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SUBMISSIONS OF ENBRIDGE GAS DISTRIBUTION INC.
IN RESPONSE TO THE FIRST PHASE OF THE CONSULTATION ON CUSTOMER
SERVICE STANDARDS FOR NATURAL GAS DISTRIBUTORS

Enbridge Gas Distribution Inc. (“Enbridge”, or the “Company”) is Ontario’s largest gas
distributor, serving over 1.9 million customers in Ontario. Enbridge has a very long
history (over 150 years) serving customers in its franchise areas. Over the years,
Enbridge has developed responsive, efficient and effective customer service policies and
practices. Enbridge’s current customer service policies function effectively and fairly, to
the benefit of the Company, its customers and its ratepayers. Among other things, these
practices ensure that Enbridge’s customers have the benefit of reliable gas distribution
services, and ensure that customers are not unduly burdened by costs caused by the

small proportion of customers who fail to pay their bills on time or at all.

Qverview

In its January 20, 2011 letter, the Ontario Energy Board (the “OEB” or the “Board”) set
out a consultation process that it intends to conduct prior to proposing any amendments
to the Gas Distribution Access Rule (“GDAR”) in respect of customer service rules. As
the first step in this process, the Board has invited gas utilities to provide information
about their current customer service practices and policies, and about how they compare
with the final customer service rules for electricity distributors issued on July 2, 2010 in
the EB-2007-0722 proceeding (the “Electricity Customer Service Rules”). The Board
has also asked gas distributors to suggest any new or modified policies that are
appropriate.  Finally, the Board asked two specific questions about whether it is
appropriate to issue prescriptive customer service rules that would apply to all gas

distributors.

Enbridge understands the focus of the Board's attention in this matter to be on
residential customers (Rate 1 for Enbridge). Accordingly, Enbridge’s submissions are
confined to customer service policies in place for that class of customers, and do not
address customer service policies for larger volume and commercial customers.
Enbridge further understands that the Board may pursue a related initiative to consider
customer service policy issues specifically related to low-income consumers. Enbridge

will participate in any such process when it happens and is open to considering whether
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different customer service policies are appropriate for low-income customers. For the
purposes of these submissions, Enbridge is not separately addressing any particular

issues related to low-income customers.

Enbridge’s submissions in response to the Board’s January 20, 2011 letter are

highlighted below and explained in more detail in the sections that follow.

In response to the Board’s first question, Enbridge submits that there is no need or
benefit to adopting a prescriptive approach which would impose a requirement for gas
distributors to create customer service policies that align with the Electricity Customer
Service Rules. Enbridge states this in light of the lack of complaints received about the
Company’s current customer service policies and practices and in recognition of the
disparity between the costs and the anticipated benefits of a prescriptive approach that

would apply the Electricity Customer Service Rules to gas distributors.

Instead, as contemplated in the Board’'s second question, Enbridge urges the Board to
adopt a distributor-specific approach that will allow Enbridge to manage its own
customer service policies. Such an approach will allow Enbridge to continue to tailor its
customer service approaches to the circumstances of its own customers. It will also

allow for the costs of moving to new customer service rules to be minimized.

In the event that the Board wishes to formally ensure the development and publication of
gas distributors’ customer service policies, Enbridge submits that any changes to be
made to GDAR can be simple and broad. As contemplated in the second question in
the Board’s letter, such changes can simply require each rate regulated gas distributor to
maintain, publish and adhere to customer service standards in certain areas

(presumably the same areas included in the chart attached to the Board’s letter).

Overall, Enbridge believes that its current customer service policies function effectively
in the interest of customers and the Company. As set out in detail in these submissions,
Enbridge’s current customer service policies are already consistent with the spirit and
intent of the Board’s Electricity Customer Service Rules, providing protection and
certainty for customers while allowing Enbridge to maintain appropriate flexibility to

account for operational and financial considerations.
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Nonetheless, the Board’s process in this consultation is a good prompt that ongoing
consideration and evaluation of customer service policies and approaches is important.
Through this process, Enbridge has carefully considered its current customer service
policies in light of the Board’s policy objectives that underlie the Electricity Customer
Service Rules. As a result, Enbridge has determined that it could make certain
refinements to some of its policies. The chart attached as Appendix A to these
submissions sets out Enbridge’s current customer service policies, and notes the areas
in which Enbridge can make some changes in order to address certain of the policies

that underlie the Electricity Customer Service Rules.

Enbridge believes that many of the Electricity Customer Service rules are unnecessary
for Enbridge as it already has in place its own customer service policies that meet the
intent of the vast majority of the Electricity Customer Service Rules. Moreover, Enbridge
questions whether some of the Electricity Customer Service Rules are too limiting, as
compared to Enbridge’s current approach. For example, the Electricity Customer
Service Rules related to arrears management are overly prescriptive, and risk greatly
increasing Enbridge’s bad debt exposure. Enbridge’s current approach, which invites
any customer to discuss and establish an appropriate payment arrangement for arrears,
is currently functioning well with at least 150,000 such arrangements established in
2010. As another example, the Electricity Customer Service Rules related to security
deposits are too restrictive, and take away the protection that ought to be provided by a
security deposit. Again, this risks increasing bad debt exposure, which will be expensive

for all ratepayers.

On a go-forward basis, Enbridge is prepared to publish its customer service policies on
its website, and provide a copy of the policies to all new customers. This will promote

transparency and certainty for Enbridge’s customers.

Enbridge’s complaint process already refers customers to the Board where the
Company is not able to resolve customer service complaints to the customer’s

satisfaction. Enbridge plans to continue that approach.

Enbridge’s intended approach, which will maintain and publish its current customer

service policies, with several possible refinements, and which will maintain the Board’s
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role as the ultimate recipient of any customer complaints, meets the Board’s objectives
set out in the January 20, 2011 letter. This approach provides for customer service

standards that are fair, transparent and consistent.

Finally, given that there will be significant costs associated with the amendment of
current customer service policies (which costs will be quite substantial if the Electricity
Customer Service Rules are mandated), a mechanism must be established to allow for
such costs to be recovered from ratepayers. Enbridge proposes that, at least until the
time of its next cost of service rate proceeding, it be authorized to create a deferral

account to track and collect such costs for later disposition.

OEB-requlated new customer service rules are not required

15.

16.

The Board’s January 20, 2011 letter asks Enbridge to answer two questions:

(a) Should the Board develop rules which prescribe specific customer service
standards to be applied to all rate-regulated gas distributors? If so, should these
standards be analogous to the electricity code provisions for customer service
standards? What are the potential advantages and disadvantages of this

prescriptive approach?

(b) Should the Board develop rules which require each rate regulated gas distributor
to develop, publish, and adhere to customer service standards for certain
prescribed areas of customer service? If so, should the rules include the
requirement that gas distributors develop complaint processes which include
recourse to the Board in the event disputes are not resolved to the satisfaction of
the parties? What are the potential advantages and disadvantages of this less

prescriptive approach?

Enbridge’s overall response is that there is no current need for a suite of new
prescriptive rules governing how a distribution utility is to deal with its customers.
Ontario’s gas distribution utilities have lengthy experience and expertise in serving their
customers, generally without complaint or issue. Through their close relationships with

their own customers, gas distributors are able to identify repeating and new issues, and
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use that information to shape, in a very responsive manner, the way that they work with

their customers.

An example of Enbridge’s responsive practices relates to its winter disconnection
policies. It is Enbridge’s practice not to initiate disconnections during the winter heating
season (after the end of November until March). Beyond this, though, before the start of
the heating season, Enbridge visits each customer who is then disconnected, to educate
customers about payment options available, including the Winter Warmth Fund. This
visit is followed up with a letter and two phone calls, urging the customer to investigate

payment options to allow reconnection to proceed.

Ordinarily, one would expect that prescriptive new customer service rules for gas
distributors would only be necessary as a response to widespread customer complaints
or market issues. The fact is, though, that there have not been a significant number of
complaints or issues raised by Enbridge’s customers (or, as far as Enbridge is aware, by

customers of Union Gas). This can be seen in several ways.

Enbridge’s own experience and records do not indicate any such concerns being raised
by customers with any increasing, or concerning, frequency. Over the past three years,
there has been an average of less than 50 customer service complaints per year to the
OEB from Enbridge customers.” That is an extremely low number when considered in
the context of Enbridge providing service and monthly accounts to more than 1.9 million

customers (i.e. ~23 million bills per year).

Similarly, the Board’s public records (as set out in the April to June 2010 Consumer
Snapshot?) indicate that less than 20% of the consumer complaints received relate to
utility practices, and that many (perhaps most) of those relate to electricity distributors.?

In terms of absolute numbers, the Board’s records indicate that it receives less than

! Enbridge’s records (from its Ombuds Office) track calls from the OEB related to customer complaints -
the number of complaints has ranged from 32 to 60 over the past three years.

2 http://www.oeb.gov.on.ca/OEB/ Documents/For%20Consumers/ConsumerSnapshot 2010 Apr-Jun.pdf ; see also the OEB’s

records from the last several years at:
http://www.oeb.gov.on.ca/OEB/Industry/Media+Room/Publications/Consumer+Reports/Overall+Consumer+Enquiries+and+Issues

® As seen by the fact that the “top ten” issues raised in respect of utilities include several electricity-only
issues such as smart meters, debt retirement charge and Provincial Benefit.


http://www.oeb.gov.on.ca/OEB/_Documents/For%20Consumers/ConsumerSnapshot_2010_Apr-Jun.pdf
http://www.oeb.gov.on.ca/OEB/Industry/Media+Room/Publications/Consumer+Reports/Overall+Consumer+Enquiries+and+Issues

Filed: February 17, 2011

EB-2010-0280

Enbridge Gas Distribution Submissions

Page 6

1,000 customer complaints per year in respect of all utility issues (again, most of these

may relate to electricity distributors).

