:aCallCenter*

“imro3z .



CURRENT VERSION:

INSIDE METER ~ WITH OR WITHOUT REMOTE
REMINDER TO BE SENT WHEN THERE HAS HOT BEEN A METER READ FOR 12 MONTHS,
‘DEPENDING ON THE SCHEDULED READ. SENT ONE WEEK PRIOR TO SCHEDULED READ.

*CurrDate”

mail label line 1 ACCOUNT NO:

maif |abelline 2 +(000000000000
mall lahel line 3 ‘ SERVICE ADDRESS:
mall label line 4 *Addr Service Street*
mall label line 5 *AddrServ.CliyState®

‘mall label line 6
Subjact: 12 Month Esfimate

We have not been able to read the meter af your home for over a year. We know that
you may work ouislde your home or have othet circumstances that keep our employees
from gaining access to the meter., Unfortunately, our Jack of access pravents us from
ensuring that our equipment is operating properly and accurately.

Because periodic reading Is Important, the Public Utilitles Commission of Onio requires
us fo read all indoor meters at least once a year. We need your heip, though., We ask
that you schedule a meter reading appointment. Please call *PhonCallCen® :

*HoursCalCenter* at your gatllest convenlerce. We expect 1o hear from you within 14
business days of the date of this letter.

The meter is a mechanical device ~ we must read and inspect . If we don't hear from
you and we still cannot reach the meter inside your home, the PUCO permits us io shut
off service until you let us in to read and inspect our meter. The last thing we want fo do
is 10 inconvenience you with a shut-off. If we shut off service, it will not be due to your
account balance - only with a lack of access o the meter.

Please call us fo avoid such an unpleasant situation. A shut-off would not only
Inconvenience you, but would cost you an additional $20.00 to cover the expense of
stopping and restoring your satvice. While we caontinus o make attempts to read our
meter, you remain obligated to pay for any billing adjustment made once we obtain a
reading. ‘ .

We would appreclate your prompt cooperation.
Sincsarely,

*Slgnature1CallCenter™
*Signature2CallCentar*

JArari04



PROPOSED

INSIDE METER — WITH OR WITHOUT REMOTE
FRIENDLY REMINDER TO BE SENT WHEN THERE HAS NOT BEEN A METER READ FOR
8 MONTHS. SENT ONE WEEK PRIOR TO SCHEDULED READ.

*CurrDats*

mail label fing 1 ACCOUNT NO:

mall Jabelline 2 +0B000DOGODO0D

mal label lina 3 SERVICE ADDRESS!
mail label line 4 *Addr Service Strast™
maii label lina 5 : *AddrSery.CityState”

mall iabel line 6 METER NO: *UVart* ‘

Subject: Our Meter Reader Missed You!

Qur meter reader was Just In your neighborhood. He or she tried to read the gas meter
inside your home or business, but no adult was there. You can find the next scheduled
meter reading dates at the top of your gas bilt.

-Even If you have reported your own meter readings or your property has a remote meter
reading device, the Public Utilities Commission of Ohio's service standards require
Dominion East Ohio to read the inside gas meter at least oncé every 12 moenths, This
helps us o make stire your bill Is accurate and fo inspect the gas meter to make sure it is
working the way it should.

Thank you for your cooperation.

Sinceraly,

*Signature1CallCentar
*Slgnaturs2CallCenter™

Imr110



PROPOSED

INSIDE METER ~ REMINDER SENT ONE WEEK PRIOR TO SCHEPULED READ.
REMINDER TO BE SENT WHEN THERE HAS BEEN 10 OR 11 MONTHS OF ESTIMATES,
DEPENDING ON THE SCHEDULED READ. SENT ONE WEEK PRICR TO SCHEDULED READ.

*CurtDate™

mal! labsgl line 1 ACCOUNT NO:

mail labsl tine 2 +0000000000000
mail labsl line 3 SERVICE ADDRESS:
mall laba! Ine 4 *Addr Service Streal*
mail |abe] live 5 “AddrServ.CitySiate®
mail label line 6 METER NO: *Uvari*

Subject: We Need To Read The Meater

We have not been able o read the gas meter at this address for almost'a year.
Unfortunately, our fack of access o the meter has now reached the critical stage. Even If
you have reported your own reter readings or your property has a remote meter reading
device, the Public Utllittes Commission of Ohio's (PUCO) service standards require
Dominlon East Ohio 1o read the gas meter at lsast once every 12 months.

