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Direct Testimony of
Carleen F. Fanelly

INTRODUCTION
Please introduce yourself.
My name is Carleen F. Fanelly. I am employed by The East Ohio Gas Company d/b/a
Dominion East Ohio (“DEO” or “Company”) as Director, Customer Service. My
business address is 2100 Eastwood Avenue, Akron, Ohio 44305.
Please describe your educational background and work experience.
I graduated from The University of Akron with a Bachelor of Science degree in Business
Administration in 1988 and a Master of Science in Business in 1995. Prior to 1985, 1
held various positions in Retail Sales and Marketing. In March 1985, I was hired by The
East Ohio Gas Company as a Meter Reader and have held several positions including
Business Analyst, Community Affairs Representative, Manager Customer Service
Center, Director Customer Contact Services and Director Gas Billing. In 2006, I joined
the Dominion Services Company as Director of Dominion LDCs Customer Service
Centers which included both gas and electric call center operations. In June 2008 I
rejoined DEO as Director, Customer Service.
What are your job responsibilities as Director, Customer Service?
My present duties include oversight of DEO’s customer service operations. [ am
responsible to plan, direct, and coordinate DEO customer services (i.e., Customer Service
Center, Customer Relations, Metering Services, Billing & Credit, Meter Reading,

Dispatch and Field Meter Services) to ensure customers receive prompt, courteous, and
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efficient handling of inquiries and service requests. This role includes oversight of
regulatory compliance associated with customer service operations.

What is the purpose of your testimony in this proceeding?

The purpose of my testimony is to explain that DEO has accomplished an accelerated
deployment of AMR technology to over 99% of its service territory by the end of 2011,
resulting in a significant reduction in meter-reading labor and O&M costs that is expected
to be more fully realized in the revenue requirement for the 2012 program year.

2011 AMR DEPLOYMENT PLAN

Are you familiar with the Commission Order in Case No. 09-1875-GA-RDR with
respect to filing requirements for the next AMR Cost Recovery Charge proceeding?
Yes. In that Order, the Commission stated: “While the evidence in this case supports
DEQ’s calculation, the Commission finds that DEO should be installing the AMR
devices such that savings will be maximized and rerouting will be made possible in all of
the communities at the earliest possible time. Therefore, the Commission expects that
DEO?’s filing in 2011, for recovery of 2010 costs, will reflect a substantially greater
number of communities rerouted. The Commission anticipates that, by the end of 2011,
it will be possible to reroute nearly all of DEO's communities. To that end, the
Commission finds that, in its 2011 filing, DEO should demonstrate how it will achieve
the installation of the devices on the remainder of its meters by the end of 2011, while
deploying the devices in a manner that will maximize savings by allowing rerouting at
the earliest possible time.” Case No. 09-1875-GA-RDR, Opin. & Order 7 (May 5, 2010).
Did DEO’s filing in Case No. 10-2853-GA-RDR reflect a substantially greater

number of communities rerouted than its filing in Case No. 09-1875-GA-RDR?
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Yes. The Company had rerouted 310,721 accounts or 671 routes by the end of 2010, as
compared to 25,284 accounts or 63 routes by the end of the previous year.

Did DEO provide information in its filing in Case No. 10-2853-GA-RDR showing
how it would achieve the installation of AMR devices by the end of 2011?

Yes. The AMR plan filed in February 2011 with its application in Case No. 10-2853-
GA-RDR described how the remaining AMR installations and rerouting of meter-reading
routes would be carried out during 2011. (I will refer to this plan as the “2011 AMR
Plan” or “2011 Plan.”) As explained in the plan, DEO prioritized the remaining 275,292
meters as follows: 243,783 active meters first; meters that had been inactive for 24
months or less (4% of total remaining meters) next; and meters that had been inactive for
more than 24 months (8% of total remaining meters) would be scheduled for
disconnection and worked last.

DEO also specifically stated in the 2011 AMR Plan that by the end of 2011, it
would initiate the rerouting of all but the Western and Youngstown shops and transition
its entire service territory to monthly meter reading. (See Case No. 10-2853-GA-RDR,
Appl., Ex. B, DEO AMR Plan 2 & 4.)

Was information from the 2011 Plan shared with anyone outside DEO before it was
filed with the Commission?

Yes. Prior to submitting the 2011 AMR Plan, DEO submitted its Revised Meter Reading
Plan for Staff’s review on August 16, 2010. The Revised Meter Reading Plan is attached
as DEO Exhibit 2.1 to my testimony. Staff reviewed and approved this plan, as shown in
the letter dated December 6, 2010, attached as DEO Exhibit 2.2 to my testimony.

Why is the Revised Meter Reading Plan relevant to DEQO’s 2011 AMR Plan?
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The Revised Meter Reading Plan included information regarding DEO’s AMR
installation strategy that was later incorporated into the 2011 AMR Plan. For example,
the Meter Reading Plan stated that monthly meter reading would not occur until “an area
reaches approximately 95% saturation,” and also described DEO’s “two-prong
installation strategy” that included “a targeted shop-by-shop AMR conversion, with
priority given to areas that present meter access or billing challenges,” and “installing a
device while working at the customer premise on other scheduled work.”
Did DEO take any additional steps to facilitate the deployment of AMR devices that
are not listed in the plan?
Yes. In January 2011, DEO developed a letter that was mailed to customers who had not
scheduled an AMR installation appointment. The letter advised them that their
community was being moved to a monthly meter reading schedule and that DEO would
not be able to read the meter monthly until an AMR device could be installed.

Also, on August 23, 2011, DEO reached out to Staff via e-mail for approval of a
new multi-meter manifold process. DEO developed a process to allow it to complete in a
single visit all work on multiple meter manifolds, and thus avoid the need to schedule
individual appointments with every account holder at a given premise. DEO received
Staff's approval on September 1, 2012, and began the new process the following week.
Had the Commission, in Case No. 10-2853-GA-RDR, ordered DEO to revise its plan
for deploying AMR devices, would DEO have done so?
Yes.

During 2011, did DEO deploy AMR devices in accordance with its 2011 AMR Plan?

Yes.
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How many communities had DEO rerouted by the end of 2011?

By the end of 2011, DEO had initiated or completed the rerouting of 1,108,478 accounts
or 2,850 routes for all of the communities in its service area except for those serviced by
the Western and Youngstown shops. These two shops are expected to be rerouted by
June 2012.

By the end of 2011, had it become possible to reroute those two shops?

Yes. Youngstown had achieved 97% saturation while Western had achieved 95%
saturation. As indicated in the AMR Plan, once a shop reaches approximately 95%
saturation of AMR installations, rerouting becomes possible.

