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INTRODUCTION

PLEASE STATE YOUR NAME, ADDRESS AND POSITION.

My name 1s Maria T. Durban. My business address is 10 West Broad Street, 18"
Floor, Columbus, Ohio 43215-3485. 1 am employed by the Office of the Ohio
Consumers’ Counsel (“OCC”) as a Compliance Analyst Coordinator for two
divisions in the agency, the Operations Department and the Consumer Services

Division (“CSD”).

WOULD YOU PLEASE BRIEFLY SUMMARIZE YOUR EDUCATION AND
PROFESSIONAL EXPERIENCE?

In 2007, I graduated from the Central Michigan University with a Masters of
Science Degree in Administration (concentration Human Resources). [am alsoa
graduate of the Florida State University with a Bachelors of Science in
Criminology. Since 2001, I have held the positions of Compliance Investigator,

Team Lead, and Compliance Analyst Coordinator at OCC.

WHAT ARE YOUR RESPONSIBILITIES AS A COMPLIANCE ANALYST
COORDINATOR?

As a Compliance Analyst Coordinator, I have dual responsibilities. My
responsibilities include leading and coordinating staff (Compliance Analysts and
Compliance Investigators) activities within the department, managing compliance
support projects identified by the CSD, and directing the daily operations of staff,

while monitoring complaint processing and maintaining quality customer support

1
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services. I am also responsible for providing employees continuous coaching and
development in customer service, documentation of investigative records, and

working knowledge of utility laws, rules, tariffs, and service standards.

In addition, I serve as a department liaison for CSD in natural gas industry
meetings and I also advocate for a variety of affordable quality utility services at

other internal and external industry meetings.

I have participated in proceedings such as, but not limited to, the Minimum Gas

Service Standards (“MGSS”) and the Competitive Retail Natural Gas Rules.

HAVE YOU PREVIOUSLY SUBMITTED TESTIMONY BEFORE THIS
COMMISSION?

No. However, I participated in the development of tmtimony in Bast Ohio Gas
Company, Case No. 07-829-GA-AIR' by conducting research and helping

develop related issues.

! In the Matter of the Application of The East Ohio Gas Company d/b/a Dominion East Ohio for Authority
to Increase Rates for its Gas Distribution Service, Case No. 07-829-GA-ATR , Williams Prefiled Direci

Testimony (June 28, 2008).
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PURPOSE

WHAT IS THE PURPOSE OF YOUR TESTIMONY IN THIS
PROCEEDING?
My testimony supports OCC Objections 56-61 to the Staff Report and addresses

the issues raised by those objections as they relate to residential customers’ needs.

WHAT ARE YOU RECOMMENDING?

I recommend that Vectren Energy Delivery of Ohio (“Vectren” or “VEDQ” or
“Company”) be ordered to extend residential customers additional payment
arrangements and payment options to assist them in retaining and maintaining
natural gas utility service. In addition, I recommend that the following specific
practices of Vectren be improved or changed: additional guarantor options,
requests for social security numbers, long bill cycles, and billing of security
deposits. Finally, I recommend limiting the charge for accepting payment at the

door when customers pay o avoid disconnection.

WHAT DOCUMENTS HAVE YOU REVIEWED IN THE PREPARATION OF
YOUR TESTIMONY?

I'have reviewed the Vectren Rate Case Application, proposed tariffs, the
testimony of Company witness Kerry A. Heid, responses to QCC discovery, the
MGSS, Ohio Administrative Code 4901:1-17 and 4901:1-18, and the Public

Utilities Commission of Ohio ("PUCO” or “Commission™) Staff Report.
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GUARANTOR OPTION (OCC objection No. 61)

WHAT IS A GUARANTOR OPTION?

My understanding of the Ohio Administrative Code 4901:1-17-02 is that
customers can demonstrate credit worthiness through a third party (guarantor) that
assumes financial responsibility for the account if the customer of the utility fails

to make payments.

IS VECTREN REQUIRED BY THE PUCO T0O OFFER THE GUARANTOR
OPTION TO RESIDENTIAL CUSTOMERS WHO HAVE BEEN
DISCONNECTED FOR NON-PAYMENT?

No. However, my understanding of the Ohio Administrative Code is that the
PUCO does not prohibit utilities from accepting guarantors so that customers can
reestablish service. In fact, the Ohio Administrative Code states, “If the company
requires a guarantor in order to reestablish service, the guarantor shall sign an
acknowledgement that he/she is willing to accept the responsibility to secure
payment of the customer’s bill in an amount sufficient for a sixty-day supply of
service.™ This seems to be a reasonable practice as a means to help avoid

continued loss of utility services.

? Ohio Admn. Code 4901:1-18-06(D).
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010. DOES VECTREN OFFER THE GUARANTOR OPTION TO RESIDENTIAL

A10.

QI1.
AllL

012.

Al2.

CUSTOMERS WHO HAVE HAD SERVICE DISCONNECTED FOR NON-
PAYMENT?

No. According to Vectren’s response to OCC Interrogatory No. 462, the
Company does not offer a customer whose service has been disconnected for non-
payment the option of providing a guarantor to reestablish creditworthiness.’
Therefore, these customers are afforded a single alternative in the form of a cash

deposit to obtain access to essential natural gas service.

DO YOU HAVE RECOMMENDATIONS CONCERNING THIS ISSUE?
Yes. The Company should offer residential customers whose service has been
disconnected for non-payment an opportunity to provide a guarantor for

reconnection of their natural gas service.

WHAT IS THE BASIS OF YOUR RECOMMENDATION?

Rising energy costs and the state of the economy in Ohio are resulting in many
customers having greater difficulty paying utility bills.* The fact that a
customer’s utility service was disconnected for non-payment is, in itself, a good
indication that the customer cannot afford his/her service. Customers on fixed
incomes and low-imncome customers are especially at risk to rising energy costs

and face an even more difficult struggle in paying gas bills. When service is

* Vectren response to QCC Interrogatory No. 462d at p. 5 of 12 (Attachment MTD-1).

* Impact of Higher Natural Gas Prices on Local Distribution Companies and Residential Customers,
Energy Information Administration, August 2007.
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disconnected, these customers face an even greater hardship when they have to
find the financial means to reconnect service. The costs of reconnecting service
include the past due charges, the $40 reconnection charge’ an& potentially a
deposit. The deposit is an unnecessary hardship when there are other equally
appropriate ways to demonstrate financial responsibility like a guarantor. If the
ability to pay a deposit is not available, obtaining a guarantor may be the
customer’s only viable option for obtaining service. Additionally, the use of
guarantors by other gas utilities is not unheard of. It is my understanding that
Columbia Gas of Ohio and Dominion East Ohio Gas offer the guarantor option to
customers that are requesting to reestablish their service.

I recommend that the Commission require Vectren to provide residential
customers whose service has been disconnected for nonpayment the option of

providing a guarantor to reestablish their service.

PAYMENT PLANS (OCC OBJECTION NO. 57)

WHAT IS AN EXTENDED PAYMENT PLAN?
An extended payment plan is an option that is made availabie to customers that

fall behind in payments to avoid further delinquency.

* VECTREN ENERGY DELIVERY OF OHIO, INC., Tariff for Gas Service, P.U.C.0, No. 2, Original
Sheet No. 30, Page | of 2, Effective April 13, 2005,

6
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IS THE COMPANY REQUIRED TO OFFER PAYMENT PLANS UNDER
THE OHIO ADMINISTRATIVE CODE?

Yes. The Company is required to offer a one-sixth plan and/or a one-third plan to
customers. The one-sixth plan requires payment of the delinquent balance in six
equal payments along with current charges. The one-third plan is required in the
winter months and requires payment of one-third the total account balance. In
addition, the Commussion rules state that the Company, “* * * will make extended
payment arrangements appropriate for both the customer and the company.”

This rule recognizes that utilities and customers need to work together to find
ways to maintain utility services and avoid the consequences of disconnection for

non-payment.

WHAT TYPES OF PAYMENT PLANS DOES THE COMPANY OFFER?
Vectren currently offers a variety of payment plans and optioné to the customers it
serves. Vectren offers a ten-day extension to all eligible customers. Vectren’s
ten-day extension option provides eligible customers unlimited opportunities to
extend the bill due date to 10 days. The company’s eligibility criteria for the ten-
day extension includes: “the bill must be current, the account cannot have two
disconnect notices in the past twelve months, the customer cannot be on bank

draft, and the customer must agres to pay their current bills on time."”

% Ohio Administrative Code 4901:1-18-04.
Wectren Respanse to OCC Interrogatory No. 230 (Attachment MTD-2).

7
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In addition, customers who receive Social Security benefits are afforded the
opportunity to select a due date that coincides with the receipt of their pension.
The Commission also cufrently requires the one-third and one-sixth payment
plan, as well as the Percentage of Income Payment Plan (“PIPP”) program to help

low-income customers avoid disconnection.

ARE ADBITIONAL PAYMENT PLANS AND OPTIONS NEEDED IN
ORDER TO HELP REDUCE DELINQUENCY AND DISCONNECTION OF
SERVICE AMONG RESIDENTIAL CUSTOMERS?

Yes. Vectren serves approximately 293,000 residential customers in Ohio in
several economically challenged counties. Even though there is a declining trend
in the number of residential accounts that have been disconnected for non-
payment as of 2008, the number of residential customers that are receiving
disconnection notices (as shown in Table 1) is on the rise. This means that the
Company needs to have a heightened sensitivity for working with customers to
find affordable payment plans. There is not a payment plan that should be
characterized as a one size fits all because customers are facing different

economic struggles.
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Table 13

Number of Residential Disconnection Notices Sent by Month
Vectren's OSCAR Report Column 10.1

2006 2007 2008
Jan 40,746 Jan 45,528 Jan 51,001
Feb 54,312 Feb 48,188 Feb 54,145
Mar 44,713 Mar 50,788 Mar 57,082
April 53,517 April 56,144 Apr 58,212
May 49,322 May 51,591 May 39,782
June 33,313 June 40,254
July 30,055 July 31,528
Aug 25123 Aug 27,445
Sept 21,287 Sept 21,606
Qct 19,053 Oct 20,205
Nov 23,322 Nov 18,581
Dec 39,786 Dec 37,526

Total 434,549 : 449,384 260,222

- 017. WHAT OTHER PAYMENT PLANS SHOULD BE PROVIDED FOR

RESIDENTIAL CUSTOMERS?

AI7. Inthese dire economic times, the goal should be to eliminate disconnections for
non-payment by finding payment plans that work for the customer and the
Company. [ believe that this ability to develop customized plans is certainly the
intent of the PUCO rules as outlined in O.A.C. 4901:1-18-04. The Commission-
ordered one-sixth and/or one-third payment i:lans should be a last resort to the
plethora of options available to consumers. The Company should also consider

variations to the one-third and one-sixth payment plan, such as a twelve-month

* Disconnection data obtained from the PUCO OSCAR Reports.

9
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payment plan where customers pay defaunlt amounts in monthly installments. The
Company should assess extending the option of choosing a different due date to
residential customers (including recipients of SSI, etc.) who receive income once
a month and have no control over when their pension and/or payroll is processed.
Moreover, Vectren should explore modifying its current 10-day due date
extension. Vectren should extend the payment due date to the date prior to the
issuance of the next billing statement. These options could further reduce the
delinquency rate among customers, provide better budget management tools for

consumers, and reduce the costs associated with disconnections for non-payment.

ARE THERE OTHER EXTENDED PAYMENT PLAN ISSUES THAT
SHOULD BE ADDRESSED?

Yes. According to the Staff Report and the Company tariffs, Vectren currently
assesses a late payment charge “equal to 1.5% of the total arrears to all non-PIPP
customers.” QCC has outstanding discovery (Interrogatory Nos. 529, 530, 531,
and 532 were due on July 18, 2008) to determine whether the late payment charge
1s assessed on balances that are included within payment plans. If the late
payment charge is assessed on these balances, the resulting effect could make
catching up on delinquent bills even more difficult for consumers. Thus, [
recommend that the late payment charge not be applied to customers within the

payment plans.