You must‘permit a company representétfvé to read and inspect the theter. This can be
accomplished sither by: -

- Granting our meter reader access to the meter. Please note that the dates when our
 meter reader will be in your area are printed at the top of your bili. .
- Schedwing 2a meter reading appointment, please call  *PhonGallCen®,
*HoursCaiCenter*

it wa don't hear from you and we still cannot reach the meter, the PUCO permits us fo
shut off service until you let us read and inspect the meter. The last thing we want to do is
to shui-off your service, which would not only incenvenience you, but would cost you an
additlonal $UVAR11 to rastore your service, Even If your account is paid in full we can still
disconnact you'if we are unable to read and inspect the meter once in a twelve month
period. ' : ' : : '

Your actions preventing us from reading the rheter could result in large backbllls requiring
youl to pay large sums for gas used but not billed and/or propetly metersd.

We would appreciate your prompt cooperation.

' Sincerely,
*Signature1CallCenter®
*SignaturezCallCenter”

32



PROPOSED \
INSIDE METER -~ 3% REMINDER TO BE SENT ONE WEEK PRIOR TO SCHEDULED READ.

- CuwrrDate*
malt labal fine 1 AGCOUNT NO:
mail label fine 2 . +0000000000000.
mail fabal lne 3 -, SERVICE ADDRESS: .
mail label line 4 *Addr Service Street*
mail label lins & *AddrServ. CilyState®

mail lsbel line 8

Subject: Your Gas Service Could Be Shut Off

This is your last warning before Dominion East Ohio issues a shut-off notice on
your bill because you have not allowed us to get to the gas meter. We have not

been able to read the gas meter at this service address for over a year. Even if you have

reported your meter readings or your properiy has a remete reading device, the Puplic

Utilities Comrisslon of Ohlo's (PUCO) sarvice standards require Dominion East Chio to

read the gas meter at {east once avery 12 months.

Wé know that you may work outside your home or have other circumstances that keep
our employees from gaining access to the meter. We have made several attempts 1o
read the meter and to contact you:

DATE . CONTACT TYPE [THIS INFO WILL BE VARIABLES 1-10}
10/07/06 DOOR NOTICE . S
12/07/06 CALL

02/07/07 LETTER

04/07/07 LETTER

08/07/07  LETTER

Unfortunately, our [ack of access prevents us from ensuring that our equipment is
operating propetly and accurately,

- We need your help. We ask that you schedule a meter reading appointment by calling
*PhonCaliCen* *HoursCalCenter* as soon as possible.

If we dan't hear from you and we still cannot reach the meter, the PUCO parmits us to
shut off service until you let us read and Inspsct the meter. The last thing we want to do
Is shut-off your service, which would not only inconvenience you, but would cost you an
additional $UVAR11 to restore your service. It has been UVAR12 months since we -
last read the inside meter. While we continue to make attempts to read our meter,
your actions preventing us from reading the meter could result In large backbills requiting
vou to pay large sums for gas used but not billed and/or properly metered,

Please give this matter your immediate attention.
Sincerely,
*Signature1CallCenter*

. *Signature2CallCenter®
briri 04 .



PROPOSED

OUTSIDE METER -~ WITH NC READ REASON CCDE ;

. REMINDER TO 8E SENT WHEN THERE HAS NOT BEEN A READ FOR 8 MONTHS DUE TO

METER OBSTRUCTION. SENT ONE WEEK PRIOR TO SCHEDULED REAL.

“CurrDate™

mail label line 1 . ACCOUNT MO: -
mail label fine 2 +00000000000Q0

mail labst lIne 3 . SERVICE ADDRESS:

mail label line 4 *Addr Service Streef*

mail [abel ine 5 “Addr8eny CityState™

mail label jine 6 METER NO: *UVart*

Subject: It Is Time For A Meter Reading of the Ouiside Meter

It Is time again fot us to read our gas meter located outside of your house or huilding.
However, our meter reader has reported problems getting to the meter. As a result, we - !
have had to estimate your gas use for several months now. Even if you have reported :
your own meter readings, the Public Utilities Commission of Ohio's service standards

requlre Dominion East Ohia to read the gas meter at lsast once every 12 months. This

helps us o make sure your blll is accurate and to Inspect the gas meter to make sure ltis

working the way it should. '