21. Additionally, the Board itself has recognized that, at least in respect of security deposits,
there are no substantial customer concerns in respect of Enbridge’s current policies.
This is seen in EB-2008-0313 proceeding, where the Board decided not to proceed with
changes to security deposit rules for gas distributors based, in part, on its determination
that “the security deposit policies of the two largest natural gas distributors do not appear

to be the subject of widespread concern at this time”.*

22. To the extent that the proposal to develop and implement new customer service rules for
gas distributors that mirror the Electricity Customer Service Rules is influenced by a
desire to align the policies of electricity and gas distributors, Enbridge submits that such
alignment is unnecessary. Concerns that the Board might have about standardizing the
customer service practices of the more than 80 electricity distributors are not applicable
in the context of gas distribution, where there are only two significant regulated market
participants. To date, the Board has not found it necessary to comprehensively
prescribe the customer service policies employed by Ontario’s main gas distributors, and

there has been no change in circumstances to justify why such a step is needed now.

23. One aspect of the creation and implementation of new customer service rules that must
not be overlooked is the associated cost. Assuming that new customer service rules for
Enbridge would be substantially similar to the Electricity Customer Service Rules, these
costs will arise in three main ways: up-front implementation costs (system and process
changes), increased administration and annual operating costs and increased bad debt

and working capital costs.

24, Enbridge estimates that in adopting the Electricity Customer Service Rules, the
Company would incur up-front implementation costs to address such items as system
changes (including testing), updates to training and process documentation and the
actual training of staff that would be administering these new rules. Enbridge estimates

these costs (which would be one-time costs) would be in the range of $2.5 to $5 million.

4 http://www.rds.oeb.gov.on.ca/webdrawer/webdrawer.dll/webdrawer/rec/140042/view/Notice_Termination GDAR 20090717.PDF



http://www.rds.oeb.gov.on.ca/webdrawer/webdrawer.dll/webdrawer/rec/140042/view/Notice_Termination_GDAR_20090717.PDF
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The costs of additional staff time to administer the various new account management
and security deposit processes for all customers would be substantial. The
administration costs primarily stem from handle times in the call centre for educating
customers on the rules and working through payment arrangements over an extended
period of time in addition to responding to customer inquiries around confusion on the
practical application of the rules for security deposits. Enbridge estimates that these
costs would be in the range of $2.5 to $3.5 million per year. In the event that the Board
requires that all customers be provided the opportunity to pay their accounts using a
credit card (such that the credit card fees had to absorbed by the Company), then this

could add over $15M in additional annual costs.

Beyond the additional operating (system and staffing) costs that would result from new
customer service rules in the form of the Electricity Customer Service Rules, it is highly
likely that bad debt and working capital costs will increase beyond what is currently
approved. Allowing customers more time and greater flexibility in paying outstanding
accounts, and denying distributors the ability to meaningfully use security deposits to
reduce exposure to bad debt, will increase costs/losses to distributors. Enbridge’s
preliminary estimate is that implementation of the Electricity Customer Service Rules
would increase its bad debt and working capital costs, and reduce late payment penalty

revenue, by an amount in the range of $9.5 to $14.5 million per year.

The additional costs associated with any new customer service rules will ultimately be
absorbed by Enbridge’s ratepayers. Thus, while the implementation of the Electricity
Customer Service Rules could potentially benefit a small subset of customers who could
receive more generous payment terms and treatment of overdue accounts and security
deposits, that benefit would essentially be funded by other prompt-paying customers
(currently over 90% of Enbridge’s customers pay their accounts in a timely fashion). As
set out above, Enbridge estimates that these costs would be in the range of $2.5 to $5
million for one-time costs and $12 to $18 million for additional annual costs (not including
the over $15 million in further additional annual costs that will be added if Enbridge is

required to provide a no-cost credit card payment option to customers).

Another issue to consider is the time required to implement new customer service rules

that align with the Electricity Customer Service Rules. Enbridge’s preliminary estimate in
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this regard is that it would need at least eighteen months lead time to fully implement

new customer service rules of that type.

In light of the apparent costs associated with the Electricity Customer Service Rules, and
in light of the fact that the need for these rules is not easily apparent, Enbridge
encourages the Board to refrain from the prescriptive approach contemplated in the first

question in the January 20, 2011 letter.

To the extent that the Board deems it necessary to develop rules to mandate customer
service policies for gas distributors, then Enbridge firmly believes that such rules should
be broadly drafted and minimally prescriptive, as contemplated in the second question in
the Board’s letter. This will allow each gas distributor to develop and maintain its own
rules that are responsive to the particular circumstances of its own customers, service

area and business.

The imposition of prescriptive rules that govern all utilities in these practices takes away
or severely limits flexibility that allows utilities to tailor their specific customer
requirements and approach to meet the changing circumstances and needs of their

customers.

This points to a potential concern about the unintended consequences of the approach
taken in the Electricity Customer Service Rules, which have the effect of mandating
particular customer service rules for every utility to apply to every customer. If gas
distribution utilities find that their flexibility to tailor different approaches to customers is
taken away or reduced, or if gas distribution utilities find that the new rules are
increasing the bad debt costs that must be borne by their ratepayers, then it is possible

that some of their current practices that benefit customers may be discontinued.

For example, Enbridge currently works with customers to set up suitable payment
arrangements based on that customer’s needs. In some cases this may mean multiple
payment arrangements in a 24 month period. In addition, Enbridge’s customers are
generally not asking for 5 and 10 month payment arrangements — indeed, in some cases
a long payment arrangement term is not to the customer’s benefit as it sets an artificial
budget and can lead to the customer further over-extending themselves. Enbridge

believes that its flexibility to continue a variety of payment arrangement approaches
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(which was used in over 150,000 instances over the past year) will be reduced if the

Electricity Customer Service Rules are extended to apply to gas distributors.

As another example, Enbridge’s current policy with respect to new accounts allows
Enbridge to initiate new accounts for premises where the previous account-holder
moves out, even if the new occupant has not provided a written request for service. This
seldom results in any disputes or concerns — where there is an issue, Enbridge
addresses it on a case-specific basis. [f, however, Enbridge is required to get written
confirmation of a new occupant’s account request before setting up a new account, then
this could add substantial inconvenience and expense. That is because, in the absence
of a written request from a new occupant, Enbridge would have to disconnect at the time
that the prior occupant terminates. In the context of the more than 200,000 annual
moves related to premises served by Enbridge, such a requirement would add
significantly to the number of disconnections and reconnections being performed, adding

to costs to be borne by customers for little or no benefit.

The Board’s January 20, 2011 letter indicates that the objective of this consultation is “to
ensure appropriate customer service standards that are fair, transparent, and consistent

across all gas distributors and are enforceable by the Board”.

Enbridge submits that its current customer service standards (policies) are fair and
appropriate. The relative lack of complaints made by Enbridge’s customers
demonstrates that its policies are seen to be fair and properly administered. That said,
Enbridge has determined that it could make certain refinements to some of its policies.
The chart attached as Appendix A to these submissions sets out Enbridge’s current
customer service policies, and notes the areas in which Enbridge can make some
changes in order to address certain of the policies that underlie the Electricity Customer

Service Rules.

Enbridge has undertaken a preliminary examination of the time and costs associated
with implementing these refinements to its customer service policies. The associated
one-time costs related to items such as Customer Information System changes and new
training are estimated at $1.5 to $2.0 million and the ongoing (annual) costs for items

such as additional staffing and increased bad debt/working capital costs (and decreased
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late payment penalty revenue) are estimated at $1.0 to $1.5 million per year. The
Company estimates that the lead-time required to implement system changes and
training to accommodate these refinements is approximately one year from the time that

work starts on this initiative.

Enbridge is proceeding on the understanding that it will be able to recover all of these
additional costs from ratepayers. For those utilities that are not in cost of service (like
Enbridge), there is currently no straightforward means to recover such costs. To
facilitate cost recovery, Enbridge proposes that, at least until the time of its next cost of
service rate proceeding, it be authorized to create a deferral account to track and collect

such costs, for later disposition.

Enbridge is prepared to publish its customer service policies (updated as suggested in
the chart that follows) on the Company’s website, and provide a paper copy to each
new customer, as part of the customer welcome packages. This will promote
transparency and certainty for Enbridge’s customers in respect of its customer service

policies and practices.

Enbridge intends to maintain its current customer service complaint process, a
description of which is available to all customers on its website (a copy of this document
is attached at Appendix B).> That process encourages Enbridge’s customers to try to
resolve complaints with an Enbridge customer service representative, but also contains
an escalation process through which unresolved issues are referred first to Enbridge’s
ombudsperson and then, if no resolution results, to the OEB. In that manner, the Board
will be the ultimate recipient of customer service complaints involving Enbridge’s

customers.

In the result, if Enbridge’s intended approach is endorsed, then the Board’s objective of
fair and transparent customer service standards will be achieved. Consistent with the
Board’s objectives (set out in its January 20, 2011 letter), Enbridge’s intended approach
will ensure protection and certainty for customers while allowing Enbridge an appropriate

measure of flexibility to allow it to account for operational and financial considerations.

5 https://portal-plumprod.cgc.enbridge.com/portal/server.pt?open=512&objlD=733&PagelD=0&cached=true&mode=2&userlD=2



https://portal-plumprod.cgc.enbridge.com/portal/server.pt?open=512&objID=733&PageID=0&cached=true&mode=2&userID=2
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While Enbridge’s intended approach would not require the Board to make any
amendments to GDAR, the Company recognizes that the Board may wish to add to that
Rule. If that is the case, Enbridge submits that any changes to be made to GDAR can
be simple and broad. As contemplated in the second question in the Board’s January
20, 2011 letter, such changes can simply require each rate regulated gas distributor to
maintain, publish and adhere to customer service standards in certain areas

(presumably the same areas included in the chart attached to the Board’s letter).

Enbridge’s current customer service policies and practices

43.

44,

45.

In its January 20, 2011 letter, the Board invited gas distributors to fill in a chart setting
out the gas distributor’s current customer service policies and practices in each of the
areas that are part of the Electricity Customer Service Rules. Gas distributors were also
invited to set out any changes that they would be prepared to make to their current
customer service policies and practices to align with the approach set out in the
Electricity Customer Service Rules. The chart set out as Appendix A to these

submissions contains Enbridge’s response.