* The Vectren Energy Delivery Company, Customer Service Audit Report report at 4, obtained during
OCC’s review of Staff report work papers (Attachment MTD-3).

10
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REQUESTS FOR SOCIAL SECURITY NUMBERS

DOES THE COMPANY REQUEST SOCIAL SECURITY NUMBERS
DURING THE APPLICATION PROCESS FOR NEW SERVICE?
Yes. Vectren not only routinely requests Social Security numbers from those

applying for new service, but Vectren also requests social security numbers from

all adults living at the household.'®

ARE SOCIAL SECURITY NUMBERS REQUIRED TO PROCESS A
CUSTOMER’S REQUEST TO OBTAIN NEW SERVICE?
No. The Company confirmed that a “social security number is not required but is

requested” during the application process for new service. '

DOES THE OHIO ADMINISTRATIVE CODE PERMIT VECTREN TO DO

THIS?

The PUCO rules provide customers with several ways to demonstrate financial
responsibility including a) providing proof of ownership of the residence where
utility services will be rendered, b) satisfactorily demdnstrating he/she is not a
credit nsk, ¢) providing proof that he/she had good payment performance within
24-months of the application date for the same class or type of utility services, d)

providing payment of a security deposit, and/or €) securing a guarantor that will

' Vectren’s response to OCC Interrogatory No. 462d, at 1, slide 4 (Attachment MTD-1}

" Vectren Energy Delivery, PUCO Investigation & Audit Division, Customer Service Audit Data Request,
October, 26, 2007, at p. 8, obtained during OCC’s review of Staff work papers (Attachment MTD-4).

11
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agree to be held responsible for 60 days of service.'? The rules do not specifically

address the need for releasing Social Security numbers to establish new service.

WHY DOES THE COMPANY REQUEST SOCIAL SECURITY NUMBERS?
Vectren indicates that it requests this information for several

reasons, including to conduct credit checks on new customers if the customer
selects the credit check criteria, and to conduct a “Bad Debt Search.”” During
the application process for new service, Vectren also requests the names and

Social Security numbers of adulis residing at the service address.'*

DOES VECTREN SECURE AND/OR LIMIT ACCESS TQ SOCIAL
SECURITY NUMBERS?

The Company has not provided information as to how it secures and/or limits
access to customer information (i.e., Social Security number). A response to QCC
Interrogatory No. 546 1s due on July 23, 2008. Supplemental testimony may be

offered once OCC receives a response from Vectren.

HOW CAN INADVERTENT DISCLOSURE OF SOCIAL SECURITY
NUMBERS ADVERSELY AFFECT PERSONS WHO HAVE PROVIDED

THEM?

2 Ohia Admin. Code 4901:17-03 (A)

“Vectren response to OCC Interrogatory No. 462d at 3, slide 15 (Attachment MTD-1) ; Veciren Energy
Delivery, PUCO Investigation & Audit Division, Customer Service Audit Data Request, October, 26, 2007,
at p. 8, 9b and 9c, obtained during OCC’s review of Staff work papers (Attachment MTD-4)

*Vectren response to OCC Interrogatory No. 4624 at 1, slide 4 {Attachment MTD-1}.

12
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Inadvertent disclosure of this information may increase a person’s risk of
becoming a victim of identity theft and/or frand. Vectren’s policy to request
Social Security numbers when it is unnecessary is contrary to the public education
messages being advanced by the Ohio Attorney General. For example, the Ohio
Attorney General publishes educational materials in order to help prevent identity
theft and/or fraud. This information encourages the public to “Release your
Social Security number only when absolutely necessary or when required by taw
(such as tax forms; employment records; banking, stock, or property transactions;
driver’s, matriage, or professional license applications; etc.””> Vectren’s request
for Social Security numbers from customers does not seem to comply with the

Attorney General’s warnings.

WHAT IS YOUR RECOMMENDATION CONCERNING LIMITS ON WHEN
THE COMPANY CAN REQUEST SOCIAL SECURITY NUMBERS?

If the Social Security number is not needed to demonstrate financial
responsibility, it should not be requested. In the alternative, the Commission
should require Vectren to modify the order of questions that are posed during the
application process. For instance, the Company should not ask, “May I have your
Social Security Number (tax ID when commercial) please?” until the customér
has been informed of the deposit options and the customer affirmatively selects

the use of a credit inquiry.'®

"% “Protect Yourself Against Identity Theft.” Accessed on July 10, 2008, from
http://www.ag.state oh.us/victim/pubs/identitytheft pdf.

'® See Vectren response to OCC Interrogatory No. 462d at 1, slides 4 and 6 (Attachment MTD-1).

13


http://www.ag.state.oh.us/victim/pubs/identitytheft.pdf

10
11
12
13
14
15
16
17
18
19
.20
21

22

026.

A26,

027.

A27.

Direct Testimony of Maria T. Durban
On Behalf of the Office of the Ohio Consumers’ Counsel
PUCO Case No 07-1080 GA-AIR et al.

Additionally, Vectren should cease its practice of requesting Social Security
numbers from all household members. If a Social Security number is needed to
obtain service, then only the Social Security number of the customer should be

requested, and not the Social Security number of others in the household.

LONG BILL CYCLES (OCC OBJECTION NO. 58)

WHAT IS A BILLING CYCLE?
The billing cycle refers to the number of days in which usage is being billed to the
consumer. It is my understanding that Vectren bills its customers on a service-

rendered basis.

PLEASE DESCRIBE THE FREQUENCY IN WHICH BILLS ARE
SUPPOSED TO BE RENDERED TO RESIDENTIAL CUSTOMERS
PURSUANT TO THE MGSS.

My understanding of the Ohio Administrative Code 4901:1-13-11(B) is that bills
have to be rendered at regular intervals. The general industry standard in Ohio
for all of the major gas companies is that bills are rendered on a monthly basis.
Review of the Vectren tariff reveals that “Under normal conditions, Bills for Gas
Service will be rendered monthly.”'” Receiving bills on a monthly basis is

important for consumers as a way to prevent falling behind in payments.

 VECTREN ENERGY DELIVER OF OHIO, Inc., Tariff for Gas Service, P.U.C.O. No. 2, Original Sheet
No. 62, Page 1 of 3, Effective April 13, 2005, .
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028. DOES VECTREN RENDER BILLS FOR PERIODS OF TIME THAT ARE

A28.

029.

A29,

GREATER THAN 30 DAYS AND HOW DOES THIS AFFECT
CUSTOMERS?

Yes. In 2007 and 2008, the company issued 1,522,877 and 1,495,055 bills,
respectively for periods longer than 30 days.'® It is unknown at this time whether
the bills the company issued represent both residential and non-residential
accounts. However, factors that contribute to a billing period that is longer than
30 days can include meter reading schedules, stafﬁng shortfalls, and holidays.
OCC has outstanding discovery {Interrogatory Nos. 540, 541, and 542 arc due on
July 23, 2008) to determine the number of residential customer bills rendered for
billing periods longer than 30 days, why billing periods are longer than 30 days,
and the number of residential bifling periods. Supplemental testimony may be
offered once OCC receives a response from Vectren. Longer billing cycles can
mean larger monthly bills and this can be problematic especially in the winter

months when natural gas usage and the amount of bills tend to be at their highest.

WHAT IS YOUR RECOMMENDATION REGARDING THIS ISSUE?

The Company should offer residential customers affected By a bill cycle greater
than 30 days customized payment plans to help them manage their natural gas
bills. In addition, if the Company knows beforehand that the billing cycle is
going to be longer than 30 days, the customer should be given the option to call-in

a meter read for determining the amount of the bill.

15
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BILLING OF SECURITY DEPOSITS (OCC OBJECTION NO. 56)

PLEASE DESCRIBE VECTREN'S BILLING PRACTICES FOR SECURITY
DEPOSITS.

Vectren requires a security deposit if the customer is unable to demonstrate
creditworthiness using one of the other options identified in the Ohio
Administrative Code 4901:1-17-02. Vectren’s response to OCC discovery
indicates that a security deposit amount is 130 percent of the average bill amount
at the premise.'® The same response also indicates that customers are required to
pay the security deposit before service is turned on at a customer’s premise and

that payment arrangements are not offered on security n:lnept::rsits.20

HOW CAN THE LACK OF BILLING DEPOSITS IN MULTIPLE
INSTALLMENTS AFFECT RESIDENTIAL CUSTOMERS?

Given that deposits are traditionally determined based on the residence’s average
consumption history and not the consumption patterns of the customer who is
applyng for new service, the lack of payment plans and/or options for payment of
a security deposit prior to initiating service could‘create a significant financial

burden for customers seeking access to essential utility services.

WHAT RECOMMENDATIONS DO YOU HAVE FOR BILLING DEPOSITS?

* Vectren respense to OCC Interrogatory No. 471 (Attachment MTD-5).
¥ Vectren respense to OCC Interrogatory No. 462d at 3, slide 16 (Attachment MTD-1).
P 14. at slide 20.
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In order to make security deposits more economical for residential customers, the
company should help customers secure service by allowing for security deposits
to be billed in no less than 2 installments to coincide with the monthly natural gas

bill due date.

COMPANY COSTS FOR ACCEPTING PAYMENTS AT THE PREMISE
(OCC OBJECTION NO. 59)

PLEASE DESCRIBE VECTRENS PROPOSED “COLLECTION CHARGE
AT THE DOOR”.

The Company is proposing a $17 “Collection Charge at the Door” in order “to
recover the costs of Vectren employees taking payment at Customer’s premises to
avoid disconnection.”' According to the Vectren witness Heid’s Direct
Testimony, the “Collection Charge will be assessed to a Customer when a VEDO
service team has been dispatched to disconnect a Customer’s service for non-
payment but has received the Cusiomer’s past-due payment immediately prior to
the scheduled disconnection. Since the disconnection was not made, the
Reconnect Charge s not applicable. The proposed Collection Charge will
compensate VEDO for sending a service team to the Customer’s premise and

collecting the past-due bill prior to the scheduled disconnection.”*

*! Heid’s Prefiled Direct Testimony al 16, lines 28-30.
*1d. at p. 16-17.
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A36.

Direct Testimony aof Maria T. Durban
On Behalf of the Office of the Ohio Consumers” Counsel
PUCO Case No 07-1080 GA-AIR et al.

HOW MANY TIMES DID COMPANY EMPLOYEES ACCEPT PAYMENT
AT THE CUSTOMER’S RESIDENCE?

The following table illustrates a relatively small number of residential customers
that made payment at the door to avoid disconnection and that would be required

1o pay the Collection Charge at the Door, had the proposed collection charge been

in place:
Table 2%
Year Number of Payments Accepted at a Residence
2005 2,243
2006 3,126
2007 1,918

HOW WILL VEDO COLLECT THE PROPOSED CHARGE FROM
CUSTOMERS?

Referring to Vectren witness Heid’s testimony, it is unclear whether a payment of
the Company’s proposed “Collection Charge at the Door” will be billed or if this

payment is collected at the door as needed to avoid disconnection.

WHAT ARE YOUR CONCERNS ABOUT THE PROPOSED “COLLECTION
CHARGE AT THE DOOR”?

A residential customer who is already experiencing financial hardship with the

# Vectren response to OCC Interrogatory No. 194 (Attachment MTD-6}.

18



10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

037.

A37.