"Please help us to meet this requirement:
1. Let us read the meter. Call usio arrange a day for us fo read the meter.
2. Remove the obstruction. Whether it's a locked gate, an overgrown bush or a dog

nearby, something has prevented us from getling fo the meter. Pleass do whafaver ie

necessary so that the next time cur meter reader is In the area, he or she can cbhiain g
reading. : )

if you would iike"to contact us, please call *PhonCallCen®, *HoursCalCenter”

Sincerely,

*Signature i CallCenter®
*Signature2CaliCenter”

imri16



PROPOSED
OUTSIDE METER - WITH NO READ REASON CODE

REMINDER TO BE SENT WHEN THERE HAS NOT BEEN A READ FOR 10 MONTHS RUETO METER
GBSTRUCTION SENT ONE WEEK PRIOR TO SCHEDULED READ.

“Lueraie

mall tabel ine 1 ACCOUNT NO:

mail fabsl lins 2 +0000000000000
mall labe! line 3 SERVICE ADDRESS:
mail labef line 4 *Addr Service Street”
mali label ling 5 *AddrServ. CityState*
malil [abel line 6 METER NQ; "UVart™

Subject: It Is Time Faor A Meter Reading of the Outside Meter

It is time again for us to read the gas mster located ouiside of your hause or building.
However, our meter reader has reported problems getting to the meter. As a result, we
have had to sstimate your gas use for several months now. Even If you have reported your
own meter readings, the Public Utilitles Commission of Ohlo’s (PUCQO) service standards
require Dominion East Ohlo to read the gas meter at least once every 12 months. This
helps us to make sure your bill is accurate and to inspect the gas meter fo make sure it is
workirg the way it should.

You must permit a company representativé 1o read and inspecf the meter, This can be
accomplished either by:

- Granting our meter reader access fo the meter. Please note that the dates when our
mater readsr will be in your area are printed af the top of your bill.

-. Scheduling a meter reading appeintment, please cal *PhonCalCen?,
*HoursCalCenter*

If we don't hear from you and we still eannot reach the meter, the PUCO permiis us fo
shut off service until you let us read and inspect the meter. The last thing we went 1o do is
to shut-off your service, which would not only inconvenience you, but would cost you an
additlonal $UVAR11 to restore yaur service. Even if vour account Is pald In full we can still
disconnect you if we are unable to read and inspect the meter at least once in a twelve
month period. . :

While we confinue to make attempls {o read the meter, your actions preventing us from
reading the meter could result in large backbilis requiring vou to pay large sums for gas
used but not billed andfor properly metered,

We would appreciate your prompt cooperation.
Sihcerely,
*Signature1CallCenter*
*Slgnature2CallCenter*

Imr117



PROPOSED
OUTSIDE METER — WITH NO READ REASON CODE

REMINDER TO BE SENT WHEN THERE HAS NOT BEEN A READ FOR 12 MONTHS DUE
TO METER OBSTRUCTION. SENT ONE WEEK PRIOR TQ SCHEDULED READ.

*CuriDate*matl |nbet fine 1 ' . AGCOUNTNO:

rmail label line 2 +0000000000000
mall tabsi line 3 SERVICE ADDRESS;
mall label ling 4 *Addr Service Street”
mall label line & *AddrServ.CityState”

mall kahel line §

Subject Your Gas Service Could Be Shut Off to the Outside Gas Meter

This Is your last warning before Dominion East Ohio issues a shut-off netlice on

your bill because you have not allowed us to get to the gas meter. Qur meter reader

has reported problems getfing to the meter. As & resulf, we have had © estimate your

gas use for several months now. Even if you have reperted your own meter readings, the

Publtc Utilities Commission of Ohlo's (FUCC) service standards require Dominion East

Ohio o read the gas meter at least once every 12 months, This helps us to make sure

your bill is accurate and to inspect the gas meter to make sure it Is working the way it:
should. '

We have made several attempls to read the meter and to contact you:

DATE - CONTACTTYPE {THIS INFO WELL BE VARIABLES 1-10]
10/07/06 DOOR NOTICE -

12/07/06 CALL

02/07/07 LETTER

04/07/07 ~ LETTER

06/07/07 LETTER _

Unfortunately, our lack of access prevents us from ensuring that our equipment is
operating properfy and accurately.