As set out in detail in the chart at Appendix A, Enbridge’s current customer service
policies generally address and are consistent with the policy considerations that underlie
the Electricity Customer Service Rules. Where Enbridge’s customer service policies are
different from the Electricity Customer Service Rules, there are good reasons for that
difference. In a number of cases, though, as seen in the third column of the chart,
Enbridge could make certain refinements to its customer service policies, to further align

with the Board’s policy objectives that underlie the Electricity Customer Service Rules.

While the details of Enbridge’s current policies, and potential changes to those policies,
are set out in the chart, the following is an overview of how Enbridge’s current policies
are consistent with the spirit and intention of the Electricity Customer Service Rules in

each of the nine areas highlighted by the Board.
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Under the heading “Bill Issuance and Payment”, the Board states that
“Mandatory rules for determining when a bill is overdue for payment will benefit
customers and distributors alike by providing both clarity and uniformity of
practice. Customers should not be exposed to late payment charges or

disconnection by reason of delays in the processing of payment.”

Enbridge’s current policies and practices ensure that customers are treated fairly
and are not exposed to penalties because of payment processing delays.
Enbridge could make modest changes to its approach, to extend the time before
late payment charges apply so that a due date does not take effect on a non-

business day and to accommodate additional time for payments by mail.

Under the heading “Allocation of Payment between Gas & Non-gas Charges”,
the Board states that Customers should not be exposed to late payment charges
or disconnection by reason of partial payments being allocated in whole or in part
to non-gas charges.

Enbridge treats all charges on its bills consistently, so that payments are applied
first to the oldest non-current charges, and then to current charges. Late
payment charges are applied to all overdue amounts. Enbridge sees no reason
why a non-gas charge should not attract late payment penalties. Any overdue
amounts represent an extension of credit that is unpaid, and it is appropriate to
charge penalties to cover carrying costs for this, and to encourage timely
payments. As made clear in the Open Bill proceeding, the same bad debt rates
apply to third party charges as to utility charges. It should be noted, though, that
there is a clear process directing that when a customer disputes any third party
charges, then a hold is placed on the account, and the dispute is referred back to
the third party for resolution. Finally, disconnection of gas service is always a
last resort for Enbridge and the Company is prepared to work with customer to

avoid disconnection of service.
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Under the heading “Correction of Billing Errors”, the Board states that
“Customers should not sustain undue impacts through no fault of their own. A
distributor should not benefit from billing errors at the expense of the customer.

Practice should be consistent, not discretionary.”

Enbridge’s current policies and practices ensure that customers are not unduly
impacted by biling errors. On a go-forward basis, Enbridge could make
refinements to its current approach to bring it into greater alignment with the
Electricity Customer Service Rules to ensure that over- or under-billing

adjustments relate to a two-year period.

Under the heading “Equal Payment & Equal Billing Plans”, the Board notes that
these tools are “Of benefit to customers (easier to budget) and distributors
(customers more likely to pay; consistent cash flow). Customers can co-ordinate
due dates with receipt of income. Review and reconciliation procedures protect

customers from significant over- or under-billing.”

Enbridge’s “Budget Billing Plan”, which is available to all gas heating customers,
is currently used by approximately 53% of its customers and allows those
customers to smooth their monthly payments. Enbridge administers the Budget
Billing Plan in a manner that seeks to minimize over and under billing and
commits to performing a review at least once per year along with the annual
reconciliation. On a go-forward basis, Enbridge could the Budget Billing Plan to
customers in arrears who have entered into a payment arrangement.
Additionally, Enbridge could conduct a semi-annual review to adjust the monthly

payments if consumption or approved changes have materially changed.

Under the heading “Disconnection Notices”, the Board notes that “Customers
should receive adequate notice of disconnection and the options available to

avoid disconnection.”

Enbridge’s disconnection processes ensure that customers receive proper
advance notice. Current practices ensure that disconnection notices are sent to
customers in a timely fashion, and a last call is made to a customer 48 hours

before disconnection. Going forward, Enbridge could make some changes to its
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disconnection notices to more explicitly set out options available to customers to

avoid disconnection.

Under the heading ‘“Disconnection Procedures”, the Board notes that “Additional
notice of disconnection and information on payment options may help customers
avoid disconnection”. The Board also has a hearing titled “Suspending
disconnection action”, under which it notes that “Customers and distributors can

avoid disconnection if payment is imminent.”

Enbridge’s disconnection processes require that customers be provided with final
notice, which includes information about payment options, before disconnection
is completed. Where Enbridge receives notice that a customer is arranging for
payment from a third party (including social agencies), then disconnection
actions are suspended. On a go-forward basis, Enbridge could its policy to

stipulate that this suspension of disconnection will be in place for 21 days.

”

Under the heading “Security Deposits”, the Board notes that Security deposits:
(i) must be applied to gas charges before a disconnection notice can be issued;
(i) may be paid or repaid in instalments; and (iii) must be waived/refunded with
good payment history.

Enbridge’s security deposit policy is broadly consistent with these requirements,
with one exception. Enbridge does not apply the security deposit to gas charges
before initiating disconnection actions. On a go-forward basis, Enbridge could
make changes to its current policies to ensure that Enbridge will take into
account the amount of any security deposit being held before issuing a
disconnection notice. In other words, no disconnection notice would be issued if

the amount of arrears is less than or equal to the amount of the security deposit.

Under the heading “Arrears Management Programs”, the Board notes that
“These programs provide terms by which customers and distributors may avoid

disconnection and mitigates accumulation of very large arrears.”

Enbridge offers all customers in arrears the opportunity to discuss and establish

a payment arrangement in order to avoid disconnection and clear up arrears.
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These payment arrangements are set based on a customer’s particular
circumstances, and vary from case to case. Enbridge requires and uses a
flexible approach to tailor varied solutions that work in different situations. This
approach is very effective — Enbridge established over 150,000 payment
arrangements with customers in 2010. On a go-forward basis, Enbridge could
refine this process to ensure that customers receive 10 days written notice if a

payment arrangement is to be cancelled.

(i) Under the heading “Management of Customer Accounts” the Board notes that
this will “Support constructive third party involvement and protects customers and

distributors from fraud and misunderstandings”.

Enbridge’s current account management approach, where accounts are created
upon receipt of a request from a customer or its agent, does not appear to cause
any issues in terms of “fraud and misunderstandings”. However, in order to
enhance clarity of account ownership in landlord/tenant situations, on a go-
forward basis Enbridge could create clearer forms of agreement to stipulate that
landlords are responsible for accounts in the event that a tenant moves away and

no new tenant enrols with Enbridge.

Next Steps

46.

47.

48.

The Board’s January 20, 2011 letter indicates that once the Board has received the
requested information from gas distributors, and responding submissions from other
stakeholders, then it will assess the next steps in the development of customer service

rules for gas distributors.

In the event that the Board determines that it is necessary and appropriate to make
amendments to GDAR, or to create other rules in respect of Enbridge’s customer service
policies, then Enbridge requests that it be provided with a meaningful opportunity to

provide submissions about the content of any such proposed rules.

Among other things, Enbridge believes that it will be important to provide information
about the costs and timing associated with any proposed rules, so that their full impact

can be assessed and an implementation timetable and cost recovery approach can be



49.
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determined before the rules are finalized. In order to best facilitate a complete exchange
of information, it may be appropriate to convene a stakeholder conference with all
interested parties, as well as Board members and OEB Staff, so that all perspectives

can be presented and exchanged efficiently and transparently.

Enbridge would be pleased to answer any questions about these submissions and other
matters related to this consultation process.



Enbridge Submission

EB-2010-0280
Appendix A

Loz ‘1 Aenuep
9210} ojul Bulwod (DSSS) 9p0oD 9dIMBS Alddng plepuels sy} pue (OSY) 9p0oD JUsWsLS |Ie1aY ay) (0SA) 9P0D WwisisAg uonnguisiq auj 0} sjuswpuswy |

pJed JIpald AQ paAladal sjuswiAed -uonnysul ay} Aq peydadoe si JuswAed pied ypalo

|eloueUl} s Jowolsno ay} Aq pabpaimouoe ay} uaym 1o Yueq e Aq pabpsimousoe

"9NUBASY dd7 @9oNnpal ||Im pue s| JuswAed ay) jey) ajep ayj JO Se Junoodde s JuswAed ay} uaym ajep ay} uo

uonejuswnoop ssasoud pue Buluiely 0y sajepdn ay} 0} palidde ale syuswAed 21u01}09|] rew Aq juas JI Joinqguisip ay} Agq paalaoal

‘waysAg uonewlou| Jawolsny ay} 0} seyepdn ‘ooueldwod ul si 8bpuquy ‘sjuswAed S| )l 810jaq SAep 984y} :Jawosno sy} Wod)

aJinbal |im abueyd e yong ‘pajendies st dd pJeo JIpaJd pue d1u0J}09|d 0} Joadsal UIAA paAlgdal 8q 0} pawaasp s! JuswAed ||Iq ¥
al0Jaq SsAep ¢ |euoippe Ue MO|je pue pua)aam

B UO ||e} ey} Sa)jep anp 8)epowwodde OS|e ||IM ‘Aep awes ay} uo joulajul

SIYl "dd719oedne jou [im wdg Jaje paAlsdal 3y} 0] pajsod pue Juas ale S||Ige pue pajlew | “}oulalul 8Y} JOAO JUSS SEM |lBWS UE YdIym

sjuawAed jey) ainsua |IM pue Jaljes sAep pue pajuld ale s||iq Jeded ‘poliad juswAed uo 8jep ayj uo Jo jlew Aq uas JI pajuud

¢ pawaap Buleq lew Aq paniedsal sjuswAied ay} ul lew Aq uss s||iq Jo} sAep aaiy} Ssem ]I Ja)je sAep 93Uy} aq 0} pauluwialep

a)epowwod2e |Im siyl -abueyd jou |Im ||iq ay) pajepowwodoe Apealje sey abpuquy S| panss| Sem [[Iq 8y} YdIym uo ajep ay |
BU} UO UMOUS Sd)ep aA10813 dd du} Jenamoy

‘paje|no|eo si 4471 8Jojeq sAep [euonippe ", 81e( 9210AU|, 8y} wody shep g s pouad