Direct Testimony of Maria T. Durban
On Behalf of the Office of the Ohio Consumers’ Counsel
PUCQ Case No 07-1080 GA-AIR et al.

rising costs of energy and is/was able to make a payment to the Company to avoid
disconnection, could face disconnection of service because he/she was not
expecting to pay for an additional cost to maintain service. The disconnect
notices provide the amount the customer needs to pay to avoid disconnection.
There should not be another $17 charge imposed on the customer at the last
minute. As a result, customers will not only experience interruption of service,
but they will also be affected by a higher out-of pocket expense to reconnect
service. Payment of the aforementioned charge at the door during certain months
of the year could constitute a violation of the Commission’s Winter Reconnection
Order. It is my understanding that during the winter heating season (October to
April), the PUCO’s Winter Reconnection Order prohibits disconnection of natural
gas and electric service provided that a residenti;all customer that is served by a
regulated company makes a payment of no more than $175 to avoid disconnection

of service.

WHAT ARE YOUR RECOMMENDATIONS TO ADDRESS THIS ISSUE?
Vectren should allow company representatives that are disconnecting service to
continue accepting customer payments at the door to avoid the disconmection. At
a minimum, the “Collection Charge at the Door” should be billed to customers in
no less than two installment payments instead of requiring payment at the door.
The Commission should also ensure that the proposed charge is not being

immposed in addition to the amounts set forth m the Winter Reconnection Order.

19



Direct Testimony of Maria I. Durban
On Behalf of the Office of the Ohio Consumers’ Counsel
PUCO Case No 07-1080 GA-AIR et al.

IX. CONCLUSION

037. DOES THIS CONCLUDE YOUR TESTIMONY AT THIS TIME?
A37. Yes. However, I reserve the right to incorporate new information that may

subsequently become available.

20
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OHI0 POLICIES QUICK REFERENCE

Ohio Policies and Procedures

Scheduling Service Orders
« (CS8S8’s will offer customers the “next available service date” when scheduling service orders

~  Ohio orders for read only received afler 2:30 pm Evansville time will be scheduled for 2 business day$ out

{1fis incindes Mave 1n/Qut orders when the gas is afready aciive ond the CS5 is advising the Service
Specialist to "read and leave™)

-  The CSS may schedule a specific day afier the next available date if the Customer requests.

+ If Operatians finds they can not have any more service orders schedule for a specific day fora
particular area, they will send a Reschedule Notification via email.

Scheduling Exceptions:

« RNP service orders will be scheduled for SAME DAY up to 12:30 pm (premises time). After
12:30 pm, the service order will be scheduled for the next available day. If a RNP service order

i is scheduled for the same day prior to 12:3( premises time, a follow-up call to Dispatch is not
required.

» Emergency Service Orders are scheduled immediately and followed with a call o Dispatch to
alert them on the issue.

« Other Same-Day Service Orders, such as pilot re-lights after construction or other service
order approved by a Team Lead or Supervisor, are scheduled for same day and followed with a

call to Dispatch.
FIELD TECH ORDERS:
Turn On Gas Orders are worked by Vectren Field Technicians

Order types include;

MVIN (Tum on gas and light pilots)

MVOT (Tum off gas)
+ ONM
< RNP

Meter Change Out

=  MISC (for example, ERT maintenance that may require gas to be turned off tempocarily)
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OHIO POLICIES QUICK REFERENCE

Ask the customer how access will be provided if needed

Appropriate access can be as follows:

= Door Unlocked

Key Hidden

Cull ahead

AM/PM option
Nate if no one will be lome please list where the appliances are located on the service order

EXAMPLE: “2/10/05 TURN ON GAS, LIGHT PILOTS PER BOB, CALL AHEAD TO 937 555-5555 FOR
ACCESS, METER IN BASEMENT, FURN & WH HALL CLOSET, RANGE, XST 215T, NO PETS”

REMINDER: for all orders with a call ahead, the call-ahead phone mumber must be entered in the
Service Order Notes AND in the Cail Ahead Buiton pop-up form.

CONTRACT CALLERS ORDERS (READ AND LEAVE)
VEDO Read and Leave Orders are worked by Contract Callers {meter readers)
Order types inciude:
MVIN (Read and Leave for new cusiomer—agas is on already)
MVOT (EX: Read and Leave when a Default customer is on fite)
*  READ (Re-read meter due to multiple estimales or other issues)

1f meter is outside and accessible, no inside access is needed

If meter is INSIDE, appropriate access can be as follows:
— Door Unlocked
— Key Hidden
- Call ahead

-  AM/PM option
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OHIO POLICIES QUICK REFERENCE

Operations Requirements for Gas Turn Os |

» Generally, when a service order requests turning on the gas meter (MVIN, ONM, or RNP), itis
desirable to have at least one other utility (electric or water) be an in order to light an appliance.
Hawever, there may be some instances where the other utilities are not on. Vectren will attempt §
to complete the order if inside access is provided.

Requirements for Gas Turp on {no other utilities on)
» Inside access must be provided to verify that all fuel lines are properly terminated.
+ All fuel lines must be properly terminated to the obvious appliance focations.

* Proper termination includes being capped, plugged or properly connected to an appliance which
includes an appropriate shut off valve,

The customer should be advised that without the other utilities being on, the apptiances will not be
lit and that Vectren does not return to light pilot lights. (Water heater will not be lit without water in
it. Furnace will not be lit without electricity to the thermostat.}
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OHIO POLICIES QUICK REFERENCE

Deposit Amounts - Ohio

+ The Residential and Commercial deposit amount in Chio is 130% of the average bill amount at
the Premises, whether for initial connection of service or reconnection for non-payment. To
determine a deposit amount for a new Premise, the average bill amount is calculated with the
Budget Calculation Formula then multiplied by 130%.

Deposit Policy

New Ohio customers requesting residential service must meet only one of five criteria for
establishing credit *

Each applicant must be given al! five options to establish credit

+ The five credit criteria to be used are:

» The custarmer must own property

»  The customer must pass a credit inquiry processed via Equifax

»  The customer must provide a credit reference ffom another utility company {details to follaw)
b The customer must provide a guarantor letter (details te follow)

b The customer may pay the appropriate deposit

Advise the customer:

“Vectren is required to give you all of the oprions for establishing credit. You may select which criteria you would like
to use. Please hold your response until [ have given vou each af the options. The apiions are:

*  You may pass a credit inguiry through Equifax

s You may own property

¢ You may provide a credit reference firom another utility
»  You may provide a guarantor letter®

» Yo mav pay a security deposit*
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OHIO POLICIES QUICK REFERENCE

If the applicant fails the selected option, please advise:

*You may opt io use any of the additienal critevia in liew of a deposit. Would you like 1o wse ancther criteria or pay a
deposit in the amormt of SXXXY?"

Vectren will require a deposit if any of the following conditions apply:

*  Customer has not made full payment or payment arangements by the due date for two CONSECUTIVE
1 bills during the preceding 12 months

= Customer has been issued a disconnact notice (or non-payment on two or more geeasions during the
preceding 12 months

s [fopplicant for service was a customer during the preceding 12 months and had service disconnected for
non-payment, a fraudulent practice, tampering or usauthorized reconnection

Note: For an Ohlio customer who las been disconnected for non-payment, Vectren will not offer
the Guarantor Letter option lo re-establish creditworthiness.

Bad Deabt Collection Paolicy for QH

If the Debt is less than 4 years old: collact full balance prior to connection of service
{Note: Deposit and Reconnect fees may apply)

If the Debt is greater than 4 years old, issue a Follow Up to 5200 to advise Receivables of
the location of the customer and request to transfer the debt to the active account.
Attempt to make an acceptable arrangement with the customer once the debi has been
transferred. Note the terms of the arrangement in the follow up.
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OHIO POLICIES QUICK REFERENCE

*

What 1his means

If a deposit is required of an Ohio Commercial customer, Vectren must advise the customer of
the following:

— The reason for the deposit

— Options available to establish credit (Letter of Credit) E

Any time a depaosit is collected for a Commercial Customer in Ohio, Vectren will send the
customer a letter advising of the reason for the deposit,

Issue an AADL Follow-up to 5005 for a Commercial Deposit lefter to be sent fo the customer.
Include in the text: |
— Deposit reason (Indicate Commercial Customer) 4
- Amount of déposit
— How the deposit was paid
— Who paid the deposit
If the customer chooses to provide a Letter of Credit upon receipt of the letter, and the Letter of

Credit is approved, the customer’s deposit will be applied back to the account. Any remaining
credit will be mailed back to the customer
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OHIO POLICIES QUICK REFERENCE

Deposit Refund — Ohio

RESIDENTIAL:

Ohio Residential deposits are refunded when the Customer has met the criteria set forth by the
Utility Cammissions and the Utilities.

Ohio Customers are entitled to refund after 9 consecutive months of a Credit Rating of Good or
Excellent — credit points of 24 or less.

— For an Ohio Customer - If VECTREN holds the deposit for more than 6 months, we will
calculate interest at 3% on the deposit before applying or refunding the amount.

Deposit Refund-Ohio

COMMERCIAL:

Vectren will review each Commercial customer’s account twice per year if the deposit has been

on the account for a period of 24 months and refund the deposit with 2 Good or Excellent Credit
Rating. '

Vectren will pay interest on deposits of 3% per year if the deposit has been on the account for 2
minimum of six months.

All refunds will be applied to the account. If there is a credit remaining, the customer can
request to have a check issued

If the service is terminated or disconnected, the deposit will be automatically applied, and any
remaining credit will be sent to the customer.

In order to waive a residential deposit the customer may obtain a credit reference. The letier
must come from anather utility (gas or eleciric, cable, phone, water, etc) where the Customer
had RESIDENTIAL service in the last 24 months. The letter must include the Customer’s
payment history for the last 12 months they had service. An acceptable letter of credit must
meet the following qualifications:

The Customer may not have had more than 2 disconneci notices with 12 months of service.

The Customer's service may not have been disconnected for non-payment during the preceding 12 months
of service,

The Guarantor agreement is established per the Ohio Revised Code as a Customer
convenience and an alternative method of guaranteeing payment for gas service accounts.

Guarantors are accepted in lieu of cash deposits te secure Accounts for customers without
previous Vectren utility service.

|
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OHIO POLICIES QUICK REFERENCE

The deposit may be waived if a Guarantor Letter is provided to secure payments of bills. The
Guarantor is responsible for up to 60 prorated days of the Guarantee’s bill. If the Guarantee’s
share is transferred Lo the Guarantor’s account and the amount remains unpaid. the Guarantor’s
service may be disconnected after a 30 day notice when they are a Vectren customer.

The Guarantor security option is not offered to commercial/industrial accounts. A commercial
account may not secure a residential Account.

Requirements for Guarantar:
+  The Guarantor Agreement is mailed to the customer.

The Guaranior Agreement must be received and approved by VECTREN prior 10 Wrning service on for
the Guarantee

+  The Guarantor does not have to be an active YECTREN Customer
»  The Guarantar does not have to own histher property.

The Guaranior must also prove credit worthiness with the five criteria offered to a cusiomer. Credit and
Collections will discuss the opticns with the patential Guaranior

If the applicant opts to use a Credit Reference from another utility company or select the

Guarantor Letter option, please take all information from the applicant to complete the move in
PIOCEsS

Process a move in order for the customer. The need date for the move in order should be set 30
days into the future with a year of 3039

Advise the customer that they will need to fax Credit Reference or Guarantor Letter to our
Receivables Management department at 812-491-4477

Advise the customer to place a follow-up phone call to the toll-free Customer Service number
24 working hours after the leiter has been faxed to complete the process.

Upon receipt of the Credit Reference or Guarantor Letter, Receivables Management will review
the document and note the customers account regarding the approval or denial of the letter

The note text will state the date that the Credit Reference or Guarantor Letter was received
including specific information regarding the approval/denial decision

All accounts will be noted within 24 hours of receipt of the document |

When the customer phones the Contact Center as a follow up after submitting documentation,
the CSS should review the notes and advise the customer accordingly

If the document is approved:
» Release Lhe order

y L] the date tg the next availabl
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OHIO POLICIES QUICK REFERENCE

v Update the Service Order text to contain all appropriate information (including access arrangements)

o If the document is denied:

+ »  Advise the customer and offer all other remaining criteria for credit establishment as previously outlined

» Do NOT cancel the 3039 dated service order

Ta Calculate 130% of the Average Charge for Deposit:

«  From the customer’s account, navigate to Services Maintenance Form.