We need your help, We ask that you schedule a meter reading appomtment by calling
*PhonCallCen” *HoursCaiCenter* as soon as passible.

If we don't hearfrom you and we still cannot reach the meter, the PUCO permits us to
shut off sarvice until you lot us read and Inspect the meler. The last thing we want fo do
is shut-off your service, which would not only Inconvenience you, but would cost you an, .
additional SUVAR11 to restore your service. While we contlinue to make attempts to
read the meter, your actions preventing us from reading the metsr could result in large
backbills requiring you {o pay large sums for gas used but not billed and/or pmperly
metered.

Please give this matter vour immediate aftention.
Singerely,
*Signature1CallCenter*

' *Signature2CaliCenter™
Imr118




NO ACCESS SHUTOFF Page t of 2

ADDRESS

CITY, STATE 2IP '
Account Nurmtber Data Preparad Next Meter Reading  For'questions about Dominton East Ohio charges call 330-746-7611. Avaid an
00000D0UC0000D September 18, 2006 11714~ 11/17/2006 sstimale-enter a lead between 10/47 & & p.m, on 10/18/2008 at wwal dom.com

—

weet THIS IS A SHUT-OFF NOTICE
FORNOT LETTING US GET
TO OGUR METER.

SHUT-OFF NOTICE FOR NOT LETTING US GET TO OUR METER

Domlnicn East Ohio has made repeated atlempts to read and ingpact our gas meter, Because yoil hava not glven us acsess to our melar,
wa will tum off gas servica no seoner than § a.m, on [DATE] or any biusihess day thereaftor. Wa wdll take this acifon regardiess of your
account balance. ’ .

You can avold a loss of service If vou call us bafore [DATE} and arrange a day for Us to read and inspact our meter, If wa shut off gas
savies, you must schedule an appointment and you will be charged a fae of $X00CXX, which witl appear on the bill aftst we restora sepvics,

Pioase detach and return thls coupon with a check macie payable to Dominion Bast Ohio, Pigase sea reverse slie for mailing addrass ¢change Instructions.

Removing Yoursslf from Customer Listing

We are required fo Includs your name, addrass and usage
Information on & llst of sliglble customers that Is made
svailable to ofher rotall’ nsiurel ges suppliers or
governmental aggragaters, If you do not wish 1o ne
Included on this list, please ¢all Dominion East Ohig at
1-800-3B2-7557 or wrlle us at P.O. Box 26666,
Richmond, VA 23281-8868, or complete the appropriale

d ibe.
| . i form onthemgﬁg%%meb site
KOO PO BOX 26785

KR , RICHNOND VA 23261-8786


http://www.dQm.CQm

NEW COMBINED SHUTOFF

ADDRESS

CITY, STATE ZIP

Account Number Date Preparad Next NMator Reading For quastions sbout Bominlon East Ohia sharges call 330.746-7611, Avoid on -

0000Co00000000 September 18, 2006 1114 - 11712008 astimate-anter a raad batwaen 10/17 & 5 p.a1, on 1071912008 =t wwwdom.com.
Current Gas Amount | 85, 1() b THIS lS A .‘SHUT'DFF NOTiCE #i i
pact Due Gas Amount ’ _ © 18824 FOR NOT PAYING AND FOR NOT
Total Payment Due by October 4, 2008 $253.34 LETTING US GET TO OUR METER

NOTICE #1 - FOR NOT PAYING -
You are hot currently on a paymant plan.

YOUR ACCOUNT IS PAST DUE. Unless Dominion East Ohio receives your past due payment of $188.24 In full bfy October 4, 2008, the
company can shut off your gas service. Partial payment will not protect you from shufoff unless you arranga one of the following payment
plans with us In advance, i allgible:

Current Plus - You pay your currant charges, and meke one of up to six equal payments of the past-due amount, each month,

Percentage of Income Payinent Plan (PiPFé) = Income-sfigible customars pa‘y 10% of their monthly gross househald income. Call the Ohlo
Depariment of Developmant at 1-800-282-0880 for an appllsation or for the fogatlon of the nearast Community Actfon Agency.