Why weren’t the Western and Youngstown shops rerouted by the end of 2011?
Rerouting cannot occur until shops reach a sufficient level of saturation with AMR
devices. The required saturation level for these shops was reached during 2011, but
rerouting could not have followed instantaneously.

Why is there a delay between achieving saturation with AMR installation and the
completion of rerouting?

There are several steps that must occur. First, accounts must be moved to a monthly
meter-reading schedule. (Both Western and Youngstown shops were moved to monthly
meter reading in December 2011.) Then, DEO acquires two actual readings prior to a
change in their billing cycle; this allows DEO to true-up any over- or under-estimated
billings for the customer and provide proper notification to customers that the change is
going to take place. In addition, when DEO performs rerouting, it may change the length
of billing cycles for that month. Because the impacted billing cycles may be shorter or

longer than planned, the volume of gas brought onto our system by Energy Choice
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suppliers may be more or less than is needed. In developing new routes, DEO must
account for these operational requirements to minimize any disruption for the suppliers,
who may need to either bring additional gas onto the system to cover a shortage or
eliminate the excess supplies. This process in its entirety can take several months.

By the end of 2011, had DEO moved all areas to monthly meter reading schedule?
Yes, including (as noted) the shops that remained to be rerouted, Western and
Youngstown.

By the end of 2011, how many AMR devices had DEOQ installed on its system?
1,243,358. This is greater than 99% percent of active meters or 97% of all meters.

As of January 1, 2012, how many active meters remained for conversion to AMR?
9,530. This represents 0.8 percent of DEO’s total active meter population of 1,244,404,
Of this number, 3,143 were large commercial meters and 6,387 were hard-to-access
meters.

Why had DEO not installed an AMR device on every commercial meter by the end
of 2011?

The commercial meters without an AMR device as of December 31, 2011, are larger
meter set-ups for commercial or industrial accounts. These customers require special
appointments to avoid disrupting their operations or creating an undue hardship on their
business. This type of installation is often worked on odd shifts or non-traditional
business days.

Why had DEO not installed an AMR device on every hard-to-access meter by the

end of 2011?
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As the category name implies, some customers refuse to allow DEQO access to their
premises. To gain access, DEO must engage in a time-consuming process that provides
the customer multiple opportunities to provide access and avoid a disconnection. Once
the initial contact is made and the customer fails to contact DEO for an appointment, an
additional 40-day equipment-access process is invoked. This includes a progression of
letters and an automated outbound phone call between each letter. If the customer still
fails to make contact, an employee will attempt to make a personal contact to schedule an
appointment. A notice is then issued on the customer’s bill and after the bill notice is
rendered, a no-access termination order is issued for the account. If the customer
contacts DEO to schedule an appointment, the process will stop. If DEO is unable to
obtain access to the customer’s meter on the scheduled appointment date, the process will
go back one step and reinitiate. The final remedy is that DEO disconnects service. Once
the customer contacts DEO for service restoration, we respond the same day and
complete all necessary work on the equipment at that time.

Throughout 2011, DEO proactively implemented the 40-day no-access process in
order to address hard-to-access meters, and it did so well before the onset of cold
weather. The Company cannot predict how or when customers will respond to that
process, but the fact that by year-end DEO installed all AMR devices on all but 6,387
hard-to-access accounts shows that the Company’s efforts were effective.

Were there any other reasons DEO was delayed in installing AMR devices on hard-
to-access customers?
Yes. As requested by Staff, DEO had agreed in its Revised Meter Reading Plan that it

would not terminate service for lack of access to equipment during the winter months
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(December 1 to March 1). After March 1, we resumed the 40-day process by repeating

the step prior to where the customer left off as of December 1. Cumulatively, this cost

DEO roughly three months of opportunity each year to deal with hard-to-access

customers.

What steps is DEO taking to finish installing AMR devices?

DEO is actively working with commercial customers to schedule installation

appointments. Contact has been made with all the commercial customers to ascertain

their scheduling requirements, and resulting appointments are being worked daily.
Regarding hard-to-access customers, DEO is dealing with all of them in

accordance with its no-access policies. As described above, this process is time-

consuming, but DEO is executing it to the best of its ability.

As of April 20, 2012, how many AMR devices remained to be installed?

3,523. Of'this number, 2,003 were commercial, and 1,520 were hard-to-access meters.

Besides customers who either required special appointments or refused access, did

any meters on DEQO’s system remain for conversion to AMR at the end of 2011?

No. DEO will schedule inactive meters for removal rather than installing AMR devices

on them.

Did DEO’s inability to install the remaining 9,530 active meters affect the level of

O&M cost savings achieved in 2011?

No. The inability to install AMR on large commercial and hard-to-access meters had no

recognizable effect on O&M cost savings. By the first day of 2012, DEO had already

moved to systemwide monthly meter reading and made full staffing reductions. And

while two shops remained to be rerouted in 2012, this would have been so even had DEO
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been able to achieve 100% AMR installation by the end of 2011—the handful of
unconverted meters did not delay rerouting.

Has DEO reduced its meter-reading labor force during the accelerated deployment
of AMR?

Yes; in fact, as of the first of this year, it has achieved full staffing reductions under the
program. During the 2007 baseline year, prior to acceleration of the program, DEO had
108 meter readers and 8 supervisory salaried employees. As of January 1, 2012, DEO
reduced the number of meter readers to 27 and salaried staff to 2. To show the process

impact of this reduction, including the reduction on walking routes for meter reading, see

the chart below:

Shop Previous Previous Current Current
Number of | Number of Number of Number of
Meter Walking Meter AMR Routes
Readers Routes Readers

Akron 19 588 5 48

Canton/Wooster/NP 12 322 4 36

Youngstown 15 421 4 33

Eastern 19 477 4 31

Western 16 308 3 16

Northeast/Ashtabula 19 466 5 40

West Ohio 6 205 1 18

River 2 63 1 12

Total 108 2,850 27 234

Could DEO have made any further staffing reductions in 2011?

No. DEO maintained Project Employees who continued to read meters via walking
routes until December when the final two offices in Youngstown and Western were
converted to monthly meter reading. The 2007 Project Employee Meter Reading
Agreement, entered into between Gas Workers Local G 555 and DEO, had a termination

date of December 31, 2011. Any Project Employees who remained in December were
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released as of December 31, 2011; however, because of the timing of the associated pay
period end, the final cost for these last Project Employees will be reflected in January
2012. The remaining 27 meter readers will each be fully employed with reading the
roughly 1.3 million meters across DEQO’s system.

The two remaining salaried employees supervise the entire meter-reading process,
with one covering the Northern service area and the other the Southern area. A minimum
of two supervisors is required, given the size of the service area, the need to effectively
supervise the team’s safety and operational performance, and to handle any labor-related
issues. These two supervisor positions will support each other for back-up coverage, and
each one will be fully employed in supervising their respective area.