=  Enter the service and perform a Next Block (Ctrl +Page Down).

»  Click the *Average Charge” Bution,

Multiply the figure in the Account Deposit field by 130% to get the deposit for that account.
Ohio Receipt Verification

» Paysite receipts can be read utilizing the following logic:
* The first digit of an Indiana paysife receipt reflects the method payment was made
s (= Cash, ! =Check, 2= Combination (cash and check/money order)
¢ The next 3 digits represent the Julian Date
e The next digits represent the whole dollar amount the customer paid
¢ Number of digits can vary based upon the armmount the customer paid
¢ The next four digits represent the agent number |

e The final digit represents a check digit

* This will not necessarily match the customer’s check digit specific to their
Banner account _
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OHIO FOLICIES QUICK REFERENCE

Example: Customar remits a cash payment at an authorized paysite for
$250.14 on May 5§, 2003. The confirrmation number will reflect:

Paymant Method

)

125

250

0094

4| <— Check Digit

au

N

Jullan Date

Amount

Agent Number
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OHRIC POLICIES QUICK REFERENCE

New Customers (Rights and Responsibilities Letter)

* When a new customer requests a Move In, a letter will generate with general information
regarding the customer’s gas service and Vectren account

» Information contained in the letter includes:
% — Responsibility for Gas Piping
— Contact Information for the QUPS (Call Before You Dig Number)

— Customner Rights and Responsibilities (including deposits, bill investigations, and
reconnect fees) ‘

— Financial Assistance

~ Paysites

= Identification of Veciren Personnel

= Choice Program

~ Contact Information for both Vectren and the PUCO

* The letter is posted 1o the Knowledge Site to view.
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OHIO POLICIES QUICK REFERENCE

AM/PM Appointment for Customers

» When a customer is required to be at the premise for access, Vectren is required to offer an
arrival time window of 4 hours for the order to be completed.

What this means

s The customer should be given the option of AM/PM time intervals, as well as the below options
to be scheduled through the Viryanet Appointment Window (in the following order):

~  Door Unlocked
- Key Hidden
— Call ahead
- AM/PM option
» This includes any READ orders that are worked by Contract Callers when access is reguired.

— READ orders could include Move In or Move Out when the costomer is required
to be available for access

— Orders scheduled after 2:30 Evansville time must be scheduled for 2 business days
out.

s Any exceptions to override the appointment capacity in Viryanet for any reason must be
completed by a Team Lead or Supervisor.
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Attachment MTD-2

New customers are required to pay a security deposit to establish

financial rasponsibility or must provide a letter of credit.

229. Referring to Schedule E-1, Sheet No. 62, Paragraph 4, does the Company
offer adjusted due dates to customers?

RESPONSE: Responder: William Doty
Yes, on a limitad basis.

230. |Ifthe response to OCC Interrogatory No. 229 is affirmative, please explain
the adjusted due date praocedures.

RESPONSE:

Responder: Willlam Doty

Vectren does have an optional program to Social Security and

Pension recipients which allows customers to select the due date for

the monthly statement.

Customers receiving Socilal Security Benefits may contact our
Contact Center and request a change in due date to correspond with
receipt of their monthly check. The Vectren representati#e reviews
the requested date to validate if it would be after the meter is read, if
so, the due date is changed.

Customars may also request an extansion an a monthly bill if they
cannot pay by the due date. This plan allows the customer's due
date to be extended up to 10 days pas't the normal due date.

Customars interested in an extension of their due date may contact a



customer service representative, the automated IVR (Interactive
Voice Response), or utilize vectren.com to make the request. The
pay date must be prior to the next scheduled read. Customers may
request an extension as many times as they wish, as long as they
have kept prior agreements and have met the conditions described
in the next paragraph.

The requirements for the Extended Due Date Plan are that the bill
must be current, the account cannot have two disconnect notices in
the past twelve months, the customer cannot be on bank draft, and

the customaer must agree to pay their current bills on time.

231. Ifthe response to OCC Interragatory No. 229 is negative, please explain
why the Company does not offer adjusted due dates for customers.
RESPONSE:

Responder: Willlam Doty
Not applicable.

232. By month, what are the Company's property taxes for the period 2003

RESPONSE:

through year-to-date 20087

Responder: Susan Hardwick
Please see attached document titled INT #232 for a list of property

taxes paid.
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Attachment MTD-3 -

The Vectren Energy Delivery Company
Customer Service Audit Report

OBJECTIVE

The Investigation and Audit Division (IAD) of the Public Utilities Commission of Ohio
(PUCO) performs audits of regulated utility companies in order to ensure compliance
with current rules and regulations, This audit report contains information regarding the
customer service performance, practices and procedures of the regulated utility
companies in order to ensure compliance with current rules and regulations.

SCOPE AND METHODOLOGY

The methods used to issue this audit report included a request for company data, a review
of PUCO registered complaints, and a visit to the PUCO by Vectren Energy Delivery
(Vectren) personnel.

IAD sent a detailed data request to Vectren on October 5, 2007, regarding the company’s
policies and procedures. A Vectren customer contact report from January 1, 2006
through October 31, 2007, was generated from IAD’s Contact Management System
(CMS). Representatives of Vectren visited the offices of the PUCO and met with
members of the Natural Gas Audit Team. The team listened to recorded customer calls
after the audit visit.

The audit team reviewed and analyzed the CMS customer contact report, complaint data,
Vectren’s data request responses, notes from the visit, and the company’s tariffs to
determine Vectren's compliance with the PUCQ’s rules and regulations.

BACKGROUND INFORMATION

Audit

On November 28, 2007, the audit team met with representatives of Vectren at the offices
of the PUCQ, 180 East Broad Street, Columbus, Ohio. Veciren representatives were
Laura Haviza, Manager of CRM Systems Support; Kathy M. Oxby, Supervisor of
Receivables Management; Breck A. Sparks, Director, Customer Relations; Sherri Bell,
Customer Relations Supervisor, Becky Brann, Customer Relations Manager, and Robert
C. Sears, Director of Revenue. The audit te=am members were Dianne Doss, Natural Gas
Audit Team Supervisor and Cindi Mack, Jim Ripke, John Campbell, Linda Hamilton,
Tara Jones, and Shawn Thompson, Customer Service Investigators.

Staff"s determination of The Vectren Energy Delivery Company’s compliance does not foreclose the Commission or
other Commission Staff from reviewing related matters in the future. The Commission is not bound by the Staff’s
decision in this avdit.
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Call Monitoring Process

In order to comply with the Stipulation in Case Number 04-0571-GA-AIR, Vectren
worked with the PUCO’s Information Systems Division to instal] software on several
staff members’ computers to allow staff to remotely monitor Vectren’s Evansville Call
Center at will. After the audit meeting, the audit team monitored calis to verify
compliance with the PUCO’s rules and regulations. The team found no issues with the
handling of the calls by Vectren customer service representatives.

Datas Request Review

IAD sent a data request to Vectren on October 5, 2007, asking the company to submit
information regarding the company’s customer billing and payment processes,
disconnection procedures, and customer service training. Vectren returned the completed
data request to [AD on October 26, 2007. The audit team reviewed and analyzed the

company’s responses. The following is a summary of the audit team’s findings from the
data request and the audit meeting discussion.

Organization

Vectren provides residential and commercial gas service to citizens in the western and
southwestern portions of Ohio. The total number of residential and small commercial
customers they serve is 315,700. Vectren’s main office is located in Evansville, Indiana.

Customer Contacts/Complaints

The company defines a complaint as “any customer issue that is submitted to Vectren in
writing and requires an account investigation and written response is tracked as a
complaint. Verbal communication from the Commission that does not require written
follow up is not tracked as a compiaint.” Vectren’s records show the number of
complaints received between October 2006 and September 2007 is 274. They average
eight days for complaint resolution.

Vectren recorded nearly 3,000,000 customer contacts via telephone, e-service,

correspondence and faxes in 2006. From January through September 2007, Vectren
recorded almost 2,000,000 customer contacts.

Vectren mails 290,700 residential bills per billing cycle. Of these, an average of 98% are

based on actual reads. The number of actual readings that required correction during the
last 24 months was 35,888,

Payment Options and Processing
The following table describes Vectren’s procedures regarding the processing of
payments;

Staff"s determination of The Vectren Energy Delivery Company’s compliance does ot foreclose the Commission or
other Commission Staff from reviewing ralated matters in the fsture. The Commission 15 not bound by the Staff's
decision in this audit.
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Mail payments

Payments are mailed to RP Services, P.O. Box
6262, Indianapolis, IN 46206

Opened, processed, and posted the day
received. Last mail pickup is 8:45 a.m.

RP Services transmits payment file to Vectren
every business day between 2:30 and 3:30 pm.
(CDT)

Stubs and checks are imaged on a CD and
maintained by Vectren and RP Services.

Night Drop, Drop Box Payments

| Vectren does not provide these services.

Pay Agent payments

During the review period, the third-party
vendor was Western Union. Effective January
1, 2008, the vendor changed to FirsTech. The
processes remained the same.

Customer may pay by check, cash, or money
order, plus a vendor fee of no more than two

times the cost of a postage stamp.

Western Union sends memo files of payments
five times per day: 7:00 a.m., 9:00 a.m., 11,00
am, 2:00 p.m, and 10:00 p.m. (CDT). The
payments memo-post to the customers’
accounts immmediately to avoid disconnects.
The payments are then posted the following
day.

Phane payments

Electronic Automated Clearing House
payments are referred to as E-check payments.
There is no fee to use this method.

Speedpay, Vectren's third party vendor,
processes all debit and credit card payments.

Speedpay charges a $4.95 fee per every
$500.00 payment to use this service.

E-check and Credit/debit card payments may
be made via the IVR or with a customer service
representative.

Payments are posted to the account within two
business days.

Staff’s determination of The Vectren Energy Delivery Company’s complisnce does nat foreclose the Commmission or
other Commission Staff from reviewing related matters in the future. The Commission s not bownd by the Staff's
decision in this audit.

3




Internet Payment Options The E-check method allows for immediate
payment, or for customers to chaose a future
date for the payment to be electronically
withdrawn from their bank account.

Credit and Debit card payment option is
available online at www.vectren.com.
Speedpay charges a $4.95 fee per every
$500.00 payment to use this service.
Customers who want to pay the bill
automatically from their bank account can
enroll in Auto Pay, There is no fee for this
service and the payment is withdrawn from
their bank and posted to their Vectren account
on the due date of the bill,

Agency Paymenis (HEAP, Salvation Army, | Ohio Department of Development (ODOD)
etc.) sends a HEAP Payment tape and the payments
are credited to each utility account that can be
identified. The credit is listed as “Energy
Assistance Payment” on the customer’s bill.
Vectren refers to this as the “Accept” file. The
information that cannot be identified is rejected
and returned to ODOD.
When a customer provides a HEAP voucher,
the voucher is immediately posted to the
customer’s account. Vectren then submits the
voucher to HEAP for payment, .
Charity payments are immediately credited to
the accounts.
There is no charge for processing these fypes of
payments.

Customer Billing
All residential and business customers are billed monthly. Ninety-eight percent of the
monthly statements contain actual readings. Bills are mailed at least 14 days prior to the

due date. Vectren assesses a tariffed late payment fee equal to 1.5% of the total arrears to
all non-PIPP customers.

Returned Check Process

Checks returned from the bank due to insufficient funds are debited back to the account.
The customer is assessed a $25 returned check fee, and the account is reviewed to
determine if the bad check was written to avoid disconnection. If the check was written
to avoid a disconnection, Vectren sends a technician out to disconnect service that day.