€ 10} mojje pjnom abueyo siy| -abueyo | juswAed ay) -,81Q 9210AU|, BY} UO ‘pajuLd "JAWOISND 8y} 0} panss| Sem

wa)sAs e yum way) 0} Juswasueyus |eiusjod ale Aay) se Aep swes ay} Uo SIBWO0ISNI 0} 1'q 8y} 8)ep 8y} wol) sAep 9| 1ses| Je aq

B J9pISU0D pjnom jng saonoeld pue saloljod | Juas ale S82I0AU| “9|NnJ SIY] JO Jusjul 8y} 198w [ (palidde aq ueod Ajeuad JuswAed aig|

Wa.no sy urejuiew o} buisodoud s ab6prLiqug soonoeld pue saioljod juannd s abpLqug e alojoq) pouad JuswAed wnwiuiw ay |

sao1oeud ;$401nqLisiq A1o1os|3

pue saloljod paljipow pasodold saoloe.d pue saloljod bunsix3 10} S9Ny 99IAI8S Jawo0isn)

JuawAed jo buissasoid ayy ul sAejep Jo uoseas AQ UOI}DBUUOISIP JO
sobieyd JuswAed aje| 0] pasodxa aq Jou pjnoys siawolsny -sanoeud Jo Ajwuoyun pue Ajued yjoq buipinoid Ag ayije sioinqLisip
pue SJawWo}snd JIjauaq ||Im jJuswAed J0j anNpIaAo S ||Ig B uaym Buluiwislap 1oj sajnl Alojepuely 1uswAed pue aouenss| (|19 ‘|

TT0Z ‘LT Arenigad 9keq

woo abpuqua@uosnbia)elue |
G9/5-S6¥ (9TV)
suoneladQ ated Jswoisn) ‘1abeuep
ale)d Jswoisn)d
uonnguisiq seo abpuqul

uosnbiaH eAue | :Aq palejdwo)d

s101nQIISIQ Sk [elnieN JO Sadl10eid pue Saldljod 99IAI8S JIawoisn) pasodolid pue Bunsix3

IV Juswyoeny



EB-2010-0280

Enbridge Submission

Appendix A

(Q\

‘dd1 10BJ11e p|noys 840818y} pue Jawo}sno
By} 0} JpaIo JO UOISUBIXd ue sjuasaidal Junowe
piedun jey] -abieyd ay} uo Buipue}sino
ajndsip ou s1 a18y} J dd47 1oelne jou

pinoys sab.ieyo seb-uou Aym uoseal Aue ass
10U saop Auedwo) ay] "saonoeld pue saioljod
Jua.Ind s) uieyuiew o) buisodoud si abpliquy

‘Junowe
ploysalyy e yoeal siealie seb ayj ssajun
palabbll) J0U SI UOIJOBUUOISIP pUB 821j0U

UOI}0BUUOISIP B ‘loAnamoy ‘saljjeusad juswAied
aje joedjie sedue|eq anpJano Auy -sabieyo
seb 0} uay) pue sabieyd seb-uou 0} payeodo|e
18414 s1uswAed jeiued ay) ‘sebieyd s, yuow
JUS.1IN2 8y} JOA0D 0} JudIoINsul s JuswAied ay)
ey} JUaAd 8y} U] “Junodoe ay} uo sjuswAed
anbasqgns Aue Aq pases|o Buieq woly
abieyo jey} 3o0|q |Im abpluqug pue pajenojes
a8Qq p|NOM ddT Ou ey} 0S Sjunodoe ayj} uo

pjoy e 1nd |m abpliquy ‘ebieys e bunndsip
ale Aay} jey} sayiou Jawojsno e J| -abieyd

e Jnoge ajndsip e S| 848y} JI SJBWO0ISND Yjim
Mlom [Im abpuqug “1swolsno ayy Aq eindsip
B JO palljou 8sIMIay}o ssajun ‘@bieyo jo

adA1 ay} Jo ssojpiebal ‘)s.1) Siealle }Sap|o ay)
0] pajeoo||e ale paAlddal sjuswhed AN
ay) Joj Josal jse| e sAem|e S| uoidauuoIsIq
"9|NnJ SIY} JO Judul 8y) 190w Ajobue|

saoNoeld pue saloljod Jualno s abplLquy

"JOUOOS SBWO092
JBABYDIYM ‘SIeaA om] Jajje 10 ‘pamausl
ale Aay] uaym sjuawaalbe Buljjiq

wiol 0} saldde siy] -Ajlddns Ajouo09|9

By} J02UUO0ISIP 10 921]0U UOI}OBUU0ISIP

e ‘sableyo juswAed aje| anssi

10U ||Beys Jonguisip ay) ‘sabieys AloLo9|a
JBA02 0] Jualoiyns si JuswAed J| ‘sabieyod
Jay}o 8y} 0} ‘Buluiewas ale spuny Ji ‘uay}
pue sablieyo Alolo9|8 ay) 0y Ajoadip ob
18413 1snwi JuswAed Aue ‘sabieyd AloLo9|a
uey} Jayjo sebieyos sapnjoul [|iIq e §|

sao1oeud
pue saloljod paljipow pasodold

saol1oe.d pue saloljod bunsix3

sioinglisiag A1o11o8|3
10) S9|NYy 9JIAISS I2WO0lsSN)

‘'sableyo seb-uou 0} Jed ul 10 8joym Ul pajeoo|e buleq syuswAed |ened Jo uoseal AQ UOIIDBUUOISIP
Jo sabieyo JuswAed aje| 0) pasodxa aq Jou pjNoyYs siswoisny :sabreyd seb-uoN 7 ses usamiaq luswAied JO UONRIO|Y

" s9onoeud pue saoljod palyipow

pasodold, 99s asea|d ‘Aep ssauisng }xau ay}
0] papuL)Xo Jou SI U ‘Aep ssauIsng-uou e s
ajep anp e | " .sd9o10e4d pue saloljod palpow
pasodold, 99s asea|d ‘Aep Buimo||o}

By} 9A1109Y0 ale wdg Jaye panladal sjuswhed

' s9oNoeud pue saoljod payipow pasodold,
99S 9SB9|d 'POAIgdal d)ep ay} JO SB Junoodoe
ay} 0] palidde ale lew Ag paniedal sjuswied

"uonnyisul |eloueuly ayy Aq paydaocoe
usaq sey abieyd ay) aouo paljdde ale

‘Aep ssauisnq ]1Xau 8y} 0} papualxa

s1 1l ‘Aep ssauisng-uou e si a)ep anp e J|
‘apew s1 JuswAed ayj Aep ay} UO BAIj0BYO
s si ‘w-d 00:g Jeye spew juswAied Auy

‘uolN}s Ul [eroueuly




EB-2010-0280

Enbridge Submission

Appendix A

™

‘anbayd punjal e aAleda1 0} ||eo Aew Aay)
1ey} Jawolsno ay) bBuisiape asuejeq jJIpald e ul
ale Jey} SJUNoooe 1o} panssi s||iq uo abessaw

[Ilq e epn[oul 01 abueyd walsAs |enuajod
B JapISuod pjnom abpliqug ‘uonippe uj

"Jgqap peq uo joedwi

ue aABY |[IM pue uoleusWNOop $S8204d

pue Buiuies; 0} selepdn aJinbai |Im abueyo

B Uyong "MO|[e [|IM B|ge|IEAB UOljew.Ioul

ay) Se yoeq Jej se [|Iq ||m abpliqug ased yoiym
ul ‘Jewo}sno e Jo sjoe |eba)|l Jo 1oy} Jo aseo
ay) ul 1deoxa ‘siswoisnd |eljuapisal 4o} sieak
om] 0} dn Jo pouad e Jano paplwlad aq Ajuo
lIm sjuawisnipy Bullig “sjuawisnipe Buljig
-Japun Jo Jano Buissaooud 1oy saioljod sy 0}
abueyd e yum wayj 0} Juswasueyus |eluajod
B JapISuod pjnom jng saonoeld pue saloljod
ua.INo sy urejuiew o) buisodoud si o6pLiqug

JuswAed s|geyns e aujwid}ap 0} J8WOoISnd
3U} YNm >Iom ||im a6pLIqu3g ‘syuswiejsul

ul Junowe pajjig-lepun ayy Aed 0} sesooyo
Jawio}sno ayy §| "Junoooe ayy 0} paidde

s| ab.eyo ay) ‘uoseal Aue 1o} paj|ig-iepun
S| JBWOJSND B J| "8|NnJ SIy} JO Jusjul 8y} }JodwW
saonoeld pue salo1jod juaind s,abpluquy

' s9o110e4d pue saloljod palipow pasodold,
99S 9Sed|d "Way} 0} panss| aq ||IM anbayo
punjaJ e pue a13uad ||ed s,abpuqul ||ed ued
Aay} ‘papunjel Junowe ay} aAey 0} SOSO0YD
JBWoIsnNd ay} §| JuUNnoooe ay) 03 paldde

S| JIpaJo e ‘Junowe Aue Aq paj|ig-49A0 usaq
sey Jowojisnd e §| "9|nJ SIy} JO Judjul 8y} }Josw
soonoeud pue saioljod Jualnd s abpLqug

' seonoeud

pue saoljod paljipow pasodold, 99s

asea|d “Jawoisnd ay) AQ suoljoe Jo jnsal

e S| Jode 8y} JI sieak xis 0} dn pue Auedwo)
ay} Ag suonjoe Jo }|nsal e S| Jodle 8y}

JI sieak om) 0} dn Jo} paniwliad ale sjunoooe
|enuapisal uo sjuswisnlpe bBuljig-iapun

10 JBA0 ey} yons si Aoljod juauing s abplquy
"9|NnJ SIYy} JO Judul 8y) 100w Ajobue|

soonoeud pue saioljod Jualnd s abpLqug

9Al} 10} P|[Ig-J9pUN USS( SBY JBWOo}Snd
e Jl “6°9) 'sieak om] JO wnwixew e

0} dn 1oy pa||Ig-Japun alam Aay)} se awl Jo
junowe awes ay} JoAO sjuawelsul jlenba
ul Junowe pajjig-Jepun ay} Aed o} pamoje
S| JAWO}SNO 8y} ‘Jould 8y} Jo} a|qisuodsal

