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Please state your name and business address.
My name is Barbara J. Bossart. My address is 180 E. Broad Street,

Columbus, Ohio 43215-3793.

Who is your employer?

[ am employed by the Public Utilities Commission of Ohio.

What is your present position with the Public Utilities Commission of
Ohio and what are your duties?

I am a Utility Specialist 2 in the Reliability and Service Analysis
Division of the Service Moni"coring and Enforcement Department. [ am
responsible for analyzing service quality performance as well as
recommending and enforcing service-quality and consumer-protection

policies and rules for non-competitive gas and electric utilities.

Would you briefly state your educational background and work
history?
I have a bachelors degree from Marshall University and I have been employed

by the Public Utilities Commission of Ohio since 1999, For six vears, I
worked as an Investigator in the Investigation and Audits Division of the

Service Monitoring and Enforcement Department. As an Investigator my
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duties included interacting with the consumers to investigate their concerns
about utility companies’ policies and practices. 1 also performed Customer
Service Audits to identify customer service issues or non-compliance with
Commission rules. In May 2005 I was promoted to my current position and

duties.

What is the purpose of your testimony is this case?
T will be addressing The Ohio Consumers’ Counsel’s (OCC’s) filed objections

56, 57, 58, 59, 61, Vectren Energy Delivery of Ohio’s (Vectren’s) filed
objection 35 (a) and 35 (b), and Ohio Partners for Affordable Energy’s

(OPAE’s) filed objections II and IIL.

What is OCC’s objection 56?
OCC objects that Staff failed to assess the impact that billing a security
deposit in a single payment, instead of installments, has on residential

customers’ ability to secure service.

What is Staff's response to this objection?
The Chio Revised Code (O.R.C.) Section 4933.17 allows gas companies
an opportunity to collect a security deposit in order to secure payment

of bills for commodity furnished. Deposits are only required if
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customers cannot establish creditworthiness. Chapter 17 of the Ohio
Administrative Code (O.A.C.) outlines the requirements that gas
companies must follow to determine if a customer is creditworthy.
Staff believes that this issue is best addressed in the pending rule
review process of Chapter 17 of the O.A.C,, to ensure that all gas
companies in Ohio are providing the same quality of service to their

customers.

What is OCC’s objection 577
OCC objects that Staff failed to recommend that the company offer
additional extended payment plans for customers so that they may

continue to maintain natural gas service.

Staff finds that Vectren complies with Chapter 18 of the Ohio
Administrative Code (O.A.C.) when it offers extended payment plans.
On June 25, 2008, the Commission issued draft revised Disconnection
rules for public comment in Case No. 08-723-AU-ORD. Staff believes
that any recommendation to require companies to offer more e);EEIlded
payment plans should be addressed in that proceeding to ensure that

all gas companies in Ohio are providing the same quality of service to
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their customers.

What is OCC’s objection 58?
OCC objects that Staff failed to address situations where customer
have billing periods that are longer than one month and that may

result in unaffordable utility service.

What is Staff’s response to this objection?

Staff understands that all billing cycles may not all fall within a 30 day
cycle due to uncontrollable circumstances, such as holidays. Staff does
not have information that would indicate that Vectren’s customers are
having difficulty making payments on monthly bills that are rendered

for a period that is greater than 30 days. Staff would expect Vectren

to offer payment arrangements to customer who indicate they will not

be able to pay the amount in full by the due date in those instances.

What is OCC’s objection 59?7

OCC objects that Staff failed to deny the Company’s request for a
“payment at the door” collection charge, whereby the Company could
assess the charge when an employee was sent to disconnect the
customer’s service for non-payment of the bill but accepts the payment

from the customer to prevent disconnection.
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What is Staff’s response to this objection?

Staff understands OCC’s concerns {voiced in Durban’s testimony) that
a customer could face disconnection of service because he/she was not
expecting to pay for an additional cost to maintain service. Therefore,
Staff recommends that Vectren should notice the customer of such
payment requirement on its disconnection notice. That notice should
state that the charge will be collected either at the door or added to the

customer’s next bill.

What is OCC’s objection 61?
OCC objects that Staff failed to address why the company is not
offering the option of obtaining a guarantor to reestablish

creditworthiness to customers that are disconnected for non-payment.

What is Staff's response to this objection?
Staff does not interpret Rule 4901:1-17-04 (A) of the O.A.C,, to mean
that a customer has all the options to reestablish credit as they do to

establish credit as stated in Rule 4901:1-17-03 of the O.A.C..
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What is Vectren’s objection 35 (a).

Vectren objected to the Staff Report’s recommended language in Sheet
No. 62 — Termination of Service at Customer’s Request, which states,
“that any Customer who wishes to discontinue Gas Service because
Customer is vacating the Premises, or for any other reason, shall notify
Company at least 72 hours prior to the date of the requested service
termination.” Vectren recommended the language be modified to
read, “...at least three (3) business days prior to the date of the

requested service termination.”

What is Staff’s response to the objection?

Staff’s recommended language for Sheet No. 62 — Termination of
Service at Customer’s Request, did not include, “...at least 72 hours
prior to the date of the requested service termination.” This language
currently exists in Vectren's tariffs and the Company did not propose
to change this language in its application in this case. Staff does not

recommend this change.

What is Vectren's objection 35 (b).



10

11

12

13

14

15

16

17

18

19

20

19.

20.

21.

Vectren objects to Staff’s denial of its proposed Avoided Customer
Charge Provision, which would be charged to customers who request
discontinuation of service and later desire to be reconnected at the
same premise. This charge will be assessed for each month‘of

discontinued service, not to exceed nine months.

What is Staff’s response to this objection?
Staff believes that a Customer Service Charge should only be billed for

services rendered while a person is a customer of the Company.

Why does Vectren want to charge an Avoided Customer Charge?
Vectern believes spaceheating-only customers may find it
advantageous to turn service off for as much as six or seven months

rather than pay the Summer Customer Charges.

Has Vectren provided any documentation to indicate that customers
will temporary disconnect service for six to seven months to avoid a
Summer Customer Charge?

No, the Company has not provided any documentation or analysis

indicating the magnitude of this issue. In addition, with a
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reconnection fee of sixty dollars (the dollar equivalent of six months of
the Avoided Customer Charge), Staff believes the customer is already
discouraged from turning service off unnecessarily. Lastly, Staff
believes that if the Company advises customers, at the time of the
request for disconnection of service, that a reconnection fee will be
assessed if they request service to be reconnected at the same premise,
such notice would deter customers from seeking a temporary

disconnection just to avoid the customer charge.

What is OPAE's objection II?
OPAE objects that Staff failed to forbid charging deposits or late fees to

customers participating in the Percentage Income Payment Plan,

What is Staff’s objection to this objection?
Staff believes this issue is best addressed in the pending review of

Chapter 18 of the O.A.C., which addresses the administration of PIPP.

What is OPAE’s objection II1?
OPAE's objects that Staff failed to require that Vectren offer affordable

payment plans based on the customer’s energy burden and income.
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What is Staff's response to this objection?

Staff finds that Vectren complies with Chapter 18 of the Ohio
Administrative Code (O.A.C.) when it offers extended payment plans.
On June 25, 2008, the Commission issued draft revised Disconnection
Rules for public comment in Case No. 08-723-AU-ORD. Staff believes
that any recommendation to require companies to offer more extended
payment plans, should be addressed in that proceeding to ensure that
all gas companies in Ohio are providing the same quality of service to
their customers.

Does this conclude your testimony?

Yes, it does.
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