Staff™s determination of The Vectren Energy Delivery Company’s compliance does not foreclose the Commission or
other Commission Staff from reviewing related matters in the future. The Commission is not bound by the Staff’s
decision in this audit. ‘ ‘
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Credit, Deposits and New Accounts

Vectren requests a security deposit from customers who are required to establish their
creditworthiness, or who have been delinquent on two or more occasions during the
preceding twelve months. A credit check is performed for new customers. The
minimum score based on FICQO credit scoring is 700. The customer is provided the
opportunity of securing & guarantor in-lieu-of a security deposit. Vectren will not allow
customers to make payment arrangements on security deposits.

Vectren reported that from January through September 2007, they completed 94% of the
new service tie-in orders which involved new construction within twenty business days.
They average 11.5 business days to complete a service tic-in. From January through
September 2007, Vectren completed 99.5% of the new service orders which did not

involve new construction within five business days. Their average time to set the meter
is three business days.

Disconnection, Payment Arrangements and Medical Certification

Vectren offers customers the required PUCO payment options and the Percentage of
Income Payment Plan (PIPP). The company will also grant the customer a several day
extension if needed to make the required payment. Payment arrangements are confirmed
on the initial phone call and are indicated on each subsequent billing statement. The
payment for the agreed upon payment plan is seldom due on the same date as the regular
bill. é::;stomers must make two payments per month to comply with the agreed payment
plan‘and to remain current with their regular billing.

If a customer defaults on a payment plan, the plan arrears may be paid to bring the
account current, or if the service has been disconnected, the plan arrears may be paid for
reconnection. If a customer enters into a payment plan but does not make any payments

by the end of the plan term, the entire account balance becomes due and another payment
plan is denied.

Vectren charges a reconnection fee to customers disconnected for non-payment of
services. The charge for reconnection is $40 to reconnect at the meter and $50 to
reconnect at the curb. An additional reconnection fee of $22 is required for reconnection
of service after business hours unless the service was disconnected due to construction
work performed by Vectren. Customers whose service has been disconnected are -
required to pay the arrears or payment plan arrears plus any required deposit before the
company will reconnect their service. During the Winter Heating Season, Vectren
complies with the requirements of the PUCO’s Winter Reconnection Order.

Vectren provided staff with a copy of its medical certification form. The form includes
information regarding the purpose of the medical certificate; the ability of the doctor to
Staff"s determination of The Vectren Energy Delivery Company’s complisnce does not foreclose the Commission or
other Commission $iaff from reviewing related matiers in the future. The Commission is not bound by the Staff™s
decision in this audit
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call the company confirming the medical need as long as the written document is

received within seven days; the requirement that the customer enter into a payment plan;
and, the certification renewal process.

Due to privacy concerns, the team recommends that the “Patient Social Security
Number” request be removed from the medical certification form.

Meter Reading and Access
Vectren’s meter readers attempt to gain access to read the meters each month on the
scheduled read date, which is printed on the customer’s billing statement. If the customer

15 unable to provide access, Vectren allows the customer to provide a reading or to
schedute an appointment to read the meter.

If access provisions are not made and the customer has received six consecutive
estimated readings, Vectren will send a letter to the customer explaining the need to
obtain access and the options for arranging access. A second letter is sent after nine
consecutive estimates, After the 10th consecutive estimated reading, Vectren’s meter
readers attempt to contact the customer to gain access after business hours to obtain a
reading. A certified letter is then mailed to the customer after the 12™ consecutive
estimated reading. The letter gives the customer 10 days to call the company to arrange
access or the service will be disconnected. Each communication attempt will be
documented on the customer’s account.

Vectren offers to schedule an AM (8:00 a.m. to 12:00 p.m.) or PM (12:00 p.m. to 4:00
p.m.) appointment and/or a call-ahead before going to a customer’s residence. They do
not offer meter-reading appointments during non-business hours.

It is Vectren’s policy to rebill accounts that have had defective meters. For residential
accounts, Vectren follows the Ohio Revised Code (ORC) section 4933.28 in limiting the

backbilled amount to no more than 365 days prior to the date that the situation was
corrected.

When a defective meter is discovered, it is either repaired on the premises or changed out
and referred to the meter shop for testing. After the account is reviewed, the customer is
sent a notification letter and given ten business days to respond with any changes on the
premises that would affect the usage. An estimate is made of the unmetered consumption
and either the account i3 canceled and rebilled or an adjustment of charges is placed on
the account. A letter of explanation is sent with the next bill that reflects the charges for

the unmetered consumption. Vectren offers a 12 month payment plan on these back-
billed charges.

Staff’s determination of The Vectren Energy Delivery Company’s compliance does not foreclose the Commission or
other Commission Staff from reviewing related matters in the future. The Commission is not bound by the Staff's
decision in this audit.
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Industry Types :
Company Namae(s) :
Case Type(s) :
Customer Type(s) :
Crosstab Date Range :

Codeis}:

County(s) :
City(s} :

Zip Code(s) :
Notes :

Report Selection Criteri

Gas

Vectren Enaergy Delivery of Ohio, Inc.
Al

All

11172006 — 10/31/2007

AR

All

All

All

No




Gas Industry

“Gas Industry Total
Vectren Energy Delivery of Ohio, Inc.
11/2008 to 10/3¥2007
.- 2008 | 2007 B
Agsistance Programs 60 35 ]
Availabllity of Service 3 3 6
Back Billing 53 13 66
Benefit of Service 9 9 18
Bill Format 13 7 20
Billing Dispute- 174 132 306
Billing Inquiry 99 87 186
Boundaries 1 2 3
Brochures, maps, etc, 2 1 3
Call company first 236 33z 568
Can't contact company 24 5 29
Cancellation lssues 3 1 4
Company Policy 31 18 50
Competition Issues | Ingquiries 129 63 162
Conservation/ Curtailment 5 0 [
Contract Inquiry 1 1 2
Contract Terms Alterad 0 1 1
Damage 1 3 4
Delayed Enrollment 0 1 1
Defayed Installation 0 2 2
Deposit 12 12 24
Disconnect lssues 194 96 280
Final/ Initial Bill lssue ) 69 35 104
Formal Complaint 0 1 1
Government Aggregation 3 1 4
Internal transfor 4 1 5
Leakage or Pressure Issue 37 30 67
Line Extension 0 1 oA
Matrix request 65 47 I 113
Medical Certification 4 4 i B
| Meter reading issue 75 30 i 105
m Misleading Information / materials 3 1 i 4
Missed Installation Appolntment 1 3 | 4
New Service 59 70 I 129

This document is created only for the purposes stated within. 1t is intended solely for staff discussion, reflecting the views of the author{s} and not necessarily the view of the StafT as a whole
) or the Commission.
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Ges Industry Total
Vectren Energy Dellvery of Ohig, Inc.
11/2008 to 10/3¥2007
Non-jurisdictional matter 13 37
Out of Service 4 8
Payment Arrangement 21 68
PIPP lssues 19 51
Quality of Customer Service 6 20
Quality of Utility Product 4 5
Ratos & Tariffs 22 127
Regarding PUCO 18 129
Repair- Missed Commitment/Appointment 1 2
Repair Service 14 2
Suspacted fraudulent practice 7 26
Utility Easement 1 4
Total 1,103 2,690

This document is created only for the purposes stated within, Tt is intended solely for steff discussian, reflecting the views of the author(s) and oot necessarily the view of the Staff as = whole
or the Commission.
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Attachment MTD-4~

Vectren Energy Delivery

PUCO
Bl investigation & Audit Division
Customer Service
Audit Data Request

October 26, 2007
7 VECTREN

Nok st Donwer, Toasiicily,




PUCO Energy Information Request

TO: Breck Sparks, Vectren Energy

FROM: Beth Blackmer, IAD Customer Servics Audit Supervisor
DATE: October 5, 2007

SUBJECT: Investigation and Audit Division Customer Service Audit Data Request

The Iinvestigation and Audit Division (IAD) of the Public Utilities Commission of Ohio (PUCQ)
has scheduled Vectren Energy (Vectren) for a Customer Service Audit during Novembaer
2007. | am sending a data request that Staff would like you to complete and retum no later
than October 26, 2007. Your answers will heip us bstter understand how Vectren meets
customer needs and will give us information on customer service levels. \We are especially
interested in customer payment locations, payment processing, telephone response time,
customer contacts, billing, and sarvice information. We look forward to meseting with you
once we have recsived your responses. if you have questions concemning the data request,

pleass contact me at 614-466-4054. If the data has not changed from the pravious audit,
please note that.

GENERAL

1. Provide a description of the company's policies and procedures for processing and

crediting, (including timeline and documentation of the time of payment) and fees for
customer payments that are:

A. Mailed in by customers

VEDO customers mail their payments to RP Services, our Lockbox provider. The
address is P.O. Box 6262, Indianapolis, IN 46208. All payments are to be opened,
processed and posted the day received. The last mail pickup is 8:45 am. Any
exception such as an out-of-balance multiples or check with no stub potentially adds
an additional minimum of two days processing time. The guideline for an out-of-
balance multipie payment check is if the check is $100.00 greater than total of stubs,
the amount is appiied to the largest stub. If the check is $100.00 or less short of total
of stubs, the amount is subtracted from smallest stub that it can be absorbed from. If
the multiple payment check does not fall within the above guidelines, the stubs and
checks are sent to Vectren's Receivables Management department for research and
processing. RP Services transmits a file to Vectren every business day between
2:30-33Cpm (CDT). Vectren does not receive payments on weekends or on
Vectren's designated holidays. All customer’'s checks and stubs are imaged on a CD
and maintained by Vectren in the Remittance Department and at RP Services.

There is no charge to customers for processing payments that are submitted via
mail.
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B. Received from authorized agents

Western Union is the 3™ party vendor that processes and contracts with the
authorized agents. The customer goes into an authorized agent and pays their bill
via cash, check, or monay-order plus pays a fee up to two times the price of a
postage stamp. Customers may access the list of authorized agents, office hours,
and amount of fee charged by the authorized agent on Vectren.com. Western Union
transmits five daily memo files of payments received by Western Union to Vectren at -
7:00am, 9:00am, 11:00am, 2:00pm and 10:00pm (CDT). The payments are memo
posted to customers’ accounts to prevent any disconnections for non-payment that
are scheduled for that day. Western Union then sends the payment file the next
morning. The payments are posted to customers' accounts and account balances
are updated. Vectren does not accept payment files on weekends and/or designated
holidays. Effective January 1, 2008, FirsTech will be the new 3™ party paysite
provider in Ohio. All authorized agents and processes will remain the same.

C. Made via one-stop, night drop, or lock-box methods

Vectren does not have any night drop or drop box method of receiving payments.

(Lock-box method is considered a payment mailed to the remittance address on the
bifl. See “A" above.)

D. Payments by phone

Vectren offers two payment options by phone. An Electronic Automated Clearing
House payment is referred to as an “E-check” payment. There is no fee for utilizing
the E-check payment aption. A credit or debit card payment option is also available.
The payment is processed using Speedpay, a 3™ party vendor. The fee for a credit
or debit card payment is $4.95 per $500.00. The fee is charged by the 3 party
vendor. E-check and credit/debit card payments may be made via the VR, online at
www.vectren.com or with a Customer Service Specialist. Payments are posted to

the account within 2 business days depending on the time of day that the payment is
made.

E. Credit card payment

Vectren offers an option to pay using a credit card. This can be done on the phone
with a Customer Service Specialist, through our IVR or online at www.vectren.com.
There is a $4.95 fee for each $500 paid which is charged to the customer's credit

card statement. The fee is charged by Speedpay, our 3" party vendor. Payments

are posted to the account within 2 business days depending on the time of day that
the payment is made.

F. Intemet payment options

Vectren offers various payment options via Vectren.com.
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The “E-check” payment option allows the customer to pay at that time or choose a
date in the future for the payment to be withdrawn electronically from their bank
account. There is no charge for this service. Inmediate E-check payments post to
the account within 2 business days depending on the time of day that the payment is
made. Future dated E-check payments are posted on the day that the customer has
designated to have the funds electronically withdrawn frem their bank account.