Has DEO taken any other steps to reduce costs?

Yes, through rerouting, DEO was able to consolidate smaller shops and eliminate
previous Meter Reading Departments. For example, the New Philadelphia and Wooster
Shops no longer have meter readers, and those driving routes are now deployed and
managed from the Canton Local Shop. Further, an agreement entered into with the Gas
Workers Local G 555 established a Project Meter Reader job classification, which
provided a lower-cost labor solution by allowing DEO to move more experienced
employees to the Field Service positions to complete AMR installations. The Project
Meter Reader classification employees were engaged for most of the duration of the
AMR Project and received only general contract increases instead of higher progression
increases which could have increased meter reading expenses.

CONCLUSION

Does this conclude your Direct Testimony?

10



Yes.
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Exhibit No. 2.1

Revised August 16, 2010

DOMINION EAST OHIO
METER READING PLAN

Introduction

This updated meter reading plan is submitted to the Director of the Commission’s
Service Monitoring and Enforcement Department pursuant to OAC 4901:1-13-
04(G)(1)(a). The plan describes the steps, notices and measures that Dominion East Chio
(“DEO” or “Company”) intends to take in order to read each customer’s meter at least
once every twelve months. This updated plan reflects Commission approval of certain
minimum gas service standard waivers requested by the Company and the installation of
AMR devices on all inside and outside meters over a five-year period. (See the Entry in
Case No. 06-1452-GA-WVR dated May 24, 2007, and the Opinion and Order in Case
Nos. 06-1453-GA-UNC, 07-829-GA-AIR et al dated October 15, 2008.)

Meter Equipment Description

As of December 31, 2009, Dominion East Ohio’s meter count was 1,268,716. The
breakdown of meters and metering equipment in service is indicated below.

Meters

Meter Location Current Population

Inside 532,861

Qutside 735,855

Total 1,268,716

Metering Equipment

Meter Location Equipment Type | Years Installed | Current Population
Inside American 1977-1984 0
Inside Badger 1977-1984 0
Inside Hexagram 1986-2006 158,885
Inside AMR 2007-2009 310,219
Outside AMR 2007-2009 412,923

DEO completed removal of all American and Badger remote indexes within the first two
years of the AMR program. There are 545,574 meters remaining to have AMR
equipment installed by the end of the five-year program.
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Automated Meter Reading (AMR)

DEO continues to deploy AMR pursuant to the plan approved in Case No. 07-
829-GA-AIR et al. The Company has 723,142 accounts with an AMR or 57% of its
current total meters. When an area reaches approximately 95% saturation, the customers’
accounts are moved to a monthly meter reading schedule. DEO has used a two-prong
installation strategy: (1) installing a device while working at the customer premise on
other scheduled work, and (2) a targeted shop-by-shop AMR conversion, with priority
given to areas that present meter access or billing challenges. In its May 24, 2007, Entry
in Case No. 06-1452-GA-WVR, the Commission authorized a five-year waiver of
paragraph (G) (1) of Rule 4901:1-13-04, O.A.C., allowing the Company to treat remote
index device reads as actual readings in recognition of DEO’s agreement to hold the
customers harmless for discrepancies between an actual meter reading and a reading from

a remote index device.

Meter Reading Process

Pursuant to the Commission’s May 24, 2007, Entry in Case No. 06-1452-GA-
WVR, DEO will treat remote device reads as actual reads for purposes of complying with
0.A.C. 4901:1-13-04(G)(1) for a period of five years. The Company will attempt to read
all meters, or remote index devices as applicable, every other month until AMR
installations have reached sufficient saturation to support reading each meter every month
within specified geographic areas. In the meantime, DEO will attempt to gain bi-monthly
access to all outside meters and inside meters without a remote index device or AMR.
The process to obtain an actual read for those accounts is illustrated below:

Manual Meter Reading Process Flow

= Upload
completed §
code & hang reading files

door tag

“Request
Meter Reader

Access”

The process for accounts converted to monthly mobile collection is shown below:

Mobile Meter Reading Process Flow

Schedule i
routes for |} h
Field ! i
O ti 4 i Upload
i completed

reading files

Process
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Notice After Repeated Failures to Obtain Access

DEO employs 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 outbound telephone calling, letters with increasingly
urgent calls to action, and a termination notice printed on page 1 of the bill once a
customer can be scheduled for disconnection as a result of failing to provide access. The
process flow is determined by the meter location, automation of the metering equipment
and meter reading frequency. Once DEO completes its AMR deployment, including the
conversion of all accounts to monthly meter reading via mobile collection, the process
will be modified. Each process flow is described below:

The communication plan for meters read bi-monthly with no AMR or remote
device provides the following notifications in addition to the current door hanger left
whenever no access is provided on the regularly scheduled reading date.

e After 8 months, an initial no-access letter with no mention of potential
disconnection is sent advising the customer of the number of months since the last
actual read.

e After 10 or 11 months, a second letter is sent advising the customer of prior
attempts to gain access and that service may be in jeopardy of being disconnected
if no access is provided by the next meter reading date.

e After 12 months, a stern third letter is sent advising the customer of prior attempts
to gain access and that service may be disconnected if access is not provided by
the next meter reading date.

¢ After 14 months, a special notice is sent to the meter reader’s handheld advising
the meter reader to leave a yellow door-hanger with a 10-day termination notice.
If no access is provided within 10 days, an order is generated to terminate the

service.
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The communication plan for meters with AMR that are read bi-monthly and have

not yet been converted to mobile collection, provides the following notifications:

After six consecutive estimates, a field investigation order is generated for outside
meters to assess the situation and check equipment. For inside meters, an initial
no-access letter with no mention of potential disconnection is sent advising the
customer of the number of months since the last actual read.

If there is no customer response, the account then moves into a 40-day process
that includes two additional letters, three automated outbound calls and personal
contact, if necessary.

If there is still no customer response after those notifications, a no-access
termination order is generated to the field.

The communication plan for mobile monthly meter reading provides the

following notifications:

After three consecutive estimates, a field investigation order is generated for
outside meters to assess the situation and check equipment. For inside meters, an
initial no-access letter with no mention of potential disconnection is sent advising
the customer of the number of months since the last actual read.

If there is no customer response, the account then moves into a 40-day process
that includes two additional letters, three automated outbound calls and personal
contact if necessary.

If there is still no customer response after those notifications, a no-access
termination order is generated to the field.

Between December 1 and March 1, the Company will continue the notification

process but suspend issuing no-access termination orders to the field. Beginning March 1,
the Company repeats the previous communication method to the customer before a
termination order is issued to the field. DEO will exercise proper restraint in terminating
service for non-access during severe cold weather conditions to avoid jeopardizing

customer health and welfare.