10U S| pue paJ|Ig-Japun S| JoWOo}Sno B §|

"JAWO0)SNd 8y) 0} aduejeq
ay} Aedau 1o jIpato Aew pue ‘isul) siealle
ay) 0] Junowe pa||ig-1eno sy Aidde Aew
Jojnquisip ay) ‘siealse Buipueisino sey
Jawoisno ayy J| “|IIq 1Xau JIdy) Uuo Hpalo
B 9AI9081 [|IM Jawo}snd a8y} ‘||iq abeiane
S, J2WO0)SNO 8y} UBY) SS9 SI Junowe ay)
pue paj|ig-J8A0 Udaq Sey JaWwoisno e J|

|19 IX8u Jisy} Uuo HpaJd

e 10 anbayo e Buinieoal jo uondo ay)

sey Jowo)snd ay} ‘||iq abetaae s awolsno
ay)} uey} Jayeaub Jo 0} [enba Junowe

ue AQ pa||Ig-1oA0 UdaQ Sey JoWOo)SNI B §|

"(Ayiqesanoosip

JO suoneJapisuod Aue o} 108lgns) 1qep

ul SUOiOE ||e 1o} polad uonenw| Jeak-omy
pJepuels e sapinoid Z00z 10V suonejwi
3y} 1By} 9JON SJaWo)sno JO Sasse|o ||e 1oy
sieaA om] 0] dn Jo pouiad e Jono papiwiad
ale sjuawisnlpe Buljig-1epun 1o 1aAQ

so2l10e.d
pue saloljod paljipow pasodold

sool1oe.d pue saloljod bunsix3

sloingiisig A1o1109|3
10] S9|NY 9JIAISS I2WOlsSN)

*AJBUOI8JOSIP JOU ‘JUB)SISUOD 8Q P|NOYS 8201014 'JaWOoIsSno ay) Jo asuadxa ay) Je siotia Buljjig wouj Jijauaq jou
pINOYS JoiNguIsSIp ¥ “UMO JIay) Jo Jne} ou ybnody) sjoedwi anpun uieisns Jou pjnoys siawolsny :sioii3 Buljjig Jo uonosaliod s




EB-2010-0280

Enbridge Submission

Appendix A

<t

‘pa109)ep sem
J0JJ3 JB)aW B 9JaYM SB2URISWINDIIO Ul Jasul ||iq
B 10 9ouapuodsaliod apnjoul 0} abueyo walsAs
[enuajod e Japisuod pjnom abpLiqug ‘uonippe uj

" seonoeud pue saioljod

palipow pasodold, 99s asea|d ‘juawisnlpe
Buiiq e jo aindsip ul Jawo}sno ay} Aq

payse JI sjybii 8say) JO S1I8W0)SNO By} SasIApe
Ajuo Ajua.ino abpuquy (epeue)) 10y
uonoadsu| ses pue Ajo1109|3 ayy Jepun syybi
JI8Y} puB SI0JIS Ja}oW JO SIBWO0ISND aSIApe

0] Sjuawadinbal 0} sisyal 0"/, UOIJO8S

9p0J JUBWIISS |leloy 3yj O} jJuspuswy

‘9o1oeld

e se )saJajul Aed )1 SBOp JOU ‘S8oUB)SWNIID
9S8Y) Ul SJaWo}sno 0} Jsalayul abieyo

Jou saop Ajjuaund abplquy ‘siswoisnd
pa||ig-Jepun sey abpLiqu3 a19ym suoljenis uo
1saJayul Jo Buljjiq pue Buljjig-1o9A0 uo 1salsul Jo
awAed ayy 0} J8yal 6°/°/ pUe g'/°/ SUOOSS
98P0 JUBWNSS |IB}oY By} 0} SjUBWPUBWY

"PalIg-JopuUN SBM JBWO0ISNI 8y} awl}
Jo Junowe ayj 03 dn Jo juswabuelle juswAed
B 10} MOJ|e |IM bpuquy 'Saoue)SWNoID
S_J9WO0)SND Jey} uo paseq juswabuele

‘panssi sem ||iq
1081100UI 8y} 8)ep 8y} Jo sAep 9] uiyum
11q P8}0a4I00 B SBNSSI Ing JBWO}SNO B
Pa||Ig-JaA0 JO paj|Ig-Jepun sey Jonqguisip
e uaym Ajdde jou op sajni asay |

|Ilq 8}eJedas e uo o ||iq }Xau

By} UO Junowe |n} ayj Jo JuswAed aiinbal
Aew Joynquisip oy} ‘Jodse Bulig-1epun
ay} Jo} a|qisuodsal S| JBWO0)SNI B UBYAA

‘(Junowe pa|Ig-Jepun ay}
Aed 03 syjuow aAly aaey |m Aay) ‘syjuowl




EB-2010-0280

Enbridge Submission

Appendix A

(o]

‘uoljeyuawinoop ssasoud pue Bululedy

0] sajepdn pue Wa)sAg uoljew.oju| Jawolsn)
ay} 0} seyepdn aJinbau |m abueyo e yong
"ue|d Buiig 196png uiol o) papiwiad aq |im
uswebuedle juswAed e ojul palajud aAey pue
sJealle Ul aJe Oym siawoisno abplquy ‘ue|d
Bug 196png s Auedwo) ayj uiol 0} sieadle
ul slewojsno Buimojie o0y pajejal saloljod sy 0}
abueyo e yum way) 0} Juswasueyus |enualod
B J9pISU0d pjnom ing saoijoeud pue saioljod
Jua.Ind s) uieyuiew o) buisodoud si abpliquy

‘ueld ayy uiof 0} 8l pjnom

Aoy} 1 payse pue ueld Buiig 196png e sey
abpliqu3 ey} pasiae ale Aay) ‘@juad [|ed sy}
OJUl S||ED JBWO0}SNO Mau B UBYA\ “ueld Bulig
106png ayj 03 dn paubis Ajjeonewoine ale
sJawolsno maN “Apueosiiubis dolp osje swiy
Jey) Je 499 ey} buluiof jo syjeusq ayy pue
Apueoyiubis sdosp uondwnsuod ‘Aieniga

JO yluow sy} Jayy -ued sJeah 1xau

3y} JO Ye)s ay) ‘Jequisydag [iun paliajep

aq |m ueld siey) ‘Aleniga Jaye ueid ay) ulol
0} S9S00YD Jowojsnd e §| "Aieniga- Jo pus
ay} 0} dn yeaA ay} Jo awnhAue 4gg ayj uiof
ued sJaWolsny "ajnJ siy} JO Jusiul 8y} JedwW
soonoeud pue saioljod juannd s abpLqug

" $99110e4d pue saloljod palpow
pasodold, 99s asea|d "ue|d Buljig 196png
ayj uiol 01 9|qibij@ Ajjualing jou ale siealle

ul slawoisny "8|nJ siy} Jo jusiul 8y} Josw
soonoeud pue saioljod Jualnd s abpLqug

‘Buo| Jeah ||e 1el) AlaAneal
sI uondwnsuod J1ay} ey} usAlb ‘siawolsno
Buneay-uou 0} paiayo Ajjualind jou si ued
siy] -1eak ay) 1noybnouyy Ajuana s1sod seb

[enuue pealds sdjay 1eyl weiboid e si yoiym
(.d94,) ueid Buiig yebpng ay) siewosnod
sJa)jo abpuquz "9|nJ SIy} JO JUBUI BY) }JoBW
saoljoeld pue saloljod Jualnd s abplLquy

"1eak ayj Jo awiy Aue sue(d JuswAed
Alyiuow |enbs ulol ued siewoisn)

‘uondo juswAed Ajyjuow

|[enba ue pasnjal 8q Aew Juswoaibe
JuswAed siealie ue Ojul paJIdud Jou dABY
pue sJealle ul aJe Jey} SIawolsnd AjJuQ

‘ue|d JuswAed Ajyjuow
|[enba ue uiol 0] uondo ay) aoinles Ajddns
pJepuejs BuiAlgdal siawoisno [eluapisal

[|e Jayo 0} pasinbal aJe sioynquisig

saol1oe.d
pue saldljod paljipow pasodoud

soonoeid pue saloljod Bunsix3

sloinguisig A)o11199|3
10} S9Ny 92IAI8S Jaw0isn)

“BulfjIg-Japun Jo -19A0 JuLRDIIUBIS WOJ) SIaWwo)snd 108)04d

sainpaso.d uone||iouooa) pue MaIASY ‘auwooul Jo 1disoal YlIM Sa)ep anp 8]BUIpJO-00 URD Siswoisny “(Moj) Yseo jus)sisuod ‘Aed

0] A|9y1] 840w sSJ18W0IsN9) sioinguysip pue (3e6pnq 03 Jaises) s1swoisno 0} Jjduaq JO :sue|d bBuljig renb3 » juswAed jenb3a




EB-2010-0280

Enbridge Submission

Appendix A

©

awl} 8y} wody pasn Ajlenjoe seb oy sabieyd
3y} Usam}aq adoualayip ay) suasalidal jey)
juswisn(pe uoiel|ouodal 4gg e paypald Jo
Pa||ig 948 SI8WO0)SND pue PamalAal dle sue|d
Bulig 196png siawolsno ‘Ainp U “1eak
yoea Ainr 0} Jaquiaydag woly si abpuquy je
uoseas 499 @yl ajnJ siy} Jo jusjul 8y} }9sw
soonoeud pue saioljod Juannd s abpLqug

"Jeal Juaunod ay)

ul seoud Joj paisnipe ‘syjuow g | Buipaossud
a2y} ul asiwaid ayj je uondwnsuod ayy

uo paseq sI yoiym ‘uoipdwnsuo Jo }seoalo}
8y} Uo paseq ale malAal Jeak piw ay} ul

pue JeaAk ue|d ay} Jo Mels By} Je sjuswieisu|
‘|I®M se MalAal Jsanbal ued Asy)

‘ssaiboid 4gg 419y} Jojuow sIawoisnd se
‘1eah ayj 1noybnouy] ‘pajsnipe aie sjunowe
wawijelsul 4gg ‘Alessaosau J| "Jeak Jad aouo
}sea| Je pajonpuo9 S| MalAal e jey} Buunsua
0} Buniwwos s1 abpuqul "uoljel|iouodal
[enuue ay} Jo apisino ‘Jeak Jad aduo