One~Third Optien - Befween November £ and April 15, customers can pay one third of their total bill fo avoid a shutoff of service,

If the company shuls off your gas service for nanpayment, you must pay a reconnection fee of up o §20.00 in addition to the past-dug
amount. Also, you must pay a sacurity deposit of $1.00 or have a credifworthy gusrantor.

Payment Mathods, Pay your aver-due balance through Biflivatex day or night with an electronte check, ATMAdebit card with a Pulse, Star,
NYCE or Accell logo or a Visa, MasterCard, or Dlscover credit card, Gontact BliMatrix by phone at 1-800-573+1153 or enline thmu%h
wwy.dom.com, BillMatelx charges a convenlence fee of $3.95 for each transacton. You mar also pag In persan at an authorlzed
- pag’ment center, For the paymant location nearest you, visit \mej,dom.oom o7 call Dominion East Ohle at the number iy the top right comer

. of this bill puthorized payment agents charge a seivice fee of $0.74 Tor each transaction. - : - .

Energy Asslstance, If you meet Income recf;uirements, youl might gualify for financial ai¢ or weatherizatien services. To leam more, call the
Ohio Department of Development, Office of Community Services, at 1-800-282-0880 or contact us.

Medical Cerfificate, A medical cortification delays a shuteff when [t would be especlally dangerous {o the health of a permanent member

of your household. It allows you time te get financial help or make paymant asrangements, 1t does not reduce the amount you owe. You

can get a medical cenffieation form by caling 1-800-850-7989, A lleensed madical professlonal must sign the farm, You can apply by phone,

grc\nded that Dominion East Ohio receives the written natificztion within seven days. if gas service 1s off, return the signed form within
1 days to restore servica, Bs surs fo give your heafth cars provider permisaion {o release your madical information to us.

Fallure to pay all charges for non-regulated Dominion Products & Services may result in termination of vour contract,

NOTICE #2 — FOR NOT LETTING US GET TO OUR METER
Dominion East Ohio has made repsated atiampis fo read and inspect our gas meter, Bacause you hava not given us access o our meler,
we will turny off gas servica no sooner than & a.m, on [DATE] or any business day thereafter. We will take this actlon ragardiess of your
account balance, : :

You can avold a loss of servics if you call us before [DATE] and arrange a day for us to read and Inspact our meter, If we shut off gas
service, you must schedule n appoiniment and you will be charged a fee of $XX.XX, which will appsar on the bill after we restore servics.

Please detach and retum this coupon with a check mada payable to Dominion East Qhlo, Please see reverse side for maling address change Insiructions.

Removing Yourself fram Customer Listing

g are required fo include your name, address and usage
information on a list of eliglble sustomers ihat is mad
vaffable fo other retail natural gas suppliers o
overnmental aggregators. If you do not wish to be

1D-362-7557 or write us at P,0), Box 26668, Richmand,

A 23261-5666, or complets the appropsate form on th
K web sitg,

L MMM EAST QHIG

Ko PO BOX 26785

OO0 . RICHMOND VA 23261-6785

included on this llst; please call Dominion East Ohic at 1- —_—


http://atwvw.dom.com
http://www.do.m.com
http://www.dom.com
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lsstaner
Monitaring marketplices el eujoreing rales b assner safy, Cerunissiones
adhrgniai, ad retois

T seriies, Ronda Fertman Foerguy
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Tuly 31, 2007
Yoff Murphy
Director, Priciing and Reguldtory Affairs
Dominion East Chio

1201 East 55" Street
Cleveland, OH 44103-1028

RE: Rule4901:1-13-04 (G} (1), Ohio Administrativé Code (0.A.C.Y
Dear Mr. Murphy:

I am in receipt of Dominion East Ghio’s (DEQ’s) proposed meter reading plan, dated
Tuly 20, 2007. The plan states that DEO expects to complete implementation of the revised
notice process by Deceinber 31, 2007,  Staff dppioves DEO’s subiniited meter reading plan,
which is attached to this lefter, w:th the vaderstanding that no eustormer will ke disconnected for
noii-aceess or back billed 1onger than 12 months, until the full implementation of the nutice
process is conypleted,

If you have any question regarding this acceptanse fefter, please contact Bathara Bossart
at 466-0793, or myself at 614-995-0137.

Sincerely,

L@W E - mt‘(’W

Doris McCarter

Director

Service Monitoring aiid Enfor¢ement Depart.
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