Content of Notices

Attachment A provides samples of all current non-access communication with

customers. Included in the attachment are the following:

Door hangers for scheduled read month (meter reader visit) and yellow 10-day

notice

Progression of letters for no access

Bill termination notices — based on bill print changes, effective November 1,
2010, with Chapter 17 & 18 coding

Rights and Responsibilities Guide

Screen shots of panels
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The Company remains committed to working 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 Regarding Disconnection for Non-Access

DEO includes information advising customers of what to do if they are
disconnected for non-access in the summary information provided to customers pursuant
to OAC 4901:1-13-06. As required in the rule, the Company reviews the summary of
customer rights and responsibilities with Staff prior to mailing it to customers. In
addition, DEO will reference the no-access requirement and disconnection rights in an
annual bill insert. In the event a customer’s service is disconnected for non-access, DEO
will leave a door hanger with the customer that provides information on how to contact

the company to restore service.

Documenting Compliance

The Company has modified its Customer Care System to track all contact
attempts throughout the entire sequence of customer notification including automated
outbound calls, door hangers, and the progression of letters and bill notices on each
account. The Customer Service Representatives are able to view panels, such as those
included in Attachment A, identifying 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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INSIDE METER - WITHOUT AN EXTERNAL READING DEVICE
REMINDER TO BE SENT WHEN THERE HAS BEEN 8 MONTHS OF ESTIMATES.

*CurrDate*

mail label line 1 ACCOUNT NO:

mail label line 2 +0000000000000

mail label line 3 SERVICE ADDRESS:
mail label line 4 * Addr Service Street*
mail label line 5 *AddrServ.CityState*
mail label line 6 METER NO: *UVarl *

Subject: Our Meter Reader Missed You

Our 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 bill.

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
*EAST OHIO GAS* to read the inside gas meter at least once every 12 months. This
helps us make sure your bill is accurate and to inspect the gas meter to make sure it is

working the way it should.

Thank you for your cooperation.

Sincerely,

*Signature1CallCenter*
*Signature2CallCenter*

Imr110
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OUTSIDE METER

REMINDER TO BE SENT WHEN THERE HAS BEEN 8 MONTHS OF ESTIMATES.
*CurrDate*

mail label line 1 ACCOUNT NO:

mail label line 2 +0000000000000

mail label line 3 SERVICE ADDRESS:

mail label line 4 *Addr Service Street*

mail label line 5 * AddrServ.CityState*

mail label line 6 METER NO: *UVarl*

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

It is time again for us to read the gas meter located outside of your house or building.

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
require *EAST OHIO GAS* to read the gas meter at least once every 12 months. This
helps us make sure your bill is accurate and to inspect the gas meter to make sure it is

working the way it should.

Please help us to meet this requirement:

1. Let us in to read your meter. Call us to arrange a day for us to 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 getting to the meter. Please do whatever is
necessary so that the next time our meter reader is in the area, he or she can obtain a

reading.
If you would like to contact us, please call *PhonCallCen*, *HoursCalCenter*
Sincerely,

*Signature]CallCenter™*
*Signature2CallCenter*

Imr116
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INSIDE METER — WITHOUT AN EXTERNAL READING DEVICE
REMINDER TO BE SENT WHEN THERE HAS BEEN 10 OR 11 MONTHS OF

ESTIMATES.

*CurrDate*

mail label line 1 ACCOUNT NO:

mail label line 2 +0000000000000

mail label line 3 SERVICE ADDRESS:
mail label line 4 * Addr Service Street*
mail label line 5 * AddrServ.CityState*

mail label line 6 METER NO: *UVarl*

Subject: We Need To Read The Meter

We have not been able to read the gas meter at this address for almost a year.
Unfortunately, our lack of access to the meter has now reached the critical stage. 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 (PUCO) service standards require

*EAST OHIO GAS* to read the gas meter at least once every 12 months.

You must permit a company representative to read the meter. This can be accomplished
either 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 bill.
- Scheduling a meter reading appointment. Please call *PhonCallCen*,

*HoursCalCenter*

If we don't hear from you and we still cannot reach the meter, the PUCO permits us to
shut off service until you let us read and inspect the meter. The last thing we want to do is
to shut off your service, which would not only inconvenience you, but would cost you an
additional $*UVar2* to restore your service. Even if your account is paid in full we can
still disconnect you if we are unable to read and inspect the meter once in a twelve month

period.

Your actions preventing us from reading the meter could result in large back-bills
requiring you to pay large sums for gas used but not billed and/or properly metered.

We would appreciate your prompt cooperation.
Sincerely,

*SignaturelCallCenter*
*Signature2CallCenter*

Imr032
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OUTSIDE METER
REMINDER TO BE SENT WHEN THERE HAS BEEN 10 OR 11 MONTHS OF

ESTIMATES.

*CurrDate*

mail label line 1 ACCOUNT NO:

mail label line 2 -+0000000000000

mail label line 3 SERVICE ADDRESS:
mail label line 4 *Addr Service Street*
mail label line 5 * AddrServ.CityState*

mail label line 6 METER NO: *UVarl*

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

It is time again for us to read the gas meter located outside of your house or building.

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 (PUCO) service standards require *EAST
OHIO GAS* 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 to make sure it is working the way it should.

You must permit a company representative to read and inspect the meter. This can be
accomplished either 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 bill.
Scheduling a meter reading appointment. Please call *PhonCallCen*, *HoursCalCenter*

If we don't hear from you and we still cannot reach the meter, the PUCO permits us to shut off
service until you let us read and inspect the meter. The last thing we want to do is to shut off your
service, which would not only inconvenience you, but would cost you an additional $*UVar2* to
restore your service. Even if your account is paid in full we can still disconnect you if we are
unable to read and inspect the meter once in a twelve-month period.

While we continue to make attempts to read the meter, your actions preventing us from reading
the meter could result in large backbills requiring you to pay large sums for gas used but not

billed and/or properly metered.

We would appreciate your prompt cooperation.

Sincerely,
*Signature]CallCenter*
*Signature2CallCenter*®

Imr117

-10-
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INSIDE METER — WITHOUT AN EXTERNAL READING DEVICE
REMINDER TO BE SENT WHEN THERE HAS BEEN 12 MONTHS OF ESTIMATES.

*CurrDate*

mail label line 1 ACCOUNT NO:

mail label line 2 +0000000000000

mail label line 3 SERVICE ADDRESS:
mail label line 4 * Addr Service Street*
mail label line 5 *AddrServ.CityState*

mail label line 6 METER NO: *UVarl*

Subject: Your Gas Service Could Be Shut Off

This is your last warning before *EAST OHIO GAS* 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 property has a remote reading device, the Public Utilities Commission of Ohio's (PUCO)
service standards require *EAST OHIO GAS* to read the gas meter at least once every 12 -

months.