The credit/debit card payment option is available online. There is a $4.95 fee for
each $500 paid which is chaﬁed to the customer's credit card statament. The fes is
charged by Speedpay, our 3" party vendor. Credit/debit card payments are posted

to the account within 2 business days depending on the time of day that the payment
is made.

Customers can enroll in "Auto Pay” online. There is no charge for this service.

Auto Pay provides the convenience of having the monthly bill amount automatically
withdrawn from the designated bank account on the due date of the bill each month.
After the pre-note time period, the bill advises that the payment will be automatically

deducted from the customer's bank account. The payment is posted on the due date
of the bill,

. Agency payments (i.e., HEAP, Salvation Army, etc.)

Vectren receives an electronic “HEAP” payment tape from the Ohic Department of
Development. The payments are immediately credited to each utility account that
can be identified. This is referred to as the “Accept” file. If information provided is an
invalid account number or the account is inactive with a zero balance, the file is
rejected. Vectren sends the accepted and rejected lists to the Ohio Department of

Development for confirmation. The Ohio Department of Development provides
Vectren with a check for the amount of the “accepted” file.

From time to time, customers provide a “HEAP" voucher. Upon receipt of the
voucher, Vectren posts the payment to the utility account. Vectren then submits the
voucher to the Ohic Department of Development for payment.

Vectren receives checks from the Salvation Army or other charities. The payment is
posted immediately to the utility account.

Vectren receives checks from the Community Action Partnership or cther agency.
The payment is posted immediately to the utility account.

There is no charge for pasting of payments from agencies or charities.

. Average number of days it takes to credit payments to an account after 2 payment

Payments are posted within an average of two business days after the payment is
made to Vectren,
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. Describe the company's policies and procedures for handling customers’ retumed
checks.

Vectren receives netification of customers’ retumed payments from National City Bank,
Fifth-Third and Western Union (Vectren's 3@ party vendor for authorized agents) banking
institutions on a daily basis via mail, e-mail or 3" party vendor's website. Daily, the
returned payments are charged back to the customer's account. Additionally, the utility
account is charged a fee of a $25.00 for the retumed payment. The $25.00 fee is
charged to only one account if the payment was to pay for multiple accounts. The
retumed notifications and retumed check documentation are retained by Vectren in the
Receivables Management Depariment. The returned item is not sent to the customer

unless the customer has satisfied the payment in full and makes a request for the
raturned item.

. Provide copies of, or web access information, to each of the following company
documents: : : :

A. Current Customer bill
See attachment:

3A VEDO Current Customer Bill. pdf

B. Fourteen-day Disconnection notice

See attachment:
38 Disconnection Notice Bill. pdf

C. Ten-day disconnection notice
See attachments:

3C Delinquency Presentation.pdf
3C 10 Day Call Notification.pdf .
3C 10 day door tag.pdf

D. Disconnection natice to tenants

See attachment:
3D Disconnection Notice to Tenants.doc

E. Notice left when disconnection has occurred

See attachment:
3E Gas Servica Disc Naotice - Qhio.doc

F. Notice to customer regarding a defectiva mater

See attachment:
3F Letter for inspection of defective metar.doc
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G. List of mandated bill inserts, description of each, and date released
See attachments:

3G List of Mandated bill inserts and release dates.doc
3G Gas Piping Feb 2007 .pdf

3G Gas Piping May 2007 .pdf

3G Gas Piping August 2007 pdf

3G Gas Piping October 2007 .pdf

3G Choice Opt Out Nov 2006.pdf

3G Choice Opt Out February 2007 .pdf

3G Choice Opt Out May 2007.pdf

3G Choice Opt Qut August 2007 .pdf

3G Your Natural Gas Service May 2007 pdf
3G Special Notice. pdf

3G Winter Ruies. pdf

3G Project Teem Dec 2006

H. Door hanger {eft when service is not disconnected

See attachments:
3H Tag when gas service is not disconnected- Ohio.doc

I. Please describe the services available to your customers via the company website.

See attachments: _
3l NonRegUser Functionality.doc

3l Vectren Online Applications and Services.xls

J. Provide the customer notice when company discovers fraudulent practice.
See attachments:

3J Alleged Fraudulent Practice Notice.doc

K. Provide the customer notice when company discovers tampering.
See attachments:

3K Tampering Notice.doc

. Provide a full script and flow chart for the VRU, if applicable.

See attached CD with ali scripts and flow charts.

. What services does the company currently have to assist the Spanish speaking (or any

non-English) community (i.e. written materials on services, language line, prompt in the
VvRU)?
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A translation service is available for all non-English speaking customer calls. This
was communicated in the August bill insert in Spanish. Vectren's IVR menu
offers a Spanish option which routes these customers to either a Spanish
speaking rep or a rep that connects to a translation service.

Efficiency brochures are available in Spanish.

Field technicians have job aids to assist communication with Spanish speaking

customers. Additionally, service call tags, red and yellow tags have instructions
in Spanish on how to contact Vectren for information.

See attachments:

S5 Spanish Translation Service August 2007.pdf
5 Spanish Efficiency Brochure. pdf

§ Spanish Field Job Aid.pdf

S Service Call Tag.doc

5 Yellow and Red Tags.doc

Provide the fallowing telephone-response perfarmance data:

A. Are calls monitored for quality control?
Yes.

See attachment;
6A Quality Evaluation Guidslines.doc

B. Number of calls received per day during the most-recent full calendar month
See attachment:

6 B-C-D-G September 2007 Parformance.xis

C. Number of calls abandoned per day during the most-recent full calendar month
See attachment;

6 B-C-D-G September 2007 Performance.xis

D. Percent of calls answered per day during the most-recent full calendar month
See attachment:

8 B-C-D-G September 2007 Performance.xls

E. Number of calls deflected (busy signal) during the most-recent full calendar month
Zero (0)

F. Number of calls answered during the most-recent full calendar year
2,544,817 calls were answered in 2006.
See attachment:

6 F December 20086 Y-T-D Totals performances

G. Average telephone answer time during the most-recant full calendar month
Sesn attachment:

& B-C-D-G September 2007 Performance.xis
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7. Provide the number of employees available to answer customer calls.
See attachment:

7 Total FTE for 2008-2007 .xls

8. Provide the following information regarding customer contacts:

A. Company definition of “complaint”

Any customer issue that is submitted to Vectren in writing and requires an account
investigation and written response is tracked as a complaint. Verbal communication

from the Commission that does not require written follow up is not tracked as a
complaint.

B. Number of compiaints receaived within the last year

See attachment:
8B Complaints Received 10.06 through 9.07.dec

C. Average time of complaint resolution
The average time of complaint resolution is 8 days.
D. Company criteria for determining when a complaint is classified as resolved

Vectren considers a Commission complaint resclved when we receive notice of
clasure from the Commission. A written complaint received directly from a
customer is responded to verbally as soon as practical, with that verbal response

confirmed in writing thereafter. Such a complaint is considered closed when the
confirmation response letter is sent.

E. Company definition of “customer contact”

See attachment

8 E-F Number of Contacts and Types.xls
F. Number of customer contacts per year

See attachment
8 E-F Number of Contacts and Types.xis

RESIDENTIAL

9. Describe the circumstances under which the company requires a security deposit:

A. Existing customers
See attachments:
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9A Ohio Deposit Determination Tree Existing Residential Customer.doc
9A Ohio Residential Deposit.doc

B. Does the company perform a credit check on new customers? If so, explain process
and minimum credit score.

Vectren performs a credit check on a new customer if the customer selects the
credit check criteria for deposit determination.

See attachment;
9B Quick Reference for Equifax.doc

The minimum credit score is 700. However, Customer Service Specialists are
not advised of the credit score. Equifax displays a “Pass” or *Fail” to the
Customer Service Specialist based on the credit score.

C. Does the company require a social security number when establishing new service?
A social security number is not required but is requested.

If s0, what procedures apply if a customer refuses to provide one?

A form of governmant issued identification is requested. If a state issued driver's
license number is provided, positive identification is validated through Equifax DL
Advantage. This program only provides positive identification therefore credit
information is not provided. Once the identification of the customer has been
validated, the deposil process wouid be followed allowing the customer to use
any of the 5 available options to establish credit worthiness.

See attachment:
9C Quick Reference for DL Advantage.doc
D. Does the company provide the customer with the option of securing a guarantor in

lieu of paying a security daposit?
Yes.

E. Provide a copy of the form used when the customer opts to use a guarantor

See attachment:
8E Guarantor Agreement.doc

F. Does the company make payment arrangements on sacurity deposita?
No.

G. Are customers told how and when the deposit would be refunded?
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The following statement in the form of a bill message is on bills that also serve as the
cash depasit receipt:

“The rate of interest to be paid on the depaosit will be not less than three per cent per
annum if the deposit is held for one hundred eighty days or longer.”

See attachment:

9G Deposit Bill Message.pdf

H. if an applicant requests service at a premise that is currently connected, what is the
company’s policy to request a deposit from the new applicant?

See attachments:

SH Ohio Deposit Determination Tree - Existing Residential Customer.doc
9H Ohic Deposit Determination Tree - New Residential Customer.doc
9H Ohia Residential Deposit.doc

10. Please describe in detail, all available payment plans that are offered to customers who
cannot pay their bill in full.

Ses Attachment
10 Quick Reference for Payment Arrangements.doc

A. How does company confirm a payment arrangement with the customer, i.e., is a
confirmation letter sent?

Payment Arrangements are confirned by automated letter and on the bill

See Attachment:
10A Residential Payment Arrangement Letter and Bill. pdf

B. Under what circumstances are customers denied payment arrangements?
{PIPP customers are not eligible for payment plans as PIPP is a payment plan.)

Non-Winter;

A customer who has broken one long-term payment arrangement and one short

term payment arrangement within the past 12 months is not eligibie for another
arrangement,

Winter:

A customer who has broken a long term 413™ arrangement and previously

invoked the 175 rule with a broken arrangement is not eligible for another
arrangement.
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11. Are all PIPP customers in your service territory enrolled or re-certified by the local
Community Action Agency?

Yes

A. Under what circumstances are customers referred to the local Community Action
Agency?
Customers are referred to the agency to apply for PIPP. PIPP customers are
referred if Vectren has not received the re-certified PIPP application by the end of
the 12" month. Zero PIPP customers are referred to the agency every 90 days.

During the winter heating season, customers that are in need of EHEAP
assistance are referred to the agency.

B. Describe the company procedure and circumstances under which payment
arrangements would be denied in heating and non-heating seasons.
(PIPP customers are not eligible for payment plans as PIPP is a payment plan.)

Non-Winter;

A customer who has broken one long-term payment arrangement and ane short

term payment arrangement within the past 12 months is not eligible for another
arrangement.

Winter.

A customer who has broken a long term 1/3 arrangement and previously

invoked the 175 rule with a broken arrangement is not eligible for another
arrangement.

C. Does the company still accept PIPP applications for income re-certification through
the mail?

No.

D. What information do your customer service representatives have about the
Home Weatherization Assistance Program’s targeted energy efficiency program?

See attachments:
11D Insert 12.06.pdf
11D PIPP Cust Insert Sept 2006.pdf

F. If the local community action agency determines that a customer is no longer sligible
for PIPP, how s the customer placed on the Amrrearage Crediting Program?

The agency will fax the application with the income backup to the Energy
Assistance department at Vectren. The Energy Assistance department will
establish the customer on Fresh Start (Arrearage Crediting Program).

G. How many customers are currently enrolled in the Arrearage Crediting Program?

Currently, there are 111 customers enrolled on Fresh Start (Arrearage Crediting
Program).
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H. How many customers have completed the Amearage Crediting Program in the last
twenty-four months?

