
Direct Dial: (41 6) 21 6-23 1 1 
Direct Fax: (41 6) 2 16-3930 
rking@ogilvyrenault.com 

SENT BY E-FILING AND COURIER 

February 6,2009 

Ms. Kirsten Walli 
Board Secretary 
Ontario Energy Board 
2300 Yonge Street, Suite 2700 
Toronto, ON M4P 1 E4 

Dear Ms. Walli: 

RE: Natural Resource Gas Limited (EB-2008-0413) 
Information Request Responses 

Please find enclosed Natural Resource Gas Limited's Responses to Interrogatories filed by Board 
Staff, the Town of Aylmer and Integrated Grain Processors Co-Operative Inc. in the above- 
referenced matter. The Responses are also being filed on the Board's RESS system, and served 
on all parties to the proceeding. 

Please note that Mr. Larry Thacker, of Lenczner Slaght Royce Smith Griffin LLP, will be acting 
as my co-counsel and should be copied on all future correspondence: 

Larry Thacker 
Lenczner Slaght Royce Smith Griffin LLP 
130 Adelaide Street West 
Suite 2600 
Toronto, ON M5H 3P5 

OGILVY RENAULT LLP I S.E.N.C.R.L.. s.r.1. Suite 3800 T : 416.2 16.4000 ogilvyrenault.com 
RoyalBankPlaza,SouthTower F:416.216.3930 

Barristers & Solicitors 200 Bay Street, P.O. Box 84 toronto@ogilvyrenault.com 
Patent & Trade-mark Agents Toronto, Ontario MSJ 224 

CANADA 
DOCSTOR: 1619953\1 

Toronto . Montreal . Ottawa . Quebec . London 



Page 2 

Please do not hesitate to contact me should you have any questions or concerns. 

Richard King u \ 
RJK/mnm 

u 
Encl. 

C.C. Mr. Mark Bristoll, President, NRG 
Mr. Philip Tunley, Stockwoods LLP 
Ms. Heather Adams, Town of Aylmer 
Mr. Patrick McMahon, Union Gas Limited 
Mr. Scott Stoll, Aird & Berlis 
Mr. Jim Grey, IGPC 
Ms. Suzanna Mantel, Municipality of Bayham 
Mr. Larry Thacker, Lenczner Slaght 
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NATURAL RESOURCE GAS LIMITED 

APPLICATION FOR FRANCHISE AGREEMENT RENEWAL 
WITH THE TOWN OF AYLMER 

RESPONSES TO INTERROGATORIES FROM BOARD STAFF ("Board") 

BOARD INTERROGATORY #1 

Ref: Exh CITab 2lExisting Franchise Agreement -(expiry date February 27,2009) 

Ouestions: 

(i) Has the Town of Aylmer, or any other person or corporation, ever alleged to NRG 
that NRG has breached the terms of the existing Franchise Agreement? If so, please 
describe the nature of the dispute and provide all documentation regarding the 
allegations, from February 27,1984 to present time. 

RESPONSE: 

(i) To the best of NRG's knowledge, no person (including the Town) has alleged that NRG 
has breached the terms of the existing Franchise Agreement. 
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BOARD INTERROGATORY #2 

Ref: Exh DITab 4Ipp. 1-3 (Appropriate Terms of New Franchise Agreement) 

Preamble: 

In the noted Ref., NRG cited the impact of a shorter length of a franchise term and 
submitted that it would require NRG to refinance one of the two financing arrangements 
on or before early 2011. NRG went on to indicate that a shorter franchise term would not 
be viewed favourably by potential lenders. NRG also submitted that in addition, any 
major new facility requiring stand alone financing, as was the case with the IGPC ethanol 
plant, would also be compromised. 

Questions: 

(i) What would be NRG's plans in regard to the first financing arrangement of the 
$6.5 million Credit Facility, 5 year term, due March, 2011, assuming the franchise 
agreement to be a 20 year term? 

(ii) What would be NRG's plans in regard to the first financing arrangement of the 
$6.5 million Credit Facility, 5 year term, due March, 2011, assuming the franchise 
agreement to be a 3 year term? 

(iii) Did NRG make any effort to quantify the implications a three year renewal term 
would have on their efforts to refinance the second financing arrangement i.e., the 
$5.2 million Ethanol Credit Facility, 5-year term, due October 2013? If so, please 
provide all details. 

(iv) If the answer to (iii) above is no, will NRG make inquiries to quantify the 
implications of the required refinancing to take place early in 2011 of the $5.2 
million Ethanol Credit Facility, 5-year term+ due October 2013. 

RESPONSE: 

(i) NRG would attempt to refinance the credit facility on the best available terms. 

(ii) NRG would still attempt to refinance the credit facility on the best available terms. 
However, NRG is confident that its current lenders (and other potential lenders) would 
refbse to provide financing, and would call the loan. Without financing, NRG could no 
longer operate and its shareholder, employees and other stakeholders would incur a 
complete loss. The existing credit facility is a demand loan, and NRG does not need to 
be in default in order for the bank to call the loan. 

That the bank will be concerned about the. term of franchise renewal is demonstrated by 
the fact that, when the current financing was arranged, the bank sought a "comfort letter" 
from NRG's regulatory counsel regarding the regulatory process pertaining to franchise 
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agreements and certificates of public convenience and necessity. That letter is attached 
as Appendix A. 

(iii) See answer to (ii) immediately above. At the time of the financing, we did not believe 
that we would be faced with the Town taking the position that they were prepared to only 
grant a short-term franchise renewal. Despite repeated requests by NRG to meet with the 
Town during the process of negotiations with IGPC, the Town refbsed to meet. 
Effectively, the Town misled NRG until the credit facility was agreed to. It is our 
business judgment that in the current credit market, the current demand facility would be 
called, and it would have to be re-financed with a three year amortization schedule. 

(iv) No. We believe it would be premature and destructive to the utility, its employees and 
stakeholders to approach the bank and discuss the potential of a very short franchise 
renewal term. 
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BOARD INTERROGATORY #3 

Ref: Exh D/Tab 8/p l/lines 31-33 

Preamble: 

(a) NRG in the noted Ref. quoted a portion of the Board's process for receiving and 
responding to complaints about utilities, and stated that: 
"This public process is easily accessible by consumers, and offers an impartial arbiter 
for any disputes. NRG supports the Board's complaint process, and thinks a company- 
specific process would not provide any value to customers. "; 

(b) The portion quoted by NRG of the Board's process did not cover the necessary steps 
that precede having a customer contact the Board. For convenience pertinent 
excerpts of the Board's process is shown as Attachment 1 to this Board staff 
interrogatorics, and specifically the steps described under the heading: 

"If you have a concern with a utility, retailer or marketer: 

The first step is to try to resolve your issue directly with the company 
involved" 

Questions: 

(i) Please provide a description of the process that NRG follows when a customer 
follows the Board prescribed step of calling NRG's offices to deal with the problem 
first. 

(ii) Does NRG have on its web site, bill, or on the phone book contact information for 
customers to call when they have an issue or complaint to discuss with NRG? 

RESPONSE: 

(i) NRG does not have a written procedure; however, this is the process followed by NRG 
staff: First, the customer would be put in contact with the NRG staff member best suited 
to answer the question or resolve the issue. In the event that NRG's General Manager is 
required, he would be involved in the resolution of the dispute. Information would be 
gathered from the complainant, from NRG's files andlor the Customer Information 
System computer, as required. Depending upon the nature of the problem, the time to 
gather this information will vary. If the problem cannot be solved immediately, NRG 
advises the client that it will be resolved in ten days or less. The customer is contacted by 
NRG with details of the resolution within ten days. 

(ii) Contact information is provided on the top and bottom of each bill (see sample at 
Appendix B), and in the yellow and white pages of the telephone book (see Appendix 
C). 
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BOARD INTERROGATORY #4 

Ref: Gas Distribution Access Rule ("GDAR"), Amended December 11,2007 / Section 7.3.1 
and Section 7.3.6 

Preamble: 

Section 7.3.1 of GDAR as it applies to NRG deals with Telephone Answering Performance 
and Section 7.3.6 as it applies to NRG deals with Customer Complaint Written Response. 