}se9| Je pajonpuod si sueld Bul||ig ,s18WOISND
JO MaIABI Y "8|NJ SIyY} JO Judul By} Josw
soonoeud pue saioljod Juannd s abpLqug

‘@np Sem [|Iq }sli} 8y} alojeq

[I19 xau 418y} Buini@oal Ajjenuajod Jawojsno
B Ul }jnsal pjnom abueyo e yons se uoisnjuod
Jawoisno ppe pjnom sajep g usamiaq
9S00Y9 SJawoisnd BuineH “8iep aA130a)]
dd1 @Y1 uo umelpyim ale sjuswAed

pue eale siy] Ul Jg¢g Uo JouU SIaWolsno

Se awes ay) pajeal) ale 4gg aJe slawoisny
"S9]Ep |[BMEIPYIIM JO 8210YD B uaAIb jou ale
“quawAed pazuoyine-ald Joj dn paubis aney
pue 4gg uo ale oym SIawolsnd ‘[emelpyjim
oijewo)ne 1o} dn ubis 0} palinbal jou ale
dgg uo siswoisno pue Ajyiuow ale sajoho
Buiig s,@bpuiquz “8|nJ sIy} JO JUBIUI BY) 9B
saonjoeld pue saioljod Jualnd s abplLquy

"Jal|Jea paIouooal

aq Aew Aayj ‘ue|d e Jo JeaA isuy

ay) ul sI Jswoysnod e §| ‘ueld ayy Bujuiof
Jawojsno e jo AiesieAluue yuow z|
9} UO Jou Inq Jeak Jepus|ed ay) buLnp
aouo sue|d JuswAed Ajyyuow |enbas Jivy)
JO ||e 8]19u02al 0} paJinbai ale saiin

‘Ajleusiew

pabueyo aney sab.ieyo panoidde

J0 uondwnsuod AyoLoale i JuswAed
pazijenba Ajyjuow ayj 1snlpe pue
Ajlenuue-1was Jo Ajauenb sueld Buijjiq
AJJluow S JawoIsSnNd MalAal [[IM SaIIIN

‘siseq Ajanenb Jo Ajyjuow-ig ‘Ajyjuow e
uo s||Ig @nssi 0] anunuod Aew sioynquisiqg

"umelIpylIm aq 0} sjuswAed onjewoine
JOJ Yjuow B UIyym sajep oM} ise9) je

10 @210Y0 e uaAIb aq jsnw sjuswabuelle
wawAed onewolne ul ajedioiued oym
sJawo)snd juswAed |enbs |enuapisay

‘Alyuow ueyy yusnbauy

ss9| sI 91942 Bulj|iq 8y} §i ueld |lemelpyim
uswAed onewolne ue uiol osje

0} ue|d JuswAed Ajyjuow jenba ue uiof
oym sJawojsnod alinbai Aew sioynquisig




EB-2010-0280

Enbridge Submission

Appendix A

N~

‘anbayd punjal e aAl@281 0} ||ed Aew Aay) jey
Jawoisno ay) Buisinpe aouejeq Jipalo e ul ale
1ey] SJunoooe 10} panssl s||iq uo abessauw ||iIq e
apnjoul 0] abueyd wa)sAs |enusiod e 1apISuod
pinom abpliqug ‘enoqe pajels se ‘uoljippe uj

"JayPN) UBAS SaAjaswWay) Buipuajxalano
Ajjenuajod sajowold pue Jawojsno

8y} Joy} 196pnq |e1oiie ue sajeald pue

w8} Jobuo| Jawoisnd 8y} JO }salajul }seq oy}
ul Jou si ueld buljjig 196png s Jeak Buimo)|oy
3y} Ul Junowe uopel|Iouo9al 8y} BuldAooal
Jey} seAallaq abpugquy "SaouUBISWNOIID

S, J2WojsnI jey} uo paseq juswabuene
uswAed s|geyins e sulwId}ap 0} JBWO}SNO
3U} M >IoMm ||Im 86pLIqu3 ‘syuswiejsul

ul Junowe uoljel|iouodal a8y} Aed o0} sesooyd
JBWOISNd 8y} §| JUNoooe ay) 03 paldde

sI ab.eyo ay) ‘(Junowe Aue Jo) Jawolsnd ay)
AQ pamo aJe spuny jJey} SMOYs uoljel|iouodal
|[enuue ay} §| "8|nJ siy} JO Jusiul 8y} Josw
soonoeud pue saioljod Juannd s abpLqug

' S8oNoeud pue saoljod payipow pasodold,
99S 9sed|d "Way} 0} panssi aq ||IM anbayo
punyal e pue a13ua9 ||eo s,abpuqul ||eo ued
Aay) ‘papunjal Junowe ay} aAeY 0} S8S00YD
Jawolsnd ay} §| JuUnoooe ay) o0 paldde

S| 1Ipalo e ‘(Junowe Aue JO) spunj pamo

S| JBWO)SNI 8y} Jey} SMOYS Uoljel|Iouodal
[enuue ay} §| "8|nJ siy} JO Jusul 8y} 198w
soonoeud pue saioljod Jualnd s abpLqug

‘yuow ayj ui pasn seb

By} 1o} pa||Ig ale 4gg uo sJawolsnd ‘isnbny
4O yjuow 8y} u| "ejep 0} pa||iq sjusw|jesul
499 Alyuow sy pue ueid sy pauiol Aayy

‘ue|d uswAed Ajyuow jenbas ayy jo
Yuow ,Z| 8y} Ul [liq Yy uo abieyo e Aq
JUNOWe ||n} 8y} 199|102 Aew JonqgLisip ay}
‘Bullig Alyyuow abesaAe s Jawolsnd ay)
uey) SS9 SI SOMO Jawo}snd 8y} Junowe
8y} 1By} SMOYS UOIBI[IDU0Dal [enuue ay} J|

‘ue|d juswAed Ajyjuow

[enba sJeaA Buimol|o) ay) Jo syjuow

L | 1SJ1} 8y} JOAO 80oue|eq ay} JoA0Dal

lleys Joynquisip ayy ‘Bullig Ajyyuow
abelane s Jowo)sno ay} Buipesoxe

Jo 0} |lenba junowe ue samo Jawo}snd
3y} 1Byl SMOYS UON.IjIDU0dal [enuue ay} §|

JUnoJde S JBwWo0lsnd sy} O] palipald aq [[IM

junowe ay) ‘yunowe Buljjiq abelane ay)
uey} SS9| SI JBWO}ISNO 8y} 0} PAMO Junowe
3y} 1By} SMOYS UOIJel[IDuU0Dal |enuue ay} J|

‘[I'g A1y} UO 1IpaJd 8y} JO pesjsul anbayd
punjal e }sanbau 0} sAep (| aAey [Im

pue }ipaJo Siy} JO paljilou aq ||Im Jawoisno
9yl Junod2oke S J3wWojsno 8y} O} paypalo
aq [|m Junowe ay ‘Bulliig Ajyyuow
abelane s Jawoisno sy} Buipesoxs

JO 0} |[enba junowe ue pamo S| Jawolsno
oy} 1eyl smoys uoljeljiouodal jenuue ayj j|




EB-2010-0280

Enbridge Submission

Appendix A

[ce)

‘uoleuBWNIoP
ssa20.d pue Buluiel) 0} sajepdn pue

wa)sAg uonewlou| Jawoisn) ay} 0} sayepdn
alinbau im abueyo e yong -awi} ayj je sawoy
S| JBWO}SNI 8y} JoU JO JByjaym awi} Aue je
aoe|d aye} Aew UO[}0BUUOISIP B Jey} Jowo}snd
ay} asIApe pue (uswabeuely sieally,

Japun sjuswwod abpliqug o0} Jojel aseg|d)
S9OUBJSWNDJID S JaWO0}SNd 8y} Uo paseq
wswabuele JuswAed s|geuns e abuele

0] JaWo}SNo 8y} YJIM MJom |im abpuqul

Jey} ‘and20 Aew UOIOBUUOISIP d)ep }saje| pue
1s9lj4ed 8y} apn|oul 0} pajepdn aq ||Im 82130U
UOIJOBUUODSIP 8y "9821j0U UOI}O8UU0ISIP

e uo papinosd uorewsoyul sy} oy ebueyd
wolsAs e yyum way} o} Juswedueyus |enusiod
B JapISuod pjnom jng seonoeld pue saloljod
181N sy urejuiew o) buisodoud si o6pLiqug

" s9onoeud pue saoljod paljipow

pasodoid, 99S 8Ses|d ‘UOI}08UU0ISIp

ploAe pue juswAed e podau 0} ||ed 0} Jaquinu
auoyd ay} pue suo1}09||09 jo abels aje| siy}
1e a|qejieAe juswAed jo sw.oy ay} ‘pied aq

0} JUNOWE BNPJBAO By} ‘pPaNss! SI 82130U ay}
ey} alep a8y} Sapn|oul 82110U UOI}O8UU0ISIP
a8yl -9InJ siyj Jo usiul ay) 198w Ajpbug)
soonoeld pue saloljod Jualnd s abplLquy

‘Buipjing ayj ul aoe|d snonoidsuod

e ul pajsod aJe sbuip|ing Jun-j}jnw 1oy savlou
uoI}08UU0ISI "8|NJ SIY} JO Judjul By} }JosW
soonoeud pue saioljod Jualind s abplLqug

‘Alddns Ayoujo8ie ul Jueoyiubis

alow yonw aq pjnom ajni siy| ‘pepuadsns
ag ||m asiwaid ay) JO UOI}DBUU0ISIPp

s yyeay juediubis e si a1y} §| uonenys
ay) ayeblysanul 0} asiwald ay} 0} Juas

s1 Jojebisau| pjai4 e ‘uonenyis Jiay) suiejdxe
pue aJjuad [|ed 8y} Ojul S||BO J8wo}shd

e JI ‘Jonamoy “Ysu yjeay jueoniubis e sey
Jawolsno e jey] yoed} 0} Aem ou sey Ajjuaiind
abpLiqug "ajnJ Sy} JO JUdUI BY) 1o8W
saoNoeld pue saloljod Jualnd s abplLquy