In the last twenty four months, 35 customers have compieted Fresh Start
(Arrearage Crediting Program).

I. ~Average number of months it took customers to complete the Arrearage Crediting'
Program?

On average, it took approximately 14.5 months for customers to complete Fresh
Start (Arrearage Crediting Program).

J. Under what circumsiances is a customer removed from PIPP?
The customer is removed from PIPP for any of the following reasons:

o Upon written or verbal request from the customer
o \When the customer no longer quaiifies for PIPP (over income),

o [If Vectren does not receive the re-certified PIPP application prior to the
end of the 12" manth (The PIPP has expired)

o When the service is disconnecied

K. How much a former PIPP customer is required to pay to get back on PIPP?
If the customer’s service is off due to not re-certifying in a timely manner, the
customer is to re-cerdify, pay all past due PIPP installments in addition to any
payments that were not made while the service was off. These payments are
equal to the amount of the PIPP payments. A reconnect and deposit fee will be
accessed. If the service is an and the customer has not re-certified in a timely

manner, the PIPP default, if any, is due prior to accepting the new FIPP
application.,

12. Please provide the number of customers currently enrolied in PIPP.

As of October 1, 2007, there are 10,588 customers enrolled in PIPP

A. The number of customers enrolled on zero income PIPP
1281

B. Tha number who have zero income 0-3 months
788

C. The number who have zero income 3-6 months
86

D. The number who have zerc income 6-12 months
208

E. The number who have zero income over 12 months
221
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13. Zero income PIPP:

What documentation is required to verify the status of zero income PIPP customers?
Intake is performed at the agency. The PIPP intent file that is received daily from The

Office of Community Service is used to verify the status of zero income PIPP
customers.

B. How often daes a zero income PIPP customer re-certify his or her income?
Zero income customaers are to re-certify every three months (S0 days) at the agency.

C. Whoa re-certifies the income of zero income PIPP cusiomers?
The Community Action Agency.

D. What is the average length of time customers remain on zerc income PIPP?
3 months

14. Re-certification and arrearage crediting:

A. How are customers notified of when they nsed to re<certify? Please provide a
sample notification/letter that is mailed to customers when they need to re-certify.

Customers are notified on the utility bill in the “important Messages® section
beginning the ninth month of being on PIPP. This will remain on the bill through the

12 month or until the new PIPP information has been recaived and updated on
Vectren's system.

See attachment:
14A Example of PIPP Expiration Notification on Bill.paf -

B. How many customers have been removed from PIPP within the last twelve months
for failure to re-certify their income?

There have been 1304 customers removed from PIPP within the iast twelve months
for failure to re-certify thair incomea.

C. Of the customers who re-certify their income, how many have been found to be over-
income for PIPP within the last 12 months?

Of the customers who re-certified their income, ninety three (93) were found to be
over income for PIPP in the last 12 months.

D. How many of these customers began the arrearage-crediting program?
) All ninety three {93) customers began Fresh Start (Arrearage Crediting Program).
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15. Does your company assess a late payment fee {o residentlal customers? if o, please
describe.

Vectren assesses a late payment fee equal to 1.5% of the total arrears to all Non-PIPP
customers.

16. Describe the company’s policies, procedures, and timeline to be followed when it
discovers a customer's meter is defective.

See attachments:
16 ZERQ Except Instructions.doc
16 METERS NONR.doc
16 Defective Mater Letter.doc
16 NONR calculation worksheet.xls

17. Describe the company’s policies and procedures that are followed in atternpting to gain
access to read a customer's meter.

See Attachment;

17 VEDO Meter Access Ptan.doc )

A. How many months of estimated reads trigger this action?
After 6 months of estimated reads, the first notice is triggered.

B. What options are customers offered to have their meter read at a special time?
Customers are offered sither an AM or PM appointment with a call-ahead if
necessary on requests for special reads.

C. Are any of the following options available to customers?

l Window of time
Yes

in. Appointment
Yes

. Call-ahead
Yes

IV. Any times outside of normal business hou
No .

When the customer responds te Veciren's request to provide access for an off-
cycle meter reading due to consecutive estimated meter reads, Vectren will offer

to schedule the special meter reading using an AM or PM appointment window of
time, and/or call ahead prior to arriving.
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18. Describe the general disconnection process

A. When a customer is disconnected for non-payment, what charges must the customer
pay to re-establish service?

See attachments:
18A Reconnects.ppt
18A Winter Rules.ppt

B. Are any charges billed to the account the following month?
Non-Winter: No

Winter: If the customer invokes the 175 rule to reconnect sewicé. the
reconnection fee is hilled the following month.

C. Does the company reconnect after normal business hours? If so, how much is the

customer charged to have service restored outside of your normal hours of
operation?

When a customer contacts Vectren after hours in response to a door tag for

reconnection after Vectren has performed construction work, the request is worked
after hours with no fee.

There is a fee of $22.00 for other reconnection of service after hours when requested
by the customer. Typically, after hour reconnection when requested by a customer
is accommodated only in documented medical situations for residential customers.

19. When is a customer who has used three medical certificates eligible to use ancther one?

Tweive months after the date of the first medical certificate.
See attachment:

19 Medical Certificate Process.doc
20. What is your current pracedure for determining the usage to be billed on a final account?

Service is billed to the meter reading that is obtained at the time of service disconnection
or transfer to a new customer,

A. Number of initial service actual meter reads requested by the customer within the
last twenty-four months

There were 133,715 initial service meter reads requested by the customer within
the last twenty-four months.
B. Number of final actual meter reads requested by the customer within the last twenty-
four months

There were 54,080 final meter reads requested by the customer within the last
twenty-four months.
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C. Describe your process for obtaining meter access and identify the point at which an
account is finalized when access is denied.
See attachment:

20C Access Final Bill.doc
20C Prorating.doc

21. Provide the following information related to billing

A. Number of residential bills sent out each month
Approximately 280,700 residential bilis are sent out each month

B. Number of monthly bills based on actual reads
Approximatety 284,926 residential bills are based on actual reads per month

C. Number of actual read bills found to be incorrect for the last twenty-four months.

There were 35,888 actual read residential bills which were found to be incorrect
within the last twenty-four months.

D. Number of customers that have been back-billed for a periad of six monthis or more
within the last two years.

There were 31,629 residential accounts that were back-billed for a period of six
months or more within the last twenty four months.

E. How are customers informed about payment arrangements on a back bill?
See attachment ‘

21E Payment Arrangement Letter.doc

F. Number of customers that have been back-billed in excess of 12 months in the last
two years.

There were 314 residential accounts that were back-billed in excess of 12 months
within the last 24 month period.

22. As defined in the MGSS, provide the number of customers charged with fraud and the
number charged with tampering within the 1ast twenty-four months.

Number of customers charged with fraud 0
Number of customers charged with tampering 3.241

Note: Totals include residential and commercial accounts. Tracking was not
available for specific customer groups.

23. Average number of days required to install new gas after customer notification when:

A. New construction is involved
Once the customer has finalized their request for a main axtansion with Vectren, the
design and installation process can take between 60-90 days and is contingent upon
the readiness of the sita, payment of extension fees, and granting right-of-ways, sic.
Onca the customer's service is ready by having passed all tests and inspections a
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work order is sent to the area construction department to: tap the main; attach the
customer service; and set the meter.

From January 2007 through September 2007 Vectren has tied in 224 services of
which 211 (94%) were completed within the 20 business day allowance. To date the
average number of days for service tie inis 11.5 days.

Note: Totals include residential and commaercial services. Tracking was not
avaiiable for specific rate types.

B. No new construction is involved

Vectren does not own or install the customer's gas service. The customer owned
service is normally installed or prepared for meter ingtallation by a plumber. Vectren
is involved in witnessing the required pressure tests and making visual inspections to
ensure alf reguiatory requirements are met prior to meter instaliation and activation of
the customer's service. The customer is considered ready when all appropriate tests
and inspections have been passed. At that time a meter set order is entered. That
order is expected to be completed within five working days.

From January 1, 2007 through September 30, 2007 Vectren has set 1,457 gas
meters of which 1,449 (99.5%) were completed within 5 working days. Although the
average number of days is not currently tracked, the best estimate is that Vectren's
average time to set a meter in this case is three working days.

Note: Totals include residential and commercial meter sets. Tracking was not
available for specific rate types.

24. Describe the company's benefit of service palicies.
See attachment:
24 Benefit of Service.doc

25. Provide the company definition for

A. Applicant

Any person, firm, corporation, municipality or other government agency which
has applied for service,

B. Customer

Any person, firm, corporation, municipality or other gavarnment agency which
has agreed to pay for service.

SMALL COMMERCIAL

28. Describe the circumstances under which the company requires a security deposit.

A. Existing customers
See attachment:

26A Commercial Deposit Determination.doc
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B. Does the company perform a credit check on new customers? If so, explain process
and minimum credit score.

No, a credit check is not performed.

C. Does the company require a social security number or tax ID number when
- establishing new service?

A tax identification number or social security number is requested but is not
required.

Iif so, what procedures apply if a customer refuses to provide one?
The customer will be charged a deposit.
See attachment:

26C Commercial Deposit Determination.doc

D. Does the company provide the customer with the nptmn of sacuring a guarantor in
lieu of paying a sacunty deposit?
No. This option is not available to commercial customers.

E. Provide a copy of the form used when the customer opts to use a guarantor
Not applicable

F. Does the company make payment arrangements on secunty deposits?
No.

G. Are customers told how and when the deposit would bs refunded?

The following statement in the form of a bill message is on bills that also serve as
the cash deposit receipt;

“The rate of interest to be paid on the deposit will be not less than three_a per cent
per annum if the deposit is held for one hundred eighty t:!ays or longer.

See attachment:

26G Deposit Bill Message.pdf

27. Please describe in detall, all available payment plans that are offered to customers who
cannot pay their bill in full.

See Attachment ‘
27 Commercial Payment Arrangement.doc

A How does company confirm a payment arrangement with the customer, ie,,is a
confirmation letter sent?

_ Payment Arangements are confirmed by automated letter and on the bill

See Attachment:
27A Commerciai Payment Arrangement Bill and Letter pdf
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B. Under what circumstances are customers denied payment arrangements?

Commercial customers are not eligible for payment arrangements unless the bill
is a result of a Vectren error or Vectren equipment malfunction.

28. Does your company assess a late payment fee to small commercial customers? if so,
please describe.

Vectren assesses a late payment fee equal to 1.5% of the total arrears to all Non-PiPP
customers.

29. Describe the company's policies, procedures, and timeline to be followed when it
discovers a customer's meter is defactive,

See attachments:

29 ZERO Except Instructions.doc
29 METERS NONR.doc

29 Defactive Meter Letter.doc
29 NONR calcutation worksheet . xis

30. Describe the company’s policies and procedures that are followed in attempting to gain
access to read a customer's meter.

Ses Attachment:

30 VEDO Meter Access Plan.doc
A. How many months of estimated reads trigger this action?

After 6 months of estimated reads, the first notice is triggered.
B. What options are customers offered to have their meter read at a special ime?

Customers are offered either an AM or PM appointment with a call-ahead if
necessary on requests for special reads.

C. Are any of the following options available to customers?

1. Window of time
Yes

V. Appointment
Yas

V. Call-ahead
Yes

V. Any times outside of normal business hours
No
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When the customer responds o Vectren's request to provide access for an off-
cycle meter reading due to consecutive estimated meter reads, Vectren will offer

to schedule the spacial meter reading using an AM or PM appointment window of
time, and/or call ahead prior to arriving.

31. Describe the general disconnection process:

A. When a customer is disconnected for non-payment, what chargés must the
customer pay to re-establish service?

See attachments;
31 Commercial Reconnect.doc

Are any charges billed to the account the following month?
No.

B. Does the company reconnect after normal business hours? If so, how much is the
customer charged to have service restored outside of your nomal hours of
operation?