Ouestions: 

Section 2.3.1 of the GDAR requires a utility to maintain records documenting compliance 
with all aspects of the GDAR. Please provide the most recent documentation regarding 
NRG's performance with relation to sections 7.3.1 and 7.3.2. 

RESPONSE : 

With respect to compliance with 7.3.1 (Call Answering Performance), the telephone system 
required to comply with the letter of section 7.3.1 would be uneconomic for a small utility of 
NRG's size. In other circumstances where this is the case, NRG complies with the principles in 
GDAR. For instance, calls to NRG during business hours are answered by a person as opposed 
to a message system. With respect to section 7.3.2 (Billing Performance) of GDAR, NRG 
performs a complete audit for every billing. 
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NATURAL RESOURCE GAS LIMITED 

APPLICATION FOR FRANCHISE AGREEMENT RENEWAL 

WITH THE TOWN OF AYLMER 

RESPONSES TO INTERROGATORIES FROM TOWN OF AYLMER ("Avlmer") 

AYLMER INTERROGATORY #1 

Ref: Exh B, Tab 1, Pg. 1, Para. 3 (lines 12-18) 

Questions: 

(i) Please provide copy of the Report of the Board on the Review of Franchise 
Agreements and Certificates of Public Convenience and Necessity, E.B.O. 125 
(May 21,1986), ss. 3.5 and 3.6. 

(ii) Please indicate which portions of the this Report substantiate the evidence 
referenced above and how they do so. 

RESPONSE: 

(i) Sections 3.5 and 3.6 of the Report of the Board on the Review of Franchise Agreements 
and Certificates of Public Convenience and Necessity state the following: 

"3.5 An application is made under section 9 of the Municipal Franchises Act for a first- 
time agreement, or on a renewal where the parties have reached agreement on the terms 
of the renewal. On a section 9 application the OEB has only the power to approve or 
reject the application. On a section 9 application the OEB may dispense with the assent of 
the electors. 

3.6 Section 10 of the Act is used when the parties cannot agree on the terms of a renewal 
or extension. Again the OEB holds a hearing before it makes an order renewing or 
extending the right; the duration and terms and conditions are as prescribed by the Board. 
The OEB may refuse to renew or extend the right if the public convenience and necessity 
do not warrant the renewal or extension. This Ontario Energy Board order is deemed to 
be a valid by-law of the municipality consented to by its electors." 

(ii) NRG's evidence referenced above is an accurate paraphrasing of sections 3.5 and 3.6. 
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AYLMER INTERROGATORY #2 

Ref: Exh C, Tab 1, Pg. 1, para. 2, lines 13 - 17 

Preamble: 

In respect of proof of the claims made at lines 13-17, the Town has only ever received one 
map of pipelines detailing their size, date of construction and valves. The Town has no 
further evidence of the steps NRG claims to have taken in respect of investment, 
modernization and expansion, nor in respect of the various measures and programs it 
claims to have implemented. 

Questions: 

(i) Please provide details as to the replacement and modernization of "virtually all of 
the original assets". 

(ii) Please provide documentation confirming all those steps and measures detailed in 
lines 13-17. 

RESPONSE: 

The following responds to Questions (i) and (ii): 

At each of it's past rate cases, NRG has filed: (a) its capital plans; and (b) its current and forecast 
number of customers. As a result, the Board is well aware of the fact that NRG's asset base is 
quite new (particularly in comparison to Union's and Enbridge's). For example, in 1991, NRG's 
gross fixed assets were $5.42 million and it served 2,348 customers, but by 2005 NRG's gross 
assets had nearly tripled to $15.1 million and its customer base had grown to nearly 6,200 
customers (see RP-2005-0544). 

The Town of Aylmer would be aware of the extent to which NRG has replaced, expanded and 
modernized its assets if the Town had intervened in any NRG rate case. NRG has served the 
Town with Notice of every rate application it has made (in accordance with the Letters of 
Direction issued by the Board). However, despite receiving notices of each rate proceeding, the 
Town has never chosen to intervene. In addition to this, the Town will know of NRG's 
expansions in Aylmer because: (a) NRG gets municipal approval for its works in Aylmer; and 
(b) NRG's property taxes are based on size and length of pipeline. 

A summary of NRG's rapid recent growth and massive asset expansion was explained at length 
in RP-2002-0147 (NRG rates for fiscal 2003 and 2004) by NRG's fonner general manager, Mr. 
Bill Blake (see Appendix D). More recently, the subject arose at the Public Forum in Aylmer on 
July 18, 2006 (part of NRG's last rate case), and was explained to the Board. In its decision, the 
Board acknowledged that "NRG also has newer plant ..." as one of the reasons why NRG's 
capital costs were relatively higher than other utilities. 
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AYLMER INTERROGATORY #3 

Ref: Exh D, Tab 4, Pg. 1, para. 5 

Preamble: 

While the Town may be the "main urban centre in NRG's franchise area", the Town only 
holds one of eight of NRG's municipal franchises. 

Questions: 

(i) Please explain how a short term renewal period would have an effect an NRG's 
current financing arrangements. Please provide evidence of any such effect. 

(ii) Does NRG have any written material from a chartered bank or credit union that 
indicates that the length of one of its franchise agreements is significant in 
determining their creditworthiness? 

(iii) Please provide evidence from prospective lenders that support's NRG's contention 
that a short renewal period would have a significant effect on its ability to 
refinancelobtain financing. 

RESPONSE: 

See response to Board Staff Interrogatory #2. 
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AYLMER INTERROGATORY #4 

Ref: Exh D, Tab 1, Pg. 1 

Preamble: 

NRG's last rate hearing was in 2006. In the Town's view, a rate hearing is overdue for 
NRG. Further, the Board's ruling on Union Gas's application indicates that NRG's Class 
"C" retractable shares are not equity, but debt. This suggests that NRG's rates currently 
include an unwarranted "return on equity" on $13 million from customers. 

Oues tions: 

(i) Please provide details as to how long it would take NRG to prepare the necessary 
materials for a rate hearing. 

(ii) Please outline whether (and if so, how) NRG's cost of providing gas continues to be 
higher than Union's costs. 

(iii) Please explain whether it is NRG's view that its Class "C" retractable shares should 
still be considered equity and not debt, and if so, why. 

RESPONSE: 

(i) For a small utility such as NRG, a cost-of-service rate filing is a major endeavour and 
requires a substantial portion of NRG staff time (separate and apart from external counsel 
and consultants). Consequently, the length of time will depend in part on NRG's other 
priorities and the availability of NRG's rates consultant (who is currently occupied with 
other Board proceedings). Since its last rates case, NRG has re-financed, overseen the 
connection of the ethanol facility (which tripled NRG's throughput), and dealt with an 
application by Union Gas Limited to discontinue service to NRG. At present, NRG is 
involved in two generic proceedings before the Board (related to long-term contracting 
and commodity pricing), and this contested franchise application. Further, the outcome 
of this proceeding could impact NRG's next rate application - a short-term renewal could 
impact the depreciation schedule for NRG's capital assets. 

(ii) It is unclear whether the question refers to commodity charges or distribution charges, so 
both are addressed below. 

It is important to note that the Board sets NRG's commodity and distribution rates on a 
"just and reasonable" standard. It does so not in relation to Union's and Enbridge's rates, 
but in accordance with traditional rate-setting methodologies accepted by the Board over 
many years. 

Gas Commodity: At present, based on the most recent QRAM decisions, the gas 
commodity cost for NRG is 35.9292 cents, and the equivalent for Union is 34.9565 cents, 
so NRG is slightly higher. The EGD equivalent is about 30.365 cents. 
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Distribution: The distribution charges for NRG and EGD are virtually identical (for a 
residential customer using 2,000 m3 of gas). EGD's distribution rates are in the 14 to 15 
cent range, with NRG in the 15 cent range as well. NRG has a fixed monthly charge of 
11.50 compared to EGD's 14. Based on EGD's recent draft rate order, the annual 
distribution charge for a residential customer using 2,000 m3 annually would be about 
$466. This is compared to about $444 for NRG and about $324 for Union, based on its 
recent draft rate order. 