We 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 to read the meter

and to contact you:

DATE CONTACT TYPE
*UVar2* *UVar3*
*UVarg* *UVars*
*UVar6* *UVar7*
*UVar8* *UVar9*

*UVarl0* *UVarll#*

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

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

If we don't hear from you and we still cannot reach the meter, the PUCO permits us to shut off
service until you let us read and inspect 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 $*UVar12*
to restore your service. It has been *UVar13* months since we last read the inside meter.
While we continue to make attempts to read the meter, your actions preventing us from
reading the meter could result in large backbills requiring you to pay large sums for gas used but

not billed and/or properly metered.

Please give this matter your immediate attention.
Sincerely,

*SignaturelCallCenter*
*Signature2CallCenter*

Imr104

-11 -
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OUTSIDE METER

REMINDER TO BE SENT WHEN THERE HAS BEEN 12 MONTHS OF ESTIMATES.
*CurrDate*

mail label line 1 ACCOUNT NO:

mail label line 2 +0000000000000

mail label line 3 SERVICE ADDRESS:

mail label line 4 *Addr Service Street*

mail label line 5 * AddrServ.CityState™*

mail label line 6 METER NO: *UVarl*

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

This is your last warning before *EAST OHIO GAS* issues a shut-off notice on your bill
because you have not allowed us to get to the gas meter. 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 (PUCO) service standards require *EAST OHIO GAS* 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 to make sure it is working the way it should.

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

DATE CONTACT TYPE
*UVar2* *UVar3*
*UVarg* *UVars5*
*UVar6* *UVar7*
*UVar8* *UVar9*

*UVarlQ* *UVarll*

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

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

If we don't hear from you and we still cannot reach the meter, the PUCO permits us to shut off
service until you let us read and inspect 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 $*UVarl2*
to restore your service. It has been *UVar13* months since we last read the meter. While we
continue to make attempts to read the meter, your actions preventing us from reading the
meter could result in large backbills requiring you to pay large sums for gas used but not billed

and/or properly metered.
Please give this matter your immediate attention.
Sincerely,

*Signaturel CallCenter*®
*Signature2CallCenter*

Imr118

-12 -
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INSIDE METER WITHOUT AN EXTERNAL READING DEVICE OR OUTSIDE METER
REMINDER TO BE SENT WHEN THERE HAS BEEN 14 MONTHS OF ESTIMATES.
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| I | Toread your meter i your meter haz a dial index: I
II Dominion Eazt Ohio II { Using the dials baefovs, m&y{:ﬁe p::;ﬁm ofihe dial kands ;
axzofly as they appear on the meter in your home.
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YELLOW 10-DAY NOTICE —- INSIDE METER WITHOUT AN EXTERNAL READING
DEVICE OR OUTSIDE METER

B Doenini Request Meter ;f? - . Reguest Meter
Reader Access Dominion Readeor Access

IMPORTANT! Please call.
We MUST gain access!

D WE MUST READ YOUR GAS METER. it has besn

over 12 monthe since we laet read your inside meler
“Thie Public Utilfies Commizzion of Ohio requires tha
we read all ges meters at least once each year and
authorizes uaio ghut off sendcs ifaccess to ourmeier
te denied.

Please call ug at 1-800-366-2354 between 7 a.m.
and 7 p.m. weekdays to schedule an appointment
te have your meler read.

We'l work with you to schedule a fime that iz
oconveniant for vou. i we don't hesr from you in 10
daye, we may have o lssue a shwt-off notice for your
=ccount. Please call ue &8 socn 83 postible o svoid
haing your service shut of

WE KUST INSPECT YOUR INSIDE METER. This
inapaction iz 3 Federal Safely requirement. We snuat
inapectand read heinside matersocn. Hwe can'igst
o ihe metar, the LLS. Department of Transporiaiion
and the Public Utifities Commizsion of Ohio allow us
%o shut off your 2ervice.

Please call uz at 1-800-966-3354 belween T a.m.
and 7 p.m. weekdays io schedule an appointment
to have your meter inspected.

Wzl work with you to schedule 3 fime that i
conveniert for you. i we don't hear from you in 10
daga, we may have o izsue 3 shut-of notiee for your
zccourt. Pleaze call us a2 soon as possible to swoid
having wour genfce shut off.

FamnMa, TIIEES0ay 260¢
D000+ Cominion Resaunces Sarvices, ic.

-14 -

IMPORTANT! Please eall.
We MUST gain access!

[[] WE MUST BEAD YOUR GAS METER. 1t has been

oorer 12 monthe gines we 1273 read your inside meter.
The PubBc UlifEas Commizsion of Ohio reguires that
we read all gas meters at least cnee each year and
authorizes us to shut cif eervice if sccessioourmeter
iz denied.

Pleage cal! us at 1-800-986-3354 behwveen 7 a.m.
and 7 p.m. weekdays to schedule an appoiniment
to have your meler read.

Well work with you fo echedule = fime ihat is
converient for you. If we dor’t hesr from you in 10
days, we may have toissue a ghul-off nofics for your
accourt. Please call us as soon az possible toavaid
having your service shut off.

YVIE BEUIST INSPECT YOUR INSIDE METER. This
inspecton iz 2 Federsl Safely requirement. We nmest
imepectand read theinside mefersoon. we can'tget
to the meter, the U.S. Depariment of Transporstion
and the Public Liil#les Commizsion of Chic allow usz
to zhut off your senvice.

Please call us at 1-800-286-3354 between 7 am.
and 7 p_m. weekdays to schedule an appoinbment
fo have your meter inspected.

Well work with you o echedule 3 fime thal iz
comeniert for you. If we don't hear from you in 10
days, we may have to isaue a shut-off notics for your
account. Pleaze calf us a2 soon a2 poesible to avaid
having your service shut off.

3ZC04 Damirian Rasowses Senices, e



NOTIFICATION THAT GAS IS OFF
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% Dominion’

Dear Customer,

A Bominion representative was here.
Un regrazentante del Dominion estaba aqui.