When a customer contacts Vectren after hours in response to a door tag for
reconnection after Vectren has performed construction work, the request is worked
after hours with no fee,

There is a fee of $22.00 for other reconnection of service after hours when requested
by the customer. Typically, after hour reconnection when requested by a customer
is accommodated only in documented medical situations for residential customers.

32, Whatis your current procedure for determining the usage to be billed on a final
account? ‘

Service is billed to the meter reading that ia obtained at the time of service
disconnection or transfer to a new customer.

A Number of initlal service actual meter reads requested by the customer within the
last twenty-four manths

There were 6,546 initial service meter reads requested by the custormer within
the last twenty-four months.
B. Number of final actual meter reads requested by the customer within the last twenty-
four months

There were 2,118 final meter reads requested b the customer within the last
twenty-four months.
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C. Describe your process for obtaining meter access and identify the point at which an
account is finalized when access is denied.
See attachment;

32C Access Final Bill.doc
32C Prorating.doc

33. Provide the following information related to billing:

A. Number of small commercial bills sent out each month
Approximately 25,000 small commercial bills are sent cut each month

B. Number of monthiy bills based on actual reads
Approximately 22,023 small commercial bills are based on actual reads per month

C. Number of actual read bills found to be incorrect for the last twenty-four months

There were 3,138 actual read small commercial bills which were found to be
incorrect within the last twenty-four months.

D. Number of small commercial customers back-billed since January 1, 2007.

There were 3,366 smali commercial accounts that were back-billed since January 1,
2007.

E. How are customers informed about payment arrangements on a back bill?
See attachment

33E Payment Arrangement Lefter.doc

34. As defined in the MGSS, provide the number of customers charged with fraud and the
number charged with tampering within the last twenty-four months.
Number of customers charged with fraud 0

Number of customers charged with tampering 3,244

Naote: Totals include residential and commercial accounts. Tracking was not
availabie for specific customer group.

35. Average number of days required to install new gas after customer notification when:

A. New construction is involved

Once the customer has finalized their request for a main extension with Vectren, the
design and instaltation process can take between 60-80 days and is contingent upon
the readiness of the site, payment of extension fees, and granting right-of-ways, etc.
Once the customer's service is ready by having passed all tests and inspections a

work order is sent to the area construction depariment to: tap the main; attach the
customer service, and sat the meter. ‘
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From January 2007 through September 2007 Vectren has tied in 224 services of

which 211 {94%) were completed within the 20 business day allowance. To date the
average number of days for service tie in is 11.5 days.

Note: Totals include residential and commercial services. Tracking was not
available for specific rate types.

. No new construction is involved

Vectren does not own or install the customer's gas service. The customer owned
service is normally installed or prepared for meter installation by a plumber. Vectren
is involved in witnessing the required pressure tests and making visual inspections to
insure all regutatory requirements are met prior to meter installation and activation of
the customer's service. The customer is considered ready when all appropriate tests
and inspections have bean passed. At that time a meter set order is entered. That
order is expected to be completed within five working days.

From January 1, 2007 through September 30, 2007 Vectren has set 1,457 gas
meters of which 1,449 (99.5%) where completed within 5 working days.

Although the average number of days is not currently tracked, the best estimate is
that Vectren's average time to set a meter in this case is three working days.

Note: Totals include residential and commercial meter sets. Tracking was not
available for specific rate types.
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List of Attachments for PUCO Audit Response:

Question #

3A

3B

Kle

KiD)

3E

3F

3G

3H

Description of Attachment

Gurrent Customer Bill
3A VEDO Current Customer Bill. pdf

Fourteen-day Disconnection Notice
3B Disconnection Notice Bill. pdf

Ten-day disconnection notice -
3C Delinquency Presentation.pdf
3C 10 Day Call Notification.pdf
3C 10 day door tag.pdf

Disconnection notice to tenants
3D Disconnection Notice to Tenants.doc

Notice left when disconnection has occurred
3E Gas Service Disc Notice — Ohio.doc

Notice to customer regarding a defective meter
3F Letter for inspection of defective meter.doc

List of mandated bill inserts, description of each, and date
released

3G List of Mandated bill inserts and release dates.dac
3G Gas Piping Feb 2007 .pdf

3G Gas Piping May 2007 .pdf

3G Gas Piping August 2007.pdf

3G Gas Piping October 2007 .pdf

3G Choice Opt Out Nov 2006.pdf

3G Choice Opt Out February 2007 pdf

3G Choice Opt Out May 2007.pdf

3G Choice Opt Out August 2007.pdf

3G Your Natural Gas Service May 2007 .pdf
3G Special Notice. pdf

3G Winter Rules.pdf

3G Project Teem Dec 2006

Docr hanger [eft when service is not disconnected
3H Tag when gas service is not disconnected- Ohio.doc



31

3

3K

6B

6C

6D

6F

6G

88

Services available to customers via the company website.
31 NonReg User Functionality.doc
3l Vectren Online Applications and Services.xls

Customer notice for fraudulent practice.
3J Alleged Fraudulent Practice Notice.doc

Customer notice for tampering
3K Tampering Notice.doc

Script and flow charts for the VRU
CD attachment with scripts and flow charts

Spanish Services

5 Spanish Transtation Service August 2007.pdf
5 Spanish Efficiency Brochure.pdf

5 Spanish Field Job Aid.pdf

5 Service Call Tag.doc

5 Yellow and Red Tags.doc

Quality Control Monitoring
6A Quality Evaluation Guidelines.doc

Number of calls received per day during the most-recent
full calendar month

8 B-C-D-G September 2007 Performance.xis

Number of calis abandoned per day during the most-recent
full calendar month

6 B-C-D-G September 2007 Perforrnanca.xls

Percent of calls answered per day during the most-recent
full calendar month

6 B-C-D-G September 2007 Performance.xls

Number of calls anawered during the most-recent full
calendar year

8 F December 2006 Y-T-D Totals performance

Average telephone answer time during the most-recent full
calendar month

8 B-C-D-G September 2007 Performance.xls

# Employees available to answer calls
7 Total FTE for 2006-2007.xls

Number of complaints received within the last year
8B Complaints Received 10.06 through 9.07.doc



8E

8F

9A

9B

9C

9E

9G

oH

10

10A

11D

14A

Company dafinition of “customer contact”
8 E-F Number of Contacts and Types.xls

Number of customer contacts per year
8 E-F Number of Contacts and Types.xis

Security Deposit for Existing Residential Customers

9A Ohio Deposit Determination Tree Existing Residential
Customer.doc

9A Ohio Residsntial Deposit.doc

Credit Chack process for New Customers
9B Quick Reference for Equifax.doc

Process for validating customer 1D using driver's licenss
9C Quick Reference for DL Advantage.doc

Guarantor Form
9E Guarantor Agreement.doc

Bill message with deposit refund information
9G Deposit Bill Message.pdf

Deposit requirements

SH Ohio Depasit Determination Tree Existing Residential
Customer.doc

8H Chia Deposit Determination Tree New Residential
Customer.doc

9H Ohio Residential Deposit.doc

Available Payment Plans for Residential Customers
10 Quick Reference for Payment Arrangements.doc

Payment Arrangement Confirmation
10A Residential Payment Arrangement Letter and Bill. pdf

Waatherization information
11D Insert 12.06.pdf
110 PIPP Cust Insart Sept 2006.pdf

Notification to recertify for PIPP
14A Example of PIPP Expiration Notification on Bill. pdf



16

17

18

19

20C

21E

24

26A

26C

- 26G

27

27A

28

Policies, procedures, and timeline for defective meter
16 ZERQ Except Instructions.doc

16 METERS NONR.doc¢

16 Defective Meter Letter.doc

16 NONR calculation worksheet.xis

Meter Access
17 VEDO Meter Access Plan.doc

Charges to reconnect Service after non-pay disconnection
18A Reconnects.ppt

18A Winter Rules.ppt

Process for Madical Certificates
19 Medical Certificate Process

Process for obtaining meter access and finalizing account
when access Is denled.

20C Access Final Bill.dac

20C Prorating.doc¢

Payment Armmangement on Back Bill
21E Payment Arrangement Letter.doc

Definition of Benefit of Service
24 Benefit of Service.doc

Security Deposit for Existing Commercial Customers
26A Commercial Deposit Determination.doc

Deposit Assessment when tax id is refused.
26C Commercial Deposit Determination.doc

Bill message with deposit refund information
28G Deposit Bill Message.pdf

Commercial Payment Arrangements
27 Commercial Payment Arrangement Bill and Letter.doc

Commercial Payment Arangement Confirmation
27A Commercial Payment Arrangement Bill and Letter. pdf

Policies, procedures, and timeline for defective meter
29 ZERQ Except Instructions.doc

29 METERS NONR.doc

29 Defective Meter Letter.doc

29 NONR calculation worksheet xls




K}

32C

33E

Meter Access
30 VEDO Meter Access Pfan.doc

Charges to reconnect Service after non-pay disconnection
31 Commercial Reconneci.doc

Process for obtaining meter access and finalizing account
when access is denied

32C Access Final Bill.doc

32C Prorating.doc

Payment Arrangsment Confirmation on back bill
33E Payment Arrangement Letter.doc



* Attachment MTD-§

which is charged to the customer's credit card statement. This

fee is charged by Speedpay our 3rd party vendor.

a. Da payments always post to accounts on the same day they
are received?

RESPONSE: Responder: William Doty

Yes, see Interrogatory No. 470 response above.

b. Are payments that are received over the weekends or during
other nan-regular business days posted to the account on
the same day?

RESPONSE: Responder: Wililam Doty

Payments that are received over the weekend or during other

non-regular business days are posted to the customers’

accounts on the next business day.

471. Referring to Schedule E-1, Sheet No. 62, item 3b (2), page 1, please
identify the number of bills that were rendered for periods of time that are

greater than 30 days for each of the last two years.

RESPONSE: Responder: Willlam Doty

The below amounts represent the cumulative annual number of bills
for billing periods greater than 30 days.
2007 - 1,522,877

35



’r Bankdraft

472,

2006 - 1,495,055

Referring to Schedule E-1, No. 62, item 3 (¢) , page 3, please identify how

many residential customers paid on average every month through the

online website, bank draft automated withdrawals, credit card or alectronic

check, at an authorized agent, by U.S. mail, EDI, or through ACH for each

of the last five years.

RESPONSE:

Responder: William Doty

. Bankdraft

E-Check {ACH) | Lockbox

Us Mail

Credit Card

Paysites

ll 2003

24,492

56,481

2,558,593

17.443

250,763

2004
|

25,388

170,729

2,452,397

20,834

269,557

72005
i

26,526

248,113

2,393,246

28,136

280.059

. 2006

26,812

345,954

2,167,742

33,621

271,361

\ 2007

27,592

404,676

2,033,307

45,849

274,963

a. _ What are the costs to the Company to process payments

made through each of the methods identified above?

RESPONSE:

Responder: Wiiliam Doty

' Lockbox

Credit Cards

| E-Check (ACH)

Paysites




193.

RESPONSE: ' Responder: William Doty

194,

unsuccessful, Vectren contacts the customer by certified mail to : ‘

arrange the appointment to disconnect service.

Refarring to Schedule E-1, Sheet 30, Avoided Customer Charge, for the
following years, how many residential customers requested their service
disconnected at the end of the heating season and then reguested service
recannected at the beginning of the next heating season?

a. 2005,

b. 2006,

c. 2007, and

d. 2008 to date.

Data is not available. We do not currently track such requests within .

the customer billing system,

Referring to Schedule £-1, Sheet 30, Page 2, Collection Charge at the
Door, how many residential customers for the following years requested

an employee dispatched to their residence to accept a payment?

a. 2005,
b. 2006,
c. 2007, and

d. 2008 to date.
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RESPONSE: Responder: William Doty
a. 2,243

b. 3,126
c. 1,918

d. Data not yet available.
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