In NRG's last rate case, this issue was dealt with hlly. In the Board's Decision with 
Reasons dated September 20, 2006 (EB-2005-0544), the Board summarized NRG's 
reasons for the rate differences: 

NRG responded to customer concerns about dzerence in rates between Union 
and NRG at the oral hearing in Toronto and provided a detailed explanation. 
NRGS analysis indicated that its cost of providing gas to a residential customer 
is approximately 20% higher than a customer in Union's southern operations 
area and 8% higher than a customer in Union's eastern operations area. With 
respect to NRG S seasonal customers such as tobacco curing customers, the cost 
is 17% higher than for a similar Union customer. 

The Company provided a number of reasons for the difference as outlined below: 

The volumes consumed by an average NRG customer are considerably less 
than the volumes consumed by an average Union customer. This is true for all 
classes of customers and essentially makes the NRG system a more costly 
system to operate. 

NRG has a higher return on equity as compared to Union. 

Union has embedded debt costs of 7.68% in its rates as compared to NRG S 
total debt cost of 8.45%. 

NRG has a relatively new rate base as compared to Union. This means that its 
meters, regulators and mains have not depreciated to the same extent as 
Union S. In other words, NRG is carrying a higher net book value in its rate 
base. 

NRG's franchise area is essentially rural with no urban centres while Union 
has large urban centres in its Southern Operations Zone including Hamilton, 
London and Windsor. This means that NRG has to put more pipes in the 
ground to get to the same number of customers. This is one of the reasons why 
Union's other operating areas that are sparsely populated reveal smaller 
differences in rates when compared to NRG. 

The OEB was satisfied with NRG's explanations for the rate difference between NRG 
and Union: 
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With respect to differences in rates between Union and NRG 
which was raised at the town hall meeting, the Board instructed 
NRG to provide an analysis. That analysis explains the 
differences to the satisfaction of the Board. 

Importantly, while rates (distribution and commodity) fluctuate over time (and the 
relative rates as between Union, Enbridge and NRG fluctuate relative to one another as 
well), what is consistent is that NRG's customers typically enjoy lower overall energy 
costs due to the fact that NRG's customers consume less. For example, NRG's average 
residential customers uses 2,000 cubic metres of gas annually, while Union and 
Enbridge's average residential customer use is much higher (2,600 cubic metres and 
3,064 cubic metres). This is in part a hnction of the fact that NRG's system is much 
newer than Union's and Enbridge's, which means that NRG's customers are typically 
using higher efficiency gas appliances (which use less gas). 

(iii) NRG considers these Class C retractable shares as equity for rate-setting purposes. The 
terms and conditions of the shares and the Postponement Agreement give them all the 
attributes of equity. In previous rate cases, the Board has also considered these to be 
equity for rate-setting purposes. There is no "unwarranted return on equity". That 
having been said, this question is irrelevant to this proceeding. It is a question for NRG's 
next rate proceeding. 
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AYLMER INTERROGATORY #5 

Ref: Exh D, Tab 6, Pg. 1 & Exh D, Tab 7 & Exh D, Tab 8 

Preamble: 

The proposed provision that NRG seeks clarification is in respect of the Board's October 8, 
2008 notice of proposed amendments to GDAR (EB-2008-0313). The Town has numerous 
concerns regarding NRG's customer service practices, which includes NRG's practices and 
policies concerning security deposits. The Town's concerns stem from complaints it has 
received from its citizens about NRG. It  is the Town's position that NRG is deficient in this 
regard and more generally in the area of customer service and this is a key reason for the 
number of complaints from consumers about NRG. The Town believes any steps to 
improve customer service (including implementing the proposed amendments regarding 
security deposits) is a step in the right direction. 

Ouestions: 

(i) Please set out NRG's current security deposit policies. 

(ii) Please answer whether NRG is willing to accept the proposed condition, namely 
whether it is willing to implement the proposed amendments to the GDAR (EB- 
2008-0313), whether or not the OEB has made them mandatory by such time. 

(iii) Please provide a description of how customer concerns are handled by NRG if a 
customer contacts them directly. 

(iv) How many (if any) employees does NRG have employed as customer service 
representatives? What kind of training is provided to such employees? What level of 
oversightlmanagement are they subject to? 

(v) Please explain NRG's policies in respect of responding to a complaint made through 
the Board's process. 

(vi) How many (if any) employees does NRG employ that are responsible for responding 
to complaints made through the Board's process? What position do these employees 
hold? What kind of training have they received? 

(vii) How many customer complaints has NRG received in the past 4 years? How many 
of those complaints were resolved? Were any of the complaints referred to the 
police for investigation? 

(viii) Please outline the "customer service quality requirements" that NRG maintains it 
has in effect and please explain how these are implemented. 

(ix) Please explain how NRG communicates and educates its consumers on various 
issues concerning its services. What NRG's main method of communicating with 
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their customers? Please advise on the number and nature of customer 
communication methods used in the past year, 2 years. 

(x) Does NRG have a web site? What is the address? 

(xi) Please provide a copy of all of the written material NRG provides to its customers. 

(xii) Can NRG provide the mast recent documentation for the performance 
measurements under the GDAR sections 7.3.3 Meter Reading Performance, 7.3.4 
Service Appointment Response Time, 7.3.5 Gas Emergency Response, 7.3.6 
Customer Complaint Written Response, and 7.3.7 Reconnection Response Time? 

RESPONSE: 

(i) See Appendix E. 

(ii) No. NRG will implement the Board's new security deposit policy in accordance with the 
timeline set by the Board. The Town provided its comments on the security deposit 
policy in the EB-2008-03 13 proceeding. 

(iii) See response to Board Staff interrogatory #3. 

(iv) NRG does not have dedicated full-time customer service staff, for two reasons: (a) with 
just under 7,000 customers, there are very few complaints or customer service issues; and 
(b) as with any small company, staff have multiple roles. However, at all times, the 
General Manager is available to both NRG employees and customers to discuss and 
resolve customer service issues. 

(v) The first step in the Board complaint process is to contact the utility. For this, see 
response to Board Staff interrogatory #3. If the client remained dissatisfied and the 
Board complaint process was engaged, the General Manager would take its cue from the 
OEB. 

(vi) NRG has not received a complaint since November 3, 2008. These customer inquiries 
are handled directly by the General Manager or the President. 

(vii) NRG receives very few complaints (the last being on November 3, 2008). When NRG 
began to implement its security deposit policy in 2006 (in response to rising commodity 
prices and local economic and credit uncertainty), several customers requested return of 
their security deposits, contrary to the terms of NRG's security deposit policy. NRG 
reviewed and responded to all these requests. Some customers approached the OEB and 
the police. Attached as Appendix F are two emails from the Board's Chief Compliance 
Officer, the last of which is dated August 2008. The Board has not contacted NRG 
further on the matter. Also attached at Appendix F is correspondence from NRG's 
counsel to the Aylmer Police. (See Appendix F). 

(viii) See Appendix G. 
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(ix) For "system-wide" issues, NRG communicates with its customers via bill inserts which 
are sent out quarterly at a minimum (for gas cost changes). For local or individual 
customer issues, contact is via telephone. 

(x) No. 

(xi) This question is without parameters - either in terms of time or type of information (e.g., 
confidential customer information). If the request is for a sample bill insert or the 
Application for Gas Service form, please see Appendix H. 

(xii) The most recent performance measurements for the measures set out in the noted sections 
of the GDAR are as follows: 

7.3.3.1 Meter Reading Performance Measurement: 
4 out of 6800 meters have had no reading for 4 consecutive months 

7.3.4.1 Appointments Met Within the Designated Time Period: 
360 appointments met within scheduled time1400 appointments per month 

7.3.4.2 Time to Reschedule a Missed Appointment: 
All customers are contacted within 2 hours of the missed appointment time 
In most cases, customers are contacted hours prior to their appointment time to 
reschedule their service call 

7.3.5.1 Percentage of Emergency Calls Responded to Within One Hour: 
147 emergency calls responded to within 60 minutes11 56 calls per year 

7.3.6.1 Number of Days to Provide a Written Response: 
The current service coordinator has not received any written complaints to date, 
during her 7-month tenure with NRG Ltd. 
The service manager has addressed all written complaints in a timely manner 
(within 10 days) 

7.3.7.1 Number of Days to Reconnect a Customer: 
NRG's policy is to immediately reconnect customers that bring their account into 
good standing 
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AYLMER INTERROGATORY #6 

Ref: Exh D, Tab 9 

Preamble: 

This is the first time the Town as seen or learned of the "NRG Rules", despite having had 
discussions regarding NRG's approach to new customers. 