Addressilireccion

Apt. Mo /Partido

DateiFecta

TimeilaHam [ apm
oum

= 1=
fep SEJFESSIHEIHE

¥ Franagienred Gas

3 Tarmed On Gas

1 Tumed Off Gaa

i3 Read Meter

i3 Changed Metsr

¥ Set Mater

O Adjusted Appliances

T3 iIngmalfed Aameote Feader
7 Repaired Remote Readar

3 El Gaz fue Traneferido

¢ Prendimos ef Gaz

3 Apagamas of Gae

[F Lefmoz of Cantzdor

[ Cambiamos ef Comtsdar
T Gontadorde Conjumto

3 Ajusfamos los Aparatos
0 Lector Remoto Irsislach
T Lector Remofo Reparado

_—————————

The= gas is on, butthe fliowing sppBsncefs) have baen red tagged and

Revised August 16,2010

% SeeFadTag 3 Ves Etiqueta Rofa
3 Bee YeliowTag at Meser 3 Ve Etiqueta Amarilla en Contador
T Othar O Oiro

The aenica you raquested was not complated becauss:
Ei zarvicio que usted soficiio Ao se completo porguss

i You Were Kot Homee % Usted No se Encaontraba
T3 No Accese o Appliznose % Ningun Acceso z Aparatae
3 Mo Accese to Thermostat ¥ Mingun Accean &f Termostato
L. Mo Adwult on Premizes 3 Ningun Adulto e ef Loea!
7 Dogor Mot Open T3 La Puertz no estaba Ablertz |
7 No Acoese Par Ingiructions 7 Mingun Accesa por instruccionss
i3 Houee Lineg Leak i La Linaz interior Tiane Escspez
i Service Line Lask 3 La Linaz Exterdor Tiene Escapas
3 No Accesze to Mater i Ningtin Acceza af Contador
n S=a Cther Sida ¥ Vea Oto Lads

Fleaze calt our cfiice batwees 7 am. and 7 p.m. Monday
through Friday for anather appointment.

Liame por favor nuestrz oficina de 7 am. basta 7 pem. die
lunaz a wemes parz otre cita.

Fosm: No. 725268700 2005p
005 Dormiricn RaZuUTes 2eRices, M.

feft off:
Ef grzestd pr peroelap fioe iguiente (o} ia fank
aicks marcado {5) con stiguata rajas
O Furnaca O & Calertador
£3 Gaz Lighe DOilztuz o Gas
] Bodler iz Baia
{1 Gas Gri O Parriftz de Gaz
3 Regs Calentadasa
£ Air Conditoner [ &t Acoadicionador Aérec
[ Range: CilzEetida
1 Refrigesator O & Aefrigaradar
£ Dryer O iz Secedora de Ropz
1 Leg IgniterFireplacs 1 Apunte fgridorfChiminea
£ Space Heater [ Calentsder Eopacial
O Othar O oxo
Naowlla Nots:

For gervice request ceders, pleaze call the appropriste number Ssted:
Para pedir aervicia, Kama por favor el nidmero apropieds de fista:

. {800y 382-7657
.. 8338003
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AMR METER

REMINDER TO BE SENT WHEN THERE HAS BEEN 36 MONTHS OF ESTIMATES
*CurrDate*

mail label line 1 ACCOUNT NO:

mail label line 2 +0000000000000

mail label line 3 SERVICE ADDRESS:

mail label line 4 *Addr Service Street*

mail label line 5 *AddrServ.CityState*

mail label line 6 METER NO: *UVarl*

Subject: We Are Upgrading or Repairing Our Metering Equipment on Your Street

*EAST OHIO GAS* is upgrading or repairing the metering equipment on your street, including
the equipment at your service address. We must change the meter or the dials on the gas meter
to complete the upgrade. We need your help to complete this task.

If this work has already been completed at your service address, and you receive this letter, it
means the upgraded equipment is not functioning properly. Therefore, we need to gain access to
the meter to correct the problem.

We may need to turn off your gas service for a brief time. If we turn off gas service to perform a
meter change, we will need access inside to check the gas lines and appliances to make sure your

service is safe.

This new equipment, known as automated metering equipment (AMR), provides computerized
technology that allows us to read the gas meter remotely. It will reduce our need for company
personnel to enter your property, lessen the number of estimated bills and is more convenient for

customers who must provide access to meters.

The battery-powered equipment will send a signal to our representative when he or she is in the
area to obtain a meter reading. For now, we will continue to read the meter every other month.
Once we have installed all of the meter upgrades in your area, we will read meters every month.
After the equipment is installed, there still will be the need for us to inspect the gas meter and
interior service lines to meet Federal Safety requirements at least every 36 months.

Please contact us at 1-877-306-8290 *HoursCalCenter* to arrange a morning or afternoon
appointment to upgrade or repair our metering equipment. We can call you when our
representative leaves the previous stop. He or she could arrive as soon as 5 minutes later. If you
would like to receive this free service, please request the automated call feature when scheduling

your appointment.

As a reminder, please ensure that the area around the gas meter is clear of any obstructions on the

day of your appointment.
- Sincerely,

*Signaturel CallCenter*
*Signature2CallCenter*

Imr131
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AMR METER

ACCOUNT IS IN 40-DAY PROCESS — FIRST LETTER

*CurrDate*

mail label line 1 ACCOUNT NO:

mail label line 2 +0000000000000

mail label line 3 SERVICE ADDRESS:
mail label line 4 *Addr Service Street*
mail label line 5 *AddrServ.CityState*

mail label line 6 METER NO: *UVarl*

Subject: We Are Upgrading or Repairing the Metering Equipment -- 2nd Request

You did not respond to our previous letter requesting access to upgrade or repair the metering equipment at
the above service address. We must change the meter or the dials on the gas meter to complete the upgrade.

If this work has already been completed at your service address, and you receive this letter, it means the
upgraded equipment is not functioning properly. Therefore, we need to gain access to the meter to correct

the problem.

We may need to turn off your gas service for a brief time. If we turn off gas service to perform a meter
change, we will check the gas lines and appliances to make sure your service is safe.

The new equipment, known as automated metering equipment (AMR), provides computerized technology
that allows us to read the gas meter remotely. It will reduce our need for company personnel to enter your
property, lessen the number of estimated bills and is more convenient for customers who must provide

access to meters.

The battery-powered equipment will send a signal to our representative when he or she is in the area to
obtain a meter reading. For now, we will continue to read the meter every other month. Once we have
installed all of the meter upgrades in your area, we will read meters every month. After the equipment is
installed, there still will be the need for us to inspect the gas meter and interior service lines to meet Federal

Safety requirements at least every 36 months.

If you do not schedule an appointment and allow us to upgrade or repair the metering equipment, we will
shut off your gas service until we are able to perform the work. The last thing we want to do is shut off
your service, which would not only inconvenience you, but could cost you a $*UVar2* reconnection fee.

Even if your account is paid in full, we can still disconnect your service if we are unable to access our
equipment. Please contact us at 1-877-306-8290 *HoursCalCenter* to arrange a morning or afternoon
appointment to upgrade or repair our metering equipment. We can call you when our representative leaves
the previous stop. He or she could arrive as soon as 5 minutes later. If you would like to receive this free
service, please request the automated call feature when scheduling your appointment.

As a reminder, please ensure that the area around the gas meter is clear of any obstructions on the day of
your appointment.