‘panssi
S| 921j0U UOI}08UU0ISIP MBU B ‘pajoauuoosip
uda( Jou Sey 82IAIBS 8y} JI pue sAep

0€ 10} 8A11990 SI 921}0U UOIJO8UUOISIP 9y |
‘JuswAed-uou 4o} Jawoysno e BuiosuuoasIp
0} Joud sAep Q| 1se9| e panssi si 821j0u
UOI}OBUUOISIP ¥ "dJNJ SIY] JO Judjul BY] 19aW
soonoeud pue saioljod Jualnd s abpLqug

"W} 8y} }e awWoy SI Jawojsnd ay} jou
J0 Jayjoym aoe|d aye} Aew uo108UUODSIP
e Jey} pue ‘s|gejieAe s| weiboud
Jusweabeuew siealle paquosald-pieog

e jey) ‘esn Aew Jawojsno e juswAed jo
SwI0} 8y} ‘In220 Aew UOI}OBUUOISIP B)ep
1S9]e| puk }saljJes 8y} Se Yyons ‘uoijeuiolul
paquosald uiejuod Jsnw SIBWo}snd
|BlJUSPISSJ 0} JUSS SBIIJ0U UOI}DBUU0ISIA

‘Buip|ing ayy ui 8oe|d snonoidsuod e ul
pajsod aq }shw aoi30u ay} Jo Adod e ‘sjewl
Jajsew e pue ‘syun ajdiinw yum Buipjing
B Ul panssI SI 921}0U UOI}93UU0ISIp B UBYAA

"JuswAed-uou 1o} pajosuuodsip buiaq
810J8Q 921}0U SABp 09 dAI9284 JSNW ‘YSU
yjieay jueoyiubis e asod |Im UOI}08UUOISIP
1ey} ueioisAyd e woJ} uoleyuswWNoop
papinoid BABY OYM Sjuapisay

uswAed
-uou Joj parosuuoosip Bulieq a1ojeq
20110U SABp (| ©AIS081 1SNW SISWOISND ||y

so2l10e.d
pue saloljod paljipow pasodold

soaoloe.d pue saloljod bunsix3

sloingiisig A1o1o9|3
10] S9|NY 9JIAISS IsWO0lsnN)

"U0I}08UUODSIP

PIOAB 0] 8|ge|ieAe suoljdo 8y} pue UolO8UUO0ISIpP JO 82110U 81enbape 8AIg0al PjNoYS SI8WoIsny :S99110N U01193uu09siq g




EB-2010-0280

Enbridge Submission

Appendix A

(o2}

‘uoleuBWNIoP
ssa20.d pue Buluiel) 0} sajepdn

alinbal |im abueyo e yong pied Upalo

Ag Aed Aew Aayj 1Y) puE Pa1OBUUODSIP Usa(q
aney Aayj jeyy Jawoysno ayy Buisiape Jawo}sno
ay} Jo Joop a8y} Je pied Jo Jebuey Joop

B 9AR9| 0] S8ssa204d ssauisng syl 0] abueyo
[enuajod Japisuod pjnom abpliqug ‘uonippe uj

‘uoleusWNoop
ssa00.4d pue Buluies 0} seyepdn pue WwalsAg
uoljew.oju| Jawolsny ayj 0} sajepdn aJinbal

(M 8bBueyd e yong "S8oURISWNIIID S JBWO0)SNO
9y} uo paseq juswabuelle JuswAed s|gelns

e abue.lie 0] JaWolSNO 8yl YJIM YJOM [|IM
abpuqu3 jey) ajes o} pajepdn a4 ||IM %00|pal
210Jaq ||eo 1Sk| 8y  MOo|pal a104a(q ||eo
1se|, B Ul papiaold uoljew.lojul ay} o} abueyo
wi9)sAs B yum way) 0] Juswadueyus |enuajod
B J9pISU0D pjnom ing sadijoeud pue saioljod
Jua.Ind s) uieyuiew o) buisodoud si abpliquy

‘uondo piepuels e Se siawojsnd 0} papinoid
sem uondo juswAed pied Jpalo ay} i ey
ajou 0} Juepodwi si}] ‘eysqem s,abpuqul
ybnouyy pue waishs YAl s.26puqug ybnouayy
/X{Z 9|qejieae s| uoido pJed JIpald ay |

"99} sy} Jo Jed Aue uiejal jou saop abpuquy
*198s98204d JuawAed pJeo Jipalo s,abpuquy
0} pied pue Aq pablieyo si 99} ay| o9}

B J0} ‘UoI1}0auuoasIp BulipioAe Jo/pue siealle
ul SJIB8WOISND 10 8|gejieAe s| uondo uswAed
pJed Jpalo Y "8|nJ Siy} JO Jusiul 8y} }9sw
soonoeud pue saioljod Juannd s abpLqug

SJ0J0BJIUOD pue

sooAojdwa sy Jo Alajes ayy 01 ysu juediubis
e sasod siy} Jey} seAsalaq abpuqul

"JOOpP 9y} Je Jowo}sSnd 8y} YiIm ajesjunwiuwod
0] Jdwaye |euoiyippe ou S| 818y}

‘iJels plal 1o Ayojes ayj Jo} UoieIapISUOD

ay} JO Ino Ajjuauing "a|nJ siy} Wodj Juaiayip
ale saonoelud pue saioljod juaiing sabpuquy

' seonoeud

pue saioljod paiipow pasodold, 89s asea|d
‘uoljesado JO sinoYy ay} pue uoIPaUUO0ISIP
pioAe pue juswAed e uodal 0] Jaquinu suoyd
B ‘U0I}O3UU0ISIp PIOAR 0] 8|ge|ieAe suoido
uswAed jnoge pue ‘pajnpayos usaq sey
UOI}09UUO0ISIP 3Y] 1BY] PaULIOUl SI J8WO0]}SND
ay] -juswAed-uou 10} pB}OBUUOISIP

Buiaq Jawojsno e 0} Joud sinoy gy
Ajerewixoidde pawiopad si Moojpal aiojeq
[led ise|, ¥V "8|nJ Siy} JO Jusjul ay) 1osw
sooljoeld pue saloljod Jualnd s abplLquy

Auadoud e 120uu09231 pinoys sioinqgiisiq

"(ydeooe 0} saysim Joyngusip sy} JuswAed
JO w0} Jayjo Aue pue) pied jIpalo Aq
sjunowe anpJano Aed 0} pamojje aq isnwi
SJowo)sNo ‘92IAIaS 10auuoosIp 0} Auadoud
S JBWO0JSNO B SHSIA JOINQLISIP B USYAA

‘pJed Jipalto Aq sjunowe anpiano Aed ued
SJawojsno [eljuapIsal 0S sINoY ssauisng
Jejnbas Buunp ajgejieAe Jjeis pue saljljioe}
9y} 9ABY ‘wWnuwilulw e Je ‘isnw sionquisig

“(Hess play Ann jo Ajunoss pue Ajsjes
3y} JO uoljeIaPISUOD 0} }03[gns) Joop

3y} Je JaWwo)snd 8y} Y}IM 81ediunwiwiod

0] Jdwaye ajqeuoseal e ayew

Ajjesauab pjnoys Asy) ‘uonoauuoosIp
pauue|d e a10}8q sinoy gf JBWO}ISNO B
JOBJUOD 0} 8|geun uaaq sey JoJNquIsIp B J|

‘wesbolud siealle

ue Jo Ajjigejieae |enuajod ayy jo Buisiape
se yons ‘opinolid jsnwi Joynguisip e jeyl
uonewJojul paquosald ulenod sl aiay |
"9Jep UO0I}08UU0ISIPp PaINPayYds ay) alojeq
sSINoY g¥ 1se9| 1e adlIAles Builosuuoosip
0] Joud ‘euoyds|a) Aq Jo uosiad ui ‘ewny
[BUl} BUO JBWOISND B} JOBIUOD 0} 0D
a|gqeuoseal e ayeuw jsnw sioynguisiq

saol1oe.d
pue saldljod paljipow pasodoud

soonoeid pue saloljod Bunsix3

sloinguisig A)o11199|3
10} S9Ny 92IAI8S Jaw0isn)

"UOI108UUODSIP

ploAe siawo)snd djay Aew suondo juswAed uo uoiewIoUlI PUB UOI}OSUUOISIP JO 82110U [BUOIIPPY :S81Npadold Uuolldauuodsiq 'eg




EB-2010-0280

Enbridge Submission

Appendix A

o
-—

"uoljeuswnoop ssad0.d

pue Buluiel) 0} sajepdn aiinbal |m abueyo

B yong "shep |z o pouad e 1o} papuadsns aq
[[IM UOnOR uondaUUooSIp ‘ssaooud ui si uswied
Jo} Juswabueue Jo Juswssasse ue jey} Aped paiyy
e Jo Aouabe aoinies |e1oos ‘Aousbe uswulonob
‘Aieyo palajsibal e Aq paynou si abplquy
uaym jey} yons abueyd ssadoud ssauisnq

B U}IM way} 0} Juswadueyus [eiuajod

B JBpISU0d pjnom pue saoljoeld pue saloljod
Jua.Ind s) uieyuiew o) buisodoud si abpliquy

pue saloljod paiipow pasodold, 99s asea|d
‘pouad awiy 18S B 10} JoU SI UOI}O8UU0ISIP JO
uoisuadsns Auy °S80UBISWINOIID [BNPIAIPUI JIBY}
UO paseq Jawoisnd ay) YIM 3Jom |im abpLiqug
uay) ‘Jawo)snd ay} Joj aoue)sisse Joy abuelle
01 Bundwane ale Aay) 1ey) buisinpe Aued

PJIY} B WO Uuoedyliou si aley §| "uole|sibe]
Aoenld o} anp ‘Aued paiy) e ypim jJuncaoe disyy
ssnosip 0} abpuqu3 Mojje 0} S|[ed JaWOo}SNd ay}
aJaym uasuod ybnouyy pawiopad si uoiesyiiou
Ayed payL -8|nJ sy} jo Jusjul 8y} }oaw
sooNoeld pue saloljod Juannd s abplLquy