Questions: 

(i) Please explain why NRG has never before advised the Town of the existence of or 
provided a copy of the "NRG Rules". 

(ii) Please explain why the "NRG Rules" are not publicly available to NRG customers. 

RESPONSE: 

The NRG Rules are filed, scrutinized and approved by the Board at every NRG rate proceeding. 
They are public documents. The Town thus far has chosen not to participate in NRG's rate 
cases. 
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AYLMER INTERROGATORY #7 

Ref: Exh D, Tab 10 

Questions: 

(i) Despite whether NRG thinks it is an unnecessary requirement, is NRG willing to 
give notice to the Town of any proceeding before the Board that NRG is a party to, 
particularly, but not limited to, any application to the Board made by NRG. 

(ii) Has one of its franchise holders or another person or corporation ever alleged to 
NRG that it has breached the terms of other agreements it has regarding the supply 
or provision of natural gas? 

(iii) Does NRG have any outstanding issues with the OEB? 

(iv) Does NRG have any outstanding law suits? 

RESPONSE: 

(i) No. The OEB has well-established rules that ensure any parties potentially impacted by a 
proceeding are given adequate notice. For NRG rate applications, NRG already gives the 
Town notice because the OEB always directs NRG to provide the Town with Notice. 

i) With respect to franchise holders, the answer is no. With respect to other persons or 
corporations, the question is irrelevant. IGPC has repeatedly breached its contractual 
obligations to NRG and has made unproven allegations against NRG as a defence. In 
EB-2008-0273, Union Gas Limited alleged that NRG failed to provide financial 
assurance contrary to the terms of a gas supply contracts between Union and NRG. The 
Board found in that case that no financial assurance was required from NRG. Both the 
IGPC and Union cases were dispensed of by the OEB. 

(iii) This question is overly broad. See answer to question (iv) below. The only outstanding 
proceedings are this current proceeding, and two Board-convened proceedings related to 
commodity pricing and long-term contracting. 

(iv) NRG appealed an OEB compliance order (issued in June 2007) to Divisional Court. 
NRG perfected its appeal in August 2007. Since that time, the OEB and IGPC have 
failed to file any responding material. 

February, 2009 
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NATURAL RESOURCE GAS LIMITED 

APPLICATION FOR FRANCHISE AGREEMENT RENEWAL 

WITH THE TOWN OF AYLMER 

RESPONSES TO INTERROGATORIES FROM 

INTEGRATED GRAIN PROCESSORS CO-OPERATIVE INC. ("IGPC") 

IGPC INTERROGATORY #1 

Exhibit D, Tab 4, Page 1 

Preamble: 

NRG indicates that it has 2 credit facilities: the first a 5 year facility in the amount of 
$6,500,000 that is due March 201 1 and the second facility in the amount of $5,200,000 is 
due in October 201 3. NRG then goes on to state that an abnormally short franchise period 
would be detrimental to its financing and the financing of any "major new facility 
requiring stand-along financing (e.g. the ethanol plant) also would be compromised by 
having a short franchise agreement" 

Questions: 

(a) Please confirm the second credit facility was used solely for the purpose of 
constructing the pipeline to serve the IGPC ethanol facility. 

(b) Was the remaining time period of the Aylmer franchise (or any other franchise) an 
issue for the lender of the first credit facility in 2006? If so, provide supporting 
documentation that quantifies the magnitude or significance of the issue for the 
lender (i.e. premium, additional covenants). 

(c) Was the remaining time period of the Aylmer franchise an issue for the lender of the 
second credit facility in 2008? If so, provide supporting documentation that 
quantifies the magnitude or significance of the issue for the lender (i.e. premium, 
additional covenants). 

(d) The second credit facility expires in October 2013 two years after the three year 
extension requested by the Town of Aylmer. Please provide details of the impact on 
the second credit facility if the Board were to grant the Town's request. 

(e) Please provide the evidence upon which NRG is relying to support the statement: 
"major new facility requiring stand-alone financing (e.g., the ethanol plant) also 
would be compromised by having a short franchise agreement"? 

February, 2009 
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(f) Is NRG aware of any customers that have not located in NRG's franchise area 
where the limited time remaining in the current franchise agreement has been a 
factor? If so, provide the number of customers. 

RESPONSE: 

(a) Confirmed. 

(b) Yes it was. See response to Board Staff interrogatory #2. 

(c) The Bank of Nova Scotia had already dealt with the fianchise term issue in the previous 
financing (see response to Board Staff interrogatory #2). 

(d) If only a three-year renewal renewal is granted, NRG believes that the second credit 
facility will be demanded and will have to be repaid immediately. If replacement 
financing is available, we believe that the financing would limited to the franchise term. 
NRG's next rate application would have to reflect the recovery of the balance of its assets 
over the remaining term of the fianchise renewal. 

(e) See response to Board Staff interrogatory #2. To be clear, the evidence quoted refers to a 
major new facility (not the existing ethanol plant) that would require stand-alone 
financing. We provide the ethanol plant as an example of a facility that required stand- 
alone financing. 

(0 Everybody believed that the fianchise (like all franchises) would be renewed in the 
customary manner for a typical renewal term. The Town of Aylmer refused to disclose to 
NRG and anyone else (including prospective customers) their intention to oppose the 
standard and customary renewal. 

February, 2009 
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Budd .Law 
Strategic + Legal Advice 

Peter Budd Bdrri&er.& 5d;w 

I66 High ParltAvaw~.Toronto. 
Ontario, Canada M6P 254 

Mobrlc (4 16) 948- 1 334 
Fax (4 16) 60)4638 

Reo'dence (4 16) 61#485158 . 
petar@uWrawxa 

mmrbuddlw.cr 

' Mr. J. Robert Cowan 
Hanison Pensa llp 
450 Talbot Street 
P.0  Box 3237 
London, ON 
N6A 4K3 

Dear Sir: 

Re: Natural Resource Gas  Limited ("NRG") - Bank of Nova Scotla Credit Facilities ' , 

Thank you for your letter of Febnrary 8,2006 wherein you indicated that you 
would like me to confirm, inter alia, certain aspects of the O~ltario Energy Board's I 

("OEB") regulatory process pertaining to franchise agreements and certificates of public 
convenience and necessity. 

1 .' The Regulaiov Process for municipalfi.anchise agreemevts and OEB certz>cates 

The regulatory process for utilities to acquire a franchise agreement with a 
municipa1it)l is a balanced, supervised process, which relies o n  three main participant.: 
the utility, the elected municipal councilors and the OEB. The utility proposing to serve 
in the municipality must first propose a fi-anchise agreement (OEB standardiztd) to the 
municipal councilors, who are to review it and, if it is favorable, they will pass a first and 
second reading of a by-law accepting the terms and conditions of the franchise 
agreement. Once passage and public comment has been made (if any), the utility 
fonnally applies to the OEB for approval of the draft franchise agreement. The OEB may 
or may not deem it necessary to hold a hearing, but ultimateIy, if the OEB agrees with the 
granting of the franchise to the utility, the OEB will approve the draft franchise 

' 

agreement, ultimately will issue a certificate of public convenience and necessity (i.e. the 
O D ' s  legal order) once the utility has returned to the municipality for a third and final 
reading of the by-law, which completes the process. 

. . 

You also asked me to cokrncnt on the transferability a r  change in contrbl and . . ' , 

' 

ownership,of a utility and how the OEB looks at this situation. As a matter of . . 

administrative law, where there must always be the ability o f  an unfettered decision- . . 
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Budd Law 
Strategic + Legal Advice 

maker to decide on a case-by-case basis, one OEB panel or decision can never bind a 
future panel dealing with a transfer of ownership issue. That said, having recently 
completed a change in control application before the OEB for NRG, I am aware that the 
OEB allowed for that transfer of shares (change of ownership) on the basis of a 
straigh$orward paper hearing (not an o rd  proceeding), a one-time newspaper 
advertising/publication and minimal filing of evidence. 