Thank you for your cooperation.
Sincerely,

*Signature1CallCenter*
*Signature2CallCenter*

Imr132
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AMR METER

ACCOUNT IS IN 40-DAY PROCESS — SECOND LETTER
*CurrDate*

mail label line 1 ACCOUNT NO:

mail label line 2 +0000000000000

mail label line 3 SERVICE ADDRESS:
mail label line 4 * Addr Service Street*
mail label line 5 * AddrServ.CityState*
mail label line 6 METER NO: *UVarl*

Subject: Your Gas Serv1ce Could Be Shut Off-- We Must Upgrade or Repair the Metering
Equipment
This is your last warning before *EAST OHIO GAS* turns off your service because we have not

been able to upgrade or repair the metering equipment at your service address. We must change the
meter or the dials on the gas meter to complete the upgrade. We have made several attempts to contact you:

DATE CONTACT TYPE
*UVar2* *UVar3*

*UVard* *JVars*

*UVar6* *UVar7*

*UVar8* *UVar9*
*UVarl0* *UVarl 1*

If this work has already been completed at your service address, and you receive this letter, it means the
upgraded equipment is not functioning properly. Therefore, we need to gain access to the meter to correct
the problem. We may need to turn off your gas service for a brief time. If we turn off gas service to perform
a meter change, we will check the gas lines and appliances to make sure your service is safe.

The new equipment, known as automated metering equipment (AMR), provides computerized technology
that allows us to read the gas meter remotely. It will reduce our need for company personnel to enter your
property, lessen the number of estimated bills and is more convenient for customers who must provide

access to meters.

The battery-powered equipment will send a signal to our representative when he or she is in the area to
obtain a meter reading. For now, we will continue to read the meter every other month. Once we have
installed all of the meter upgrades in your area, we will read meters every month. After the equipment is
installed, there still will be the need for us to inspect the gas meter and interior service lines to meet Federal

Safety requirements at least every 36 months.

We need your help. As a courtesy, we do not shut off gas service between December 1 and March 1 when
we are unable to access our equipment. However, we do ask that you schedule a meter equipment change
by calling *PhonCallCen* *HoursCalCenter* by *UVar12*. If we don't hear from you by *UVar12*, we
will turn off your gas service until you grant us access to perform the work. The last thing we want to do is
shut off your service, which would not only inconvenience you, but could cost you a $*¥*UVar13*
reconnection fee. Please contact us to arrange a morning or afternoon appointment to upgrade or repair our
metering equipment. We can call you when our representative leaves the previous stop. He or she could
arrive as soon as 5 minutes later. If you would like to receive this free service, please request the automated
call feature when scheduling your appointment. As a reminder, please ensure that the area around the gas

meter is clear of any obstructions on the day of your appointment.
Sincerely,
*Signature1CallCenter*
Imr133 *Signature2CallCenter*
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NO ACCESS SHUTOFF Page 1 of 2
ADDRESS

CITY, STATE ZIP

Account Number Date Prepared
(0000008000096 September 18, 2006 1144 - 1114712008

Next Meter Reading  For questions about Dominion East Ohio charges call 1-808-362-7557. Aveld an
esfimale-enter a read between 10/17 & 5 p.m, on 10/19/2008 at wwvr.dom.com

L T s 4 THIS IS A SHUT-OFF NOTICE *++
' ' ‘ FOR NOT LETTING US GET -
TO OUR METER.

SHUT-OFF NOTICE FOR NOT L ETTING US GET TQ OUR METER

We have made repeated attempls to read and inspect our gas meter. Bacauss you have not given us access to our meter, we will tum off gas
service no sooner than 8 a.m. on [DATE] or any business day thereafter. We will take this action regardless of your account balance.

You can avoid a loss of service if you call us before [DATE] and arrange a day for us to read and inspect our meter. If we shut off gas serviee,
you must schedule an appointment and you will be charged a fes of $xx.xx. which wil appear on the bill affer we restore service,

Please detach and ratum thls coupon with a check made payable to Dominion East Ohio. Please s reverse side Tor malfing address,change Instructions.

Removing Yourself from Customer Listing

We are tequired to incude name, addess 2nd usage
information on ¢ iist of oligible custemers that is made
avalfable fo ofher refall nafural gas suppliers or

included on this fist, please call Dominion £ast Ohio at

1-800-362-7557 or write us at P.O. Box 26885,

° Richmond, VA 23261-6666, grﬂ é:nmp!efz the sppropriate
e.

for on the yanw dom com wel
3000K : ‘PO BOX 26785
KOOCEHHK . RICHMOND VA 23261-6785

governmental aggregators. If you 46 not wish to be :

|
|
z
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NEW COMBINED SHUTOFF Page tof 4
123 MAIN ST

ANYTOWN OH 12345-6789

Account Number  Date Prepared Nexl Meter Reading  For guestions aboul Dominlon East Ohio charges cail 1-800-362-7557. Avaid an
9 96999999 9999 April 19, 2010 05/17 - 05/20/2010  csfimate-enter a read batween 10/17 & 5 p.m. on 10H 912006 at www.dom.com
Summary of Payment Due

Current PIPP Plus Amouni XXX.XX Aok

Past Due PiPP Plus Amount XXX XX THIS IS A SHUT-OFF NOTICE™
Total Payment Due by May 5, 2010 $RAX.XX FOR NOT PAYING AND FOR NOT

YOU ARE ON THE PIPP Plus PLAN, LETTING US GET TO OUR METER
NOTICE #1 - FOR NOT PAYING

YOUR ACCOUNT IS PAST DUE. Uniess Dominion East QOhlo receives your past due payment of $000xx in full by XX, the company can st off YOUur gas
soervice. Partial payment will not protect you from shutoff unless you are eligible for and enrelled in one of the payment programs fisted on the Terms paga.

if the company shuts off your gas service for nonpayment, you must pay your past-due plan arrears, You whl be billed a reconnection fee of

XX, XK.

Payment Metirods. Pay your oyer-Gue balance through BiilMatrix day or night with an electronic check, ATM/debil card with & Pulse, Star, NYCE or Accell
logo or a Visa, MasterCard, or Discover credit card. Contact BillMatrix by phone a1 1-800-573-1153 or onfine trough www.dem.com. Billtdalrix charges 4
convenience fee of Sx.xx for each transaction. You may also pay in persen at an authorized payment center. For the paymenl location nearest you, visit
wyw.dom.com or ¢all Dominion East Ohio al the numbser In the fop 1ight comer of this bill. Authorized payment agents charge & service fee of $x.xx for each
ransaction,

Energy Assistance. if you meel income requirements, you might gualify for financial aid or weatherization services. To learn more, call the Ohio Departmant
of Development, Cffice of Community Services, at 1-800-282-0880 or contact us,

Medical Certificate. A medical certification delays a shutoff when It would be especiaily dangerous to the health of 8 permanent member of your household.
it aliows you fime to get financial help or make payment arrangements. It does not reduce the amount you owe. You can ge! & medical cerfification form by
calling 1-B0G-950-7989. A licensed medical professional must sign the form. You: can apply by phone, provided that Dominion East Ohio receives the written
notification within seven days. If gas service is off, return lhe signed forin within 21 days {o restore servica. Be sure {o give your health care provider

permission to refease your medial information lo us.
Fellure 1o pay all charges for non-regulated Dominion Producls & Services may result in termination of your contract.