The main interests of the OEB in any change of control or ownership situation are 
primarily with the maintenance of appropriate utility financing, competent operatorship 
(i.e. safety and reliability) as a going concern as well as stability and continuity of service 
and minimization of rate impacts to customers. If these issues are adequately addressed, 
the OEB is likely to approve such change in controI or ownership. The OEB's 
predominant interest is to ensure that customers continue to receive unintermpted gas 
service at just and reasonable rates, which is the root of their public interest and statutory 
mandate. 

3. Credit FaciliCies Agreement -page 5, second paragraph - Conditions Precedent 

I have reviewed the second paragraph of tbe Conditions Precedent on page 5 to 
which you directed my attention. In my opinion, the February 8,2006 draft letter that 
you propose t o  write to the OEB secretary asking the OEB to confirm that theckrtificates 
of Public Convenience and Necessity and the related Franchise Agreements with the 
reIated municipalities are a l l  in good standing is appropriate to send to the OEB (subject 
to revising your request reIating to the documents in ' p l d '  as there are several 
Certificates and Franchise Agreements). I believe the OEB would have 9 tracking system 
as would NRG in respect to the documents' terms and expiry dates. The OEB would aIso 
be able to indicate the gas distributor license status of NRG as you requested. Subject to 
there being n o  surpiises, the Bank shouId be satisfied with that reasonable due diIigence 
effort and resuIt in ensuring that NRG is in good standing with its regulator and with the 
municipalities in which it delivers gas service. 

contacting e h h  iiddividual munioipa1it-y tb ascertain the status of the current' 
franchise agreement it has With NRG is likely to be an unnecessary, cumbersome and . 

unproductive administrative task as with most municipalities, these agreements are. long 
term and sometimes not even readily available in their files.' As in past financings, the . . 

preferredand recommended procedure is to require from the utility production of the. ' . . 
franchise files .for legal review as to status, including perhaps writing the type of letter . , 

. -. you..drafie.d~fo~.the.OEB.s.e~~~e.ta.~,.~~t~n~~.~~contact..e~a~b..clerk..of~each'municipality.. 
am unaware of other Ontario utilities being required ,to get an individual response h 
each municipality in similar refinancing circumstances. 
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Strategic + Legal Advice . 

I trust the above will assist you in your management of the file. If you have any 
questions, please contact me. 

Yours trul 

(%?Mi& ' . ,  

Budd Law 
Counsel to NRG 
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ACCOUNT NUMBER 

PO2000-01 --- I--===- --- - -= == - - -- -- - -- -- ===-= - = = == = = - - -- -- - -- - - -- -= - -- - - - - - =  - 

Supporting your Natural Gas Lifestyle 

Natural Resource Gas Llmlted 
P.O. BOX 307 
39 BEECH STREET EAST 
AYLMER,ONT.N5H2S1 
(51 9) 773-5321 

I AMOUNTDUE NOW ( 

18-Feb-09 
AMOUNT DUE 

AMOUNT PAID -7 
PAYABLE AT MOST CHARTERED BANKS 

AND FINANCIAL INSTITUTIONS 

RETURN TOP PORTION WHEN MAILING PAYMENT BRING ENTIRE BILL WHEN PAYING IN PERSON 

I FROM J- TO 
JAN31  m9 i 31 

PRESENT PREVIOUS METER DIFFERENCE FACTOR AMOUNT USED 
CUBIC METRES 

BILLS ARE DUE WHEN RENDERED. AFTER 16 DAYS, A LATE CHARGE OF 1.5% PER MONTH WILL APPLY. 

I YOUR GAS SUPPLIED BY BLACKSTONE ENERGY SERVICES INC 416-628-2828 

BILLING PERIOD NUMBER 
, OF DAYS 

I DELIVERY TOYOU 

DEMAND CHARGES 
add GST on regdar gas charges 

Y - 

SERVICE ADDRESS ACCOUNT NUMBER 

BUDGET BILLING PLAN) 

Natural Resource Gas Llmlted 
P.O. BOX 307 

39 BEECH STREET EAST 
AYLMER, ONT. N5H 251 

(51 9) 773-5321 

ACTUAL USE THIS MONTH 

RETAIN THIS PORTION Thank you for Choosing Natural Gas! 

AMOUNT DUE NOW 

Srslrr, 

ACTUAL USE TO DATE 

I 
AFTER AMOUNT DUE 

18-Feb-09 t -) 

BUDGET BILLED TO DATE BALANCE AFIER 
CURRENT PAID 
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, . A % 

/;our city and alibf Canada 
* : Hearing Aids (Font'd) 
ilflm UP! CANADA 

NO Cost H e m  Twbl 

Ovu 35 Locatlona boss Onbrlol 

h.mar nwlng Cllnlc 120 ~ r k r  - -  519 633-1624 
(SEE ADVERTISEMENT PfiGE 23) ::: Y* 1 

Home 23 

I Getting married? 
Everything you nf 
Yellow PagesTM di 

Heating Oil 
Srs Oils-Furl 

- - 

Heavy Equipment Repair 81 
Service 

See  contract^' Equipment-Sewlcs (I Su'ppYss ' / I  

Heavy Equipment Training 
Brmd Name Furnaces Hot Waler Bdlus See Drlvlng Inrtti~clion 
In-Flm Radlanl Hertlng Pool Healers 

Heavy Hauling 
See Cartage (I Express; Tnn* Smke 

~ e r b a l  Products : . . . 

J Complete Muriog Twting 
J Hearing Aid Salu & Service unry's Heatlty & Air Condltlonii 

. . 
. . 

' . ' Home Builders . .  , , , , 

for a FREE Hea 

Home Health Care Services . ' 

Find. A street . . 

Hills Phannacy Ltd 35 Talbot E - . A y h a  519 773-9263 
Hills Pharmacy Ltd 420 Talbot W - - A y h r ~  519 765-2880 

South Wrrt Community Care Access Centre 
356 Oxfwd W - - 473-2222 

' . . w w w . c a n a d a 4 l ~ . c r  . "  .' 
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MR. BLAKE: I just wanted to try and assist the Board and familiarize the Board with some of NRG1s 
history. We have not appeared before the Board for a few years, and the company continues to evolve 
into a more mature gas utility operation. 

9 9 
The company and the gas utility started its operations in the early 1900s, largely as a gathering system 
from some local wells that were drilled at that time, and evolved over the years through one family's 
ownership until the mid-1970s. When that family sold it to another two individuals who were attempting 
to modernize the system and actually went into financial trouble and the company went into receivership 
in 1979. 

100 
So at that time in 1979 when it was taken over by our group, the company was in very, very bad shape, a 
lot of leaks, old steel line, non-temperature-compensated iron gas meters, everything was in bad shape, 
the buildings, facilities and everything. 

101 
And over the last 23 years, 24 years of ownership, we have virtually replaced everything. We have 
established, you know, new operating procedures, training, replaced pipelines, expanded pipelines, and 
this past year, we have sort of completed the final step which was building a new office and service 
facility in Aylmer. 

102 
So we currently have about 400 kilometres of pipeline, almost entirely plastic pipelines. We are serving 
about 5600 customers. We have, on average, around between 16 and 18, sometimes a few more, 
employees during some parts of the season. 

103 
We are actually operating with fewer employees now than we were probably ten years ago, largely 
through efficiencies in our office and in our physical plant operation. 

104 
We continue to add customers, although the years of sort of larger expansions sort of come to an end, we 
now have gas service in all the communities and on all of the streets in all of the communities; whereas, 
when we purchased the company, there were a number of communities that did not have gas service and 
a number of areas in those communities did not have gas service. 

105 
So we now have gas accessible to virtually every household and business in each community, and we 
also have quite a large number of the rural roads that have concentrations of homes and things, that we 
have gas lines on them. 

106 
And we brought a map, I am not sure that you can see it from where you are, but if I can maybe just 
describe briefly where the service area is. This would be the City of London in the top corner, and we 
actually have a couple of small lines that go into the newly amalgamated City of London. This is the 
highway 401 along here. Ingersoll is here, and I am not sure if you have seen the CAM1 auto plant along 
the highway, along the 401 of Ingersoll. 

107 
And the rest of it is all south and east of London, this being the north shore of Lake Erie, and Tillsonburg 
would be here and St. Thomas over here. 

108 
So when we took the system over, it had a bare skeleton of pipeline. We had a line on Highway 74, a line 
down a country road, a couple of lines down through here, and one small line into the Houghton/Norfolk 
County area. A number of lines we built in the last couple of years to expand the service. 

109 
We are proud of our safety record for the company. We have never had any major incidents. We feel we 
have created a safe and reliable gas utility, and we think that's largely through some risk management that 
we have done, training, operating procedures, replacement of facilities, upgrading facilities and so forth. 

110 
One of the issues that - -  one of the items that was on the issues list was the retention of the ancillary 
services, and I would like to just sort of speak about that for a moment. 

111 
Our company is unique in that we have a fully integrated service department, and those employees do 
work not only on the utilities side of the meter, but they also do work on the customer side of the meter. 

112 
And we think it is important that our company retain that ancillary business, that service and installation 
business, because it allows us the scope that we need that we can have the employees and the facilities to 
answer emergency calls and to take the sort of high points out of our service department needs. In other 
words, when we get a lot of service calls in the beginning of the winter or during an emergency or 
outages and that sort of thing, we have enough scope of operation that we can handle all those situations. 

113 
And the program has continued to produce positive returns. It earns greater than the rate of return from 
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the Board, and so that it actually contributes to reducing gas rates. 

114 
The final thing that I would like to just go over was sort of the last major phase that we see in our 
development on the replacement of the old system, and that was the new building this year. 

115 
And the building, in the evidence we have given you some pictures of our old facility, which were World 
War I1 barracks from an air force base that was located north of Aylmer that were moved to the location 
that we were on Spruce Street, and they were moved there, I believe in the 19509, by the former owner. 

116 
And the site was about a 14- or 15-acre site, largely flood plain designated land, and we had about three 
or four acres on the high ground where the buildings were located. 

117 
And the buildings were in terrible condition. They were - -  we made very few improvements on them over 
the years because we always anticipated that they would be replaced, so we just did the bare essential 
improvements over the years, a little bit of panelling, a little bit of drywall and replaced a carpet here or 
there, but the buildings were - -  they had dirt floors in a crawl space under large portions of them. The 
roof on the building three where we kept our equipment was badly deteriorated and leaking. The building 
three was in such poor shape that the only thing you could consider it is almost outside storage for pipe. 

118 
And so when the opportunity arose that we could sell the buildings, we really had no choice other than 
we had to sell them and we had to move on to the new facility. 

119 
So our new location is on a two-acre site in Aylmer and in an industrial serviced - -  a small industrial 
serviced area. It is right across the road from the police station, the Aylmer police station, so we get lots 
of exposure. We are not on the main street, we are only about two building lots off the main street, 
visible from the main street. 

120 
The footprint of the building is about 8500 square feet and it is a pre-engineered steel building, Steelway 
building, which might be similar - -  you might be familiar with the Butler building, they are very similar. 

121 
So it is a steel building, and we have an office in one end and then our service department, and we have 
our trucks and equipment and so forth in the other end of the building, very functional. And so obviously, 
it gives us, you know, a much better working condition for our employees, and as well, it gives us an 
enhanced image in the community rather than operating out of the old facility. 

122 
We've had numerous, numerous comments about, I don't know how you ever lasted in the old building. 
You're new building looks so nice, and the company looks so much more professional, and so forth and 
SO on. 

123 
And so anyway, I just wanted to sort of touch base on those items and sort of stress that the company is 
moving forward. We consider our company as becoming more mature in our evolution, and think we've 
positioned ourselves to go forward in the future and operate again in a safe and reliable utility operating 
in our area. 

124 
MR. BLAKE: Thank you very much. 



EB-2008-0413 
Page 23 of 26 

Appendix E - Security Deposit Policy 

February, 2009 
DOCSTOR: lh20104\1 



Natural Resource Gas UmW 

TO OUR VALUED CUSTOMERS, 

FOR YOUR INFORMATION ONLY, BELOW IS OUR CURRENT SECURITY DEPOSIT POLICY. 

RESIDENTIAL SECURITY DEPOSIT POLICY 

How does our Securltv Denosit aroeram work? Why does it exist? 
Thank you for choosing naruralgas as your energy source! NRG takes great prlde In being a fmancially responsible 
provider of natural gas in our community. Protection of rata and costs associated with servicing our community are 
our number one priority. As such, the introduction of security deposits is a necessary step to try to protect both NRG & 
our gas customers from increased rates resulting from non ~ a y &  customers, 

Security Deposfts are not a are~avment of gas. 

When do Security Dcwsits a n ~ l v ?  
Security deposits are requested for all new customers - both commercial & residential. The amount of the deposit is 
determined based on usage history applicable to the speciffc address in which gas service is installed or will be 
installed. For all security deposits held, interest will be paid annually as a credit right on your October statement. 
Accounts with poor payment history with NRG will likely require a security deposit prior to the continuation of 
service. 

Row do I apply? 
Requests for a refind of security deposits can be made after I year of service for residential accounts by writing to our 
credit department. Your letter must include; address, account number and state that you are applying to have your 
Semrity Deposit refunded. Please include a copy of your original receipt. Our Credit Department can be contacted 
at: 

FSX 519-773-5335 
Email $redltdent@nrvas.on,~ 
Mail 39 Beech Street E, PO Box 307,Aylmer, ON NSH 251 

On? received, a thorough examination of the following criteria will be performed and a decision made. 

1.) If the customer's payment history has no late payments within 12 months = 50% security deposit refund 
2.) If the customer's payment history has no late payments within 24 months- 100% security deposit refund 
3.) If the customer has a disconnection notice within either timeframe, or a late payment, than 0% of the security 

deposit will be returned. The customer must then have a full 12 months of clean payment history in order to 
qualify for the 50% refund. 

You will be notified in writing of our decision and at the discretion of NRG, a portion of your d/eposlt, in whole, or in 
part, will be returned to you. Interest accrued (1% per year) will be applied directly to your account every October. 

NRG believes that the security deposit program is in the best interest of all natural gas customers. These deposits m 
not a Drevavment of eas, and are intended as an industry accepted best practice to help manage natural gas rates for our 
customers. 

Please be advised that any future communication should be in writing. 
. . . . . . . . . . . . . . 

The Ontario Energy Board is currently developing a standardized framework or policy for collection and 
administering security deposits by gas distributors. The board has proposed to do this by means of amendments to the 
gas distribution access rule ("GDAR") in EB-2008-0313. No final decision on these proposed changes has yet been 
established. NRG will comply when advised as to the date of commencement of these changes and you will be 
advised of any changes to our current policy.. 

If you have any questions, please feel fiee to send via mail to the address below, or via email at 
creditdevtGihreas.on.cb 

P.O. BOX 307 ,39  BEECH ST EAST, AYLMER, ONTARIO N5H 2S1 (519) 773-5321 



/ml NATURAL RESOURCE GAS LIMITED In-aal Supporting Your Natural Gas@s&-, 
Security Deposit Procedure 

Annual Reviews 
Security deposits are reviewed on an annual basis 

A report is run every month to determine customers who have placed a security Deposit 
with Nautual Resouces Gas Limited. 

At time of review customers file is pulled, and a history of the customers transaction 
history is printed for review. 

The account is reviewed by the Credit Department for the following citreria: 
Lates (more than 16 days as states on billing) 
Missed or non payment 
NSF cheques 
Disconnection notice 

After the reviewis completed, the Security Deposit form is filled out with the appropriate 
information. 
The security Deposit form is tracked by sequence and account # on a master 

• Spreadsheet for reference. 
The Security Deposit form is signed and dated by Credit Department personal, and 
forwarded along with a copy of transaction history to General Manager for Approval. 
A letter is sent to the customer advising them of a fund or denial. 
Copies of both the Security Deposit form and the letter sent to the customer are placed in 
customer file for reference. 

The Security Deposit form is then forwarded to Billing where a credit to the account, or a 
request for a cheque will take place. 