If you have made your payment, pleese accept our thanks and disregard this notice.

NOTICE #2 ~ FOR NOT LETTING US GET TO QUR METER

Wae hava mads repeated atternpis to read and inspect our gas meter. Because you have not given us access to our meter, we wilt lum off gas servica no
sooner than 8 a.m. on [DATE] or any business day thereafter, We will take this action regardless of your account balance.

You can avoid a loss of service if you call us before [DATE] and arrange a day for us to read and inspect our meter. if we shut off gas service, you must
schedule an appointment and you will be charged a fea of $xx.xx, which will appsar on the bill after we restore service.

Please dotach and retum 1his coupon with a check made payable to Dominion East Ohio . Fleasa see raverse sida for maliing address change instructions,

Monthly Charge, Usage-Based Charges Change

With this bill, customers on the General Sales
Service or Energy Cholce Transportation Service will
ses an increased Basic Monthly Charge to $xx.xx,
plus applicable nders, and a relaled decrease in the
PP Plys finount Amount Enclosed base transportation rate of $x.xx per MCF for the first
50 MCFF per month and $x.xxx per MCF for usage
above 50 MCF per month, as approved In Case No.
g?%%-GA-A!R by the Public Utiitles Gommission of

hio.

COMINION EAST OHIO
. POBOX 26785 .
RICHMOND VA 23261-6785

Hullbn '!i‘*'ml'lilh"”*l |h|]u”|[”“”]ﬂ|irqf"]l

03999999999%9990000000007089000000490000
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RIGHTS & RESPONSIBILITIES

It nll b¢gxns mth a meter re:ulmg. Dominion East
Ohio has the responsibility to present you with a bill for
your natural gas service once every billing period. This
bill will be based on either a meter reading (according to
the bi-monthly meter reading schedule for vour service
location) or an estimate.

When meter readers and field service employees
visit your residence to oblain a meter reading, they
will carry photo identification, which you may ask
to see for yonr protection. Please call the company
immediately if you have guestions about the
identity of an employee.

The meter is the property of Dominion East Ohio. You are
legally prohibited from removing and/or tampering with
the meter. You have the responsibility fo keep the meter
free from obstructions by restraining pets or by removing
obstacles (for example, overgrown shrubs) that the meter
reader might encouniter at your residence. You have the
responsibility to provide access to the meter. Not granting
aceess o the meter could result in a loss of service.

Dominion East Ohio must read the gas meter at least ance

every 12 months. In addition:

* You may also request, without charge, two additional
meter readings per calendar year if vour natural gas use
has been estimated for two bills in a row or if you have
reason-to believe that the meter is malfunctioning.

+ You may request a meter reading prior fo transferring
service to an Energy Choice supplier or aggregator.

« If sexvice is started or stopped and it has been more
than 70 days since the [ast actual reading, the company
mist read the meter.

* You may request a special test of the gas meter. You or
your representative has a right to witness the test. The
test results will be provided in writing to you within 10
days of the test.

» [f'the results of the test fallﬂwitlﬂn acceptable limits as set
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by the Public Utilities Commission of Ohio, customers
must pay a $40 or $270 fee based on the meter size.
Dominion East Ohio will infornt you of which fee will
apply prior to performing the mefer test. If the test results
are outside of the acceptable limits, then the company will
not charge a fee. Dominion East Ohio will also provide
a properly functioning meter mthouz charge to the
cusiomer.

* Upon completion of the test, the company must credit the
custonter for any evercharges. The company may charge the
customer for up to 12 months of enbilled gas use.

Supply Your Own Meter Readings
At the top of vour billing siatement, Dominion East Ohio
provides the next scheduled dates that our meter rexder
will be working in your area. Also at the top of the bill,
vou will find information about the dates and times that
you can report a meter reading to avoid an estimated bill
during the months we do not read your meter or in case
our meter reader is unable fo access the meter. To report
a reading, your options include:
1. Report your meter reading on the Internet.
To enter a meter reading online, follow these steps:
Step 1:Visit seevee.dom.com and click on Manage
Your Account.
Step 2: Sign in {ifvou're dlready a registered user) or
Register (if it’s your first visit).
Step 3: Select your account from the Enrolled Accounts
list {or enroll your account if peeded).
Step 4 Click on Enter meter reading and follow the
online instructions,
2. Report your meter reading by telephone,
Use our 24-hour automated messaging system fo report
vour reading by calling toll-free 1-800-362-7557.

When Do You Estimate My Bill?
Inthose months when your gas mefer is not scheduled to be
read, Dominion East Ohio estimates your bill. Your bill may
also be estimated when extreme weather conditions, emergen-
cies, strikes, or other circumstances prevent the compaiy
from taking a meter reading, The estimate is based oa previous
wsage history {past meter readings) at your location.

3
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SCREEN SHOT OF NO ACCESS PHONE CALL
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Exhibit No. 2.2

Commissioners

Ohl o Public Utilities
| Commission talere . Lommi

Ted Stricktand, Governor Cheryt Roberto
Alan R. Schriber, Chairman Steven D. Lesser

December 6, 2010

Carrie F. Fanelly

Director - Customer Service Centers
Dominion East Ohio

2100 Eastwood Ave.

Akron, OH 44305-1974

RE: Rule 4901:1-13-04(G)(1), Ohio Administrative Code (O.A.C.)

Dear Ms. Fanelly:

I am in receipt of Dominion East Ohio’s (DEO) meter reading plan, dated August 16, 2010
and follow-up information dated December 1, 2010. Staff approves DEO’s submitted meter
reading plan, which is attached to this letter, with the understanding DEO will review the entire
meter access communication process in 201l. It is my understanding that this review will
determine the necessary programming required for a consistent process that will identify any
issues with the meter or associated automatic meter reading equipment and begin the “no access”

process within 2 monthly billing cycles.

If you have any question regarding this acceptance letter, please contact Barbara Bossart at
614-466-0793, or myself at 614-995-7098.

Sincerely,

/4

John D. Williams

Director
Service Monitoring and Enforcement Department

JW/bb

Attachment

180 East Broad Street (614) 466-3016
Columbus, Ohio 43215-3793 www.PUCO.ohio.gov
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