If customer requests a r e h d  in form of cheque, the Security Deposit form is forwarded 
to Payables to have the cheque issued and sent to the customer. 

Securitv Deposit . . Reauests 

Security Deposit Requests are received in the following manner: 
Security Request form 
E-mail 
Regular letter mail 
Fax 

All requests regarding Security Deposits are returned, the same day or the next business 
day. 
All requests are required to be forwarded to the Credit Department in Writing. 

The Security Deposit Requests are processed daily, and are processed in the same fashion 
as the Security Deposit Reviews. 

NATURAL RESOURCE GAS LIMITED 1 P.O. Box 307, Aylrner, Ontario N5H 2S1 1 Tel. 519-773-5321 1 Fax. 519-773-5335 



NATURAL RESOURCE GAS LIMITED 
Supporting Your Natural Gas Life yLq- 

Example o r" security deposit form 

I- 
SECURITY DEPOSIT REFUND REQUEST #'q bo 

7 
1 ANNIVERSARY REFUND 

MOVEKANCELLATION 
I 

I CREDIT TO ACCOUNT 

r ISSUE CHEQUE 

CUSTOMER NAME: susie Anyone 

HOME NUMBER: 519-123-4567 

ACCOUNT NUMBER: F20690-01 

AMOUNT OF SECURITY DEPOSIT: 500.00 

DATE SECURITY DEPOSIT RECEIVED: 0 1/ 15/08 

DATE REFUND REQUEST RECEIVED: JAN 2008 REVIEW 

PERSON REQUESTING REFUND : CREDIT DEPARTMENT 

REASON FOR REFUND lST ANNIVERSAY No lates 

- - - --- - - - - --- -- - - - - 

CHEQUE MADE PAYABLE TO: Susie Anyone 

PO BOX 123 

Anywhere, ON, A15 2C3 

250.00 

REFUND DUE DATE: 

REFUND CHEQUE #: 

CHEQUE DATE: 

DATE CHEQUE MAILED: 

C. EVELAND 

PREPARED BY APPROVED PROCESSED 
CC CUSTOMER FILE 
@1=-ha 10s 

t 'n kin evela dV)eskto SECURITY REFUND RE UEST.doc 2RQ009 ~~~~hi'Pa~88thd8h8 f ~ ~ l f t a  r p.0. 8 O X  307, Ayltnor, 0ntar10 $SH 2SI I Ts1. 519-773-1311 , Far. 519-173-5335 



NATllRAL RESOURCE GAS LIMITED 
Supporting Your Natural Gas L i k l e -  

EXAMPLE OF D~NIAL OF REFUND LETTER 

CUSTOMER NAME 
ADDRESS 

DATE 

Re: Deposit Refund Request/ Review 
Account #: 

Dear Customer: 

Recently, we have received a request for consideration to refund your 
security deposit held on your account by our company. 

In reviewing security deposits, we require our customer's to meet the 
following requirements: 

1.) If the customer's payment history has no late payments within 12 
months= 50% security deposit refund. 

2.) I f  the customer's payment history has no late payments within 24 
months= 100% security deposit refund. 

3,) I f  the customer has a disconnection notice within either timeframe, or 
a late payment, than 0% of the security deposit wlll be returned. The 
customer must then have a full 12 months of clean payment history In 
order t o  qualify for the 50% refund, 

We regret that we are unable to provide a refund of your security deposit a t  this 
time due to failure to meet the crlteria for one or all of the above factors. 
Listed below Is a summary of details: 
IE(Bi//ing date of 05/26/08 no payment received unti! 08/25/09 
resu/ting in 3 months of nt/ssedpayments. 
We will be happy to review written requests In the future pn the annlversatv of 

your account. 
Should you require further help on this matter, we would request that all future 
communications be in writing. We appreciate your feedback and support as we 
continually strive for utility servlce excellence 

Sincerely, 

The NRG Credlt Department 
C.C. Customer File 

NATURAL RESOURCE GAS LIMITED ( P.O. Box 307, Aylrner, Ontario N5H 2S1 ( Tel. 519-773-5321 1 Fax. 519-773-5335 



Iml NATURAL RESOURCE GAS LIMITED 

I ~-R$"J 1 Supporting Your Natural Gas LiJgkc&. 
EXAMPLE C%F REVIEW LETTER 

CUSTOMER NAME 
ADDRESS 

DATE 

Dear Customer: 

Re: SECURITY DEPOSIT REVIEW 
Account #: 

Recently, we have reviewed your security deposit held on your account by 
our company. 
I n  reviewing security deposits, we require our customer's to  meet the 
followlng requirements: 

1.) I f  the customer's payment history has no late payments within 12 
months= 50% securlty deposit refund, 

2.) I f  the customer's payment history has no late payments within 24 
months= 100% security deposit refund. 

3.) I f  the .customer has. a disc.onn.ection notlce within either timeframe, or 
a late payment, than 0% of the security deposit will be returned'. The 
customer must then have a full 12 months 'of clean payment history in 
order to qualify for the 50% refund, 

A review of your account has been done resulting in a partial/ full 
refund in the amount of $ . 
The Refund cheque will be mailed to you in 3 to 6 weeks. 
(Or will be credited to your account. ) 

We appreciate your support as we continually strive for utility service 
exceliencel 
Sincerely, 

The NRG Credit Department 
. . .  . C.C. Customer Flle . . . ... . . 

NATURAL RESOURCE GAS LlMrrED I P.O. Box 307. Aylmsr, Ontario N5H 2S1 I Tel. 519-773-5321 I Fax. 519-773-5335 



Natural Resource Gas Llrnlted 

Security Deposit Refund Request Form 

I, (name on account) (please print) request 

to have my security deposit revlewed for a possible refund. 

, 

Customer Signature: 

---'-----"---------'-----------,,-"-,-."---------DD----""----------"----------------- 

For Oftice Use Only 
I 

Date: 

Amount of Deposlt 

Date Applied 

Refund Amount 

Approved By 

Refund Cheque # 

Cheque Date 
Date Cheque Mailed 

Account No: 

PREPARED BY: DATE: 

Service Address: 

Orlglnal Date of Hook Up: 

Reason for Request: 

Mailing Address For Refund: 

Phone Number: 
I would like my refund (circle one) 1) by cheque 2) credited to my account 
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LENCZNER SLAGHT ROYCE 
SMITH GRIFFIN LLP 

BARRISTERS 

Direct Line: (41 6) 865-3097 
Email: lthacker@litigate.com 

July 7,2008 

VIA FACSIMILE 

Bil Segui 
Chief of Police 
Town of Aylmer 
46 Talbot Street West 
Aylmer, Ontario 
N5H 157 

Dear Mr. Segui: 

Re: Natural Resource Gas Limited ("NRG") and 
Integrated Grain Processors Co-operative Inc. ("IGPC") 
Franchise Renewal 

I act for Natural Resource Gas Limited ("NRG"). 

On June 20, two police officers from the Aylmer Police Force attended at the office of 
NRG and spoke to Kevin Thompson. The police officers were Constable Gus Lagrandeur, 
Badge No. 47 and Constable Colbert Seuparsaud, Badge No. 59. 

Constables Lagrandeur and Seuparsaud told Mr. Thompson that criminal charges have 
been or will soon be filed by a number of Aylmer residents concerning monies held on deposit 
by NRG pursuant to its security deposit program. 

The officers asked Mr. Thompson if he was aware of a meeting held the previous week 
by individuals seeking to "file a petition" against NRG. Constables Lagrandeur and Seuparsaud 
then demanded that Mr. Thompson explained NRG's security deposit program and justify how 
the money held by NRG pursuant that program is managed. 

Mr. Thompson explained the security deposit program fully to the officers and asked for 
a list of the specific people that Constables Lagrandeur and Seuparsaud were referring to when 
they said that criminal charges had been, or would be, laid against NRG. 

SUITE2600,130 ADELAIDE STREET WEST, TORONTO, ONTARIO, CANADA M5H 3P5 
TELEPHONE (416) 865-9500 FACSIMILE (416) 865-9010 

925879.1 



Constables Lagrandeur and Seuparsaud also told Mr. Thompson that they wanted NRG to 
state its reasons for NRG's decision made with respect to each individual customer, which would 
require disclosing private and confidential information about those individuals, including their 
credit and payment history with NRG. Mr. Thompson said that he would certainly consider the 
request upon receiving from Constables Lagrandeur and Seuparsaud a list of the specific people 
for which they were requiring information, and a detailed written request for that specific 
information, Mr. Thompson stressed that NRG was willing to cooperate fully with any 
investigation and provide any information that it is able, and permitted by law, to provide. 

Mr. Thompson noticed that neither of the two police officers made any notes during the 
meeting and did not leave their business cards. However, they were wearing uniforms for the 
Aylmer police force. 

Neither Mr. Thompson nor anyone else at NRG has received any further response from 
Constables Lagrandeur and Seuparsaud. They did specifically agree to provide NRG with the 
names of the people that had laid, or would be laying, criminal charges against NRG, and the 
names of the people for whom they required credit and payment history information and the 
basis for NRG's decision with respect each of those people. 

As I am sure you are aware, credit and payment history information, and the reasons why 
NRG makes a particular decision with respect to a security deposit for an individual person, is 
private and confidential information. It is protected by, among other things, applicable privacy 
legislation and NRG is not in a position to simply disclose it. 

Accordingly, in order for NRG to determine whether it can provide the information that 
Constables Lagrandeur and Seuparsaud have demanded, we require a list of the people and a 
specific request from Constables Lagrandeur and Seuparsaud in their capacity as police officers 
of the Aylmer police force for all the information they are requesting. NRG will then able to 
determine whether or not it is in a position to cooperate and provide any such information. 

The NRG security deposit is consistent with NRG's "Gas Service Rules & Regulations" 
(the ' "Rules") dated August 1, 1995 and revised December 20, 1995 (copy attached). These 
Rules were filed by NRG as evidence in the NRG's most recent rate case before the Ontario 
Energy Board ("OEB"). The OEB issued a decision that did not alter the Rules in any way. 
Accordingly, the OEB has approved NRG's Rules, including the security deposit policy NRG 
has implemented. 

Moreover, the NRG security deposit is consistent with the security deposit policies 
followed by Union Gas and Enbridge. The Union Gas gas service guidelines (copy attached), in 
section 4.2, requires Union Gas customers to provide a security deposit. Enbridge has also 
implemented a security deposit policy similar to that implemented by NRG. 



Accordingly, the NRG security deposit policy has been approved by the OEB, and is 
consistent with standard industry practice, including the security deposit policies implemented by 
Union Gas and Enbridge. 

Yours truly, 

cc: Adrian Pye 
Brian Hewson 
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NRG Service Coordinator 

Duties and Responsibilities 
Act as customer service contact for service department 
Schedule service calls and locates for technicians and line crew 
Address any issues/complaints customers have in a timely and efficient 
manner 
Ensure records are kept to meet both TSSA and OEB requirements 
Dispatch calls to service technicians throughout the day as they come in 
Answer inquiries related to service, parts, etc. 
During winter months, we receive an average of 20 calls related to service 
a day 

Response Times for Service Calls 

Furnace Calls 
No heat - same day 
Cleaningtmaintenance - scheduled at customer's convenience (usually 
completed within 3 or 4 days of initial call) 
Noisy - within 2 days of call usually 

Water Heater Calls 
No hot water - same day in most cases 
Water Leak - same day 
Noisy - within 2 or days or at customer's convenience 
Flashing Valve - if water heater has to be reset often due to flashing 
valve, response time is usually within 2 or 3 days of initial call 
Replacement - if service technician deems water heater should be 
replaced, NRG will usually replace it the same or next day 

Air Conditioners 
No cold air - usually same day depending on schedule and weather 
Water leak - within 1 or 2 days 
Noisy - within 2 days of call 

All other appliances (i.e. ranges, space heaters, etc) 
Depending on the problem, most service requests are addressed within 1- 
3 days of initial call 

Gas Leakst Fumes 
Meter Escape - if someone reports smelling gas around a meter, an NRG 
technician will respond the same day (usually within 2 hours) 
Gas Line Break - ASAP (if a gas line or main is reported broken, NRG will 
respond immediately) 



Gas Smell in house -ASAP (if a customer reports smelling gas within 
their home, NRG usually responds within 2 or 3 hours of initial call) 
Carbon Monoxide - ASAP 

Locates 
Most locate requests are completed within 3 business days of initial 
request 
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Natural Resource Gas Limited 
Application for Gas Service Service Department 

Aylrner: 519-773-5321 
FW 51 9-773-5335 

IIWE (the 'Customer") 

apply to Natural Resource Gas Limited ("the Company") for gas service at 

(the 'premises") 

according to the following terms and conditlons: 

1. The Customer agrees to pay accounts when due. 

2. Customer agrees that a meter connection will be established Immediately after the Installation of the service line and will be 
subject to the monthly fixed charge from that date. 

3. Customers intending to vacate premises supplied with gas or to dlscontinue the use of gas shall give notlce to the Company 
at 39 Beech Street E., Aylrner, Ontario or other such address as customer may be advised, fifteen (15) days before the 
Customer Intends to dlscontlnue service and In default of provldlng such notlce, the Customer wlll remain llable for all gas 
which passes through the meter until such notice Is given. In the event accounts for natural gas, rentals or other services 
are not pald in accordance with this agreement and collection procedures are made by the Company andlor Its agent, 
Customers will be liable for collection costs incurred by the Company endlor its agent. x 

4, If the Cusfomer discontinues service within ninety (90) days of application for gas service, there will be a charge for removal 
plus GST, or such charge as Is currently in effect by the Company whlch will be added to the flnal billing andlor deducted 
from the original deposit. 

5. The Company may dlscontinue service and disconnect and remove the meter for repair, lack of supply andlor nonpayment 
of bills (lncludlng late penalty charges) when due. The original deposit will be refunded upon full payment of any outstand- 
ing amount 

6. Gas wlll be supplied to a meter Installed by the Company. If that meter should fall to register the quantity of gas consumed 
or i f  access to read the meter cannot be made, the account of the Customer will be estimated by the Company. 

7. Customer agrees to glve imrnedlate notice at the office of the Company of any escape of gas. In case of a leak, the stop- 
cack at the meter must be immediately closed and no light taken near the escape until after free and full ventilatlon. 

8. Except In the case of an emergency, the Company andlor its authorized agent shall at all reasonable hours, have access to 
the premlses for the purposes of examlnlng, regulating or repairing the gas apparatus installed, ascertaining the quantity of 
gas consumed or supplied andlor to dlscontlnue or remove the meter. In the case of an emergency, the Company andlor Its 
authorized agents shall have access to the premlses at any hour. 

9. The Company shall not be liable for any damages or losses resulting from any failure to supply. The Customer agrees with 
, the Company that the Company will not be held liable by the Customer for any loss, damage, injury or delay to any person 

or to any property resulting from the transportation, storing or any use of the gas supplied to the premlses Including any 
damage or loss from exploslon or fire. Further the Customer agrees to Indemnify and save harmless the Company from and 
against all claims and demands arising out of the transportation, storing or use of the gas srpplied to the Customer's prem- 
ises lncludlng any loss or damage from explosion or flre made by any person and from and agalnst all damages, losses, 
costs, charges and expenses which the Company may sustain or Incur and be liable for as a consequence of any such claim 
or demand. I 

10. The Customer acknowledges that there wlll be a late charge on the past due amount (rnlnlmum $1.00) if the bill is not paid 
wlthin sixteen (16) days of rendering and there wlll be a monthly fixed charge of $ . - X 
Both of the charges are subject to revision and approval by the Ontario Energy Board. 

11. The Customer acknowledges that there will be a transferlconnection charge of m-, or as may be ordered by the - X 
Ontario Energy Board, which will be charged on the trst billing. 

SIGNATURE OF APPLICANT 
' ... . 

DEPOSIT RECEIVED: $ DEPOSIT RECEIVED BY: 

PREMISES OWNED BY: 
SEE REVERSE FOR CREDIT APPLICATION 

COMPANY COPY - BLUE: CUSTOMER COPY - CANARY v.060111 