' s990110e4d pue saloljod palipow pasodold,
89S aseg|d "uolsuadsns ay} Jo} poLiad awl 19s
OU S| 818y} ‘JOASMOY ‘S8OUE)SWINDIIO [ENPIAIPU
JI8Y} UO JBWO)SND 8y} YIM syiom abpuqul
-goue)sisse jJuswAed Joy Ayjiqibije s Jewoisno

e JO Juswssesse Jo Aouabe aoue)sisse [e1o0s

B WOJj UOIIedIIIou S| 818y} JI papuadsns S| uoljoe
UOoNOBUUODSI] “S|NJ SIY} JO JUd)UI Y} }Jo8W
sooNoeld pue saloljod Juanno s abplLquy

‘'sAep

L Z 10 pouad e 1o} uoljoe uoIi}o8uUoISIp
puadsns jsnuw JongLysip ayj ‘[iq

Jayy Aed Jswoisno ay) djay 03 aosue)sisse
abuelse 0} Bundweye ase Aayy Joynquisip
B SOSIApPE ‘S821J0U Uoi}dauuodsIp Aue
919981 0] Jawoisnd ay} Aq pajeubisep
uaaq Ajsnoinaid pey oym ‘Aued paiyy e
‘poliad 82130U UOIIDBUUOISIP Y} Bulnp ‘)

‘Aousbe ayy woly uoneoynou Bulaleoal Jaye
sAep |z Jo pouad e 1o} uoioe Uo)I8UUoISIp
puadsns 1snw JOINQUISIP 8y} ‘@oue)sisse
wawAed ||iq 1oy o|qibie sI Jawo)snd
[enuapisal e Jayloym Buissasse ale Aay)
Joinquisip e sasinpe Aousbe adIAIss [e100s
Jo Aouabe Juswuianob ‘Ajueyo palelsibal

e ‘pouad 8o1j0u UoPBUUISIP 8y} Buunp |

sao1oeud
pue saloljod paljipow pasodold

sao11oe.d pue saloljod bunsix3

sioinglisiag A1o11o8|3
10) S9|NYy 9JIAISS I2WO0lsSN)

"Jusulwwl sI JuswAed JI UOIOBUUODSIP PIOAER UED SIOINLISIP puUB Slawolsn)

:uonoe uonodauuodsip Buipuadsns 'qg

Alessadau 1ou SI 1oop ay) 1e sjuswAed

pJeo JIpalo Bulayo jey) saaaljeq abpuqul
‘uswAed e abuelse 0] syuiod yonoj abpuquy
yum saniunuoddo / ale a1ay) ‘UonoauuoosIp
Buipuad pue siealle ul JBWO)SND B 10} ey}
19B] 9Y] pue uondo juswAed pJed upald ay)
10 AJljIgejieAe ay} uaAls) “uondo siy} 8sooyd
PINOM JBey} SJaWo)sno JO Jagquinu ay} uo
Buipuadep uol|jiw G $ JO SSOIX8 Ul 8q P|NOD
yoiym ‘passaooid sjuswAed ayj Jo Junowe
ay} Jo 9%z Ajerewixoidde je jueoyiubis

aq pjnom siahedajel ay} 0} 1S00 ay}

(bres

Hvao 8y} ul sisixa Apeslje oLjow siy])
2wl 3yl JO 94G8 1UswWaaibe Juswabeuew
slealre ue ojul Buuajua 1o ||ny

ul JuswAed Jo sAep ssaulsng 0M] UIYUM




EB-2010-0280

Enbridge Submission

Appendix A

~
~

‘panssi aq [|Im 821j0u
JNoy g Mmau e asIMIBY]0 ‘AjajeIpawiwl 1nd20
[|IM UOI}O8UUOISIP ‘DAI}0843 ||1I1S SI 8210U
Inoy gy ay} pue sasdeld uoisuadsns ay} Jo
poliad awi} 8y} J| "9|NJ SIY} JO JuSjUI BY} J9BW
soonoeud pue saioljod Jualnd s abpLqug

' seonoeud

‘ureBbe aouo ssa20.4d 8y 1e)s pue
921]0U UOI}98UUOISIP MU B anssl jsnw
Jongusip ey} ‘uoisuadsns ay) Jo Bunyi
8y} JO 921)0U 8y} JO 8)ep 8y} WoJ) shep
| UIYJIM JN220 JOU SS0P UOI}08UU0ISIP

J| "uoisuadsns e Jo Bunyi| 8y} Jo souenss|
S1I JO SABp || UIYIM 821]0U UOI}O8UU0ISIP
8y} UO 108 JShW JoJNQLISIP VY




EB-2010-0280

Enbridge Submission

Appendix A

AN
-—

pue buiuies 0} seyepdn pue waisAs ayy

0} sejepdn asinbau |Im sabueys yong -junowe
ploysaliy} 8y} JOAO S| Jisodap Ajunoas ay) sso|
‘BuIMmo Junowie Jau ay) JI panssi g AJuo pjnom
SUOI}OBUUOISIP pUE S821}0U UOI}08UU0ISIP
‘Ao Jo4 "g|nJ siy} Jo Jusjul 8y}

sj@aw sIy} s|99) abpliqug "uoPBUUOISIP JO
921J0U UOJ}08UU0ISIp e Buinss| 0} Joud Junowe
ploysaJy) e 0} 1ey; aledwod pue jsodap
Ajunoas oy} JO J8U ‘siealse ayj 8)e|ndjed

S| 8y} aAey 0) abueyd wa)sAs jenualod

B JapISuod pjnom abplqu3 ‘uonippe uj

‘uoleuBWNIoP

ssa00.4d pue Buiuiesy 0y sejepdn pue Wa)sAs
ay} 0} seyepdn aJsinbau |Im sebueyo yong
‘pPapunjal 8q pinoys jisodap ayy §I sullwIB}ep
0] pied Ajn} sI 1 yluow a8y} wo.lj syjuow

Z| Jaye sjsodap AlIN0SS SIOWO0ISND MBIASI
SO 8y} aAey 0} 8bueyd walsAs |enjusalod

B JapISuod pjnom abpliqug ‘uonippe uj

‘uoljejuswnoop ssaso4d pue Buluiely 0}
sejepdn alinbad |Im abueyo e yong ‘JuswAied
-UOU 10} pa10duu0osIp a9IAIas Jiay) Buiney
Jaye ysodap Aunoas e Aed 0} padinbal ale
1By} siowoisno Joj pasodoud Buiaq si abueyo
ON 'Jewo)sno mau e Jo ased ay) ul syjuow
XIS 01 dn Jo pouad e Jano ysodap AjLnoas

e Jo JuswAed ay} Jo} Juswabuelse JuswAied

e 10} MOj|e 0} abueyo ssaoo.d ssauisnqg

B YlIIM Way] 0] Juswadueyus |enuajod

e JapIsSu0d pjnom pue saoljoeld pue saioljod
Jua.Ind s) uieyuiew o) buisodoud si abpliquy

10} sysodap AJlIN0ag “o|NnJ SIY} WO} Jusiaylp
ale saonoelud pue saioljod juaiing sabpuquy

" s9010e1d pue saoljod paljipow

pasodold, 99s asea|d ‘pied Buiaq jisodep
Ajunoss ay) Jo AleslaAluue puodss ay) Jaye
[1'9 JIay} O} }ipaJd € JO WO} 3y} ul }salsjul
UM papunjal aq ||Im aJ1} uo jiIsodap Ajinoas
ay} ‘Auojsiy JuswAed poob e yum sieak

OM} JOJJ/ "O|nJ SIy} JO Judjul a8y} Joaw Ajobie|
soonoeud pue saioljod Juannd s abpLqug

" s90N0eud pue saioljod

paijipow pasodold, 99s ases|d "Alojsiy
wswAed poob yjm Junoooe |eiuapisal
snoinaud e sey Jawoysn) ayy (g) Jo

‘ue|d JuswAed paziioyiny-aid s,86puqul ul
s||0Jua Jawoisny ay) (g) ‘eoualajal Jo Jays| e
sopinold Jswoisny ayy (1) ‘4 panlem aq Aew
sysodap AJlIND8S "S8OURISWNIIID S JBWO0)SND
1By} uo paseq juswabue.e JuswAed o|gelins
B 9UIWJB)ap 0} JOWO)}SNI 3y} Y)IM YIOM

llm @6puqu3 "eyeq aA0aYg JuswAhed aje
ay} Agq anp aJe pue a210Aul Ajyuowi }s.1} 8y}
uo paJ|iq ale sysodap Alunoag “JuswAed-uou
Joj pajosuuoosIp a21AI8s seb J1ay) pey aAey
OUM SJBWOJSNI IO SIBWOISNI MaU JO palinbal
aq Aew sysodap AJlunoag "J1oWOISNI 92IAISS
seb |enuapisal e 9q 0} SOSEAD JOWO0}SNI

ay) awi} 8y} Je siealse Buipueisino Aue JoA0o
0} pue awi} uo pred ale s||iq Ajlyluow jey)
alnsus 0} sI sodap Ajinoas e Jo asodind
3yl "o|nJ SIy} Jo Judjul 8y} 198w Ajoble)
sooljoeld pue saloljod Jualnd s abplLquy

‘yiuow-z | e Jano uondwnsuod
Alyiuow abelane sJaawoisno |eluapisal y

JuswAed

Juswijelsul 1s.1} 8Y) Jo Aiesianluue

1841} 8y} Jaye Jeah ayy buunp jsodap
AJLIND8S 8y) JO M3IABI B 8( 1Shw a1ay |

‘Syjuow XIs jse9| e

JBAO sjuawejsul |enbas ul ‘siealle jsuiebe
paljdde usodep e Jo Juswaoe|dal e 1o
usodap AlINoas e ul asealoul ue ‘Jisodap
palinbai e Aed ued siawoIsSNo |eluapIsay

saol1oe.d
pue saldljod paljipow pasodoud

soonoeid pue saloljod Bunsix3

sloinguisig A)o11199|3
10} S9Ny 92IAI8S Jaw0isn)

‘Aloisiy JuawAed poob yym papunjal/paniem aq isnu (1) pue ‘spuawieisul ul piedal Jo pied aq
Aew (11) {panssi 8q ueD 82130U UOI}DBUUOISIP B 810)aq sablieyod seb o0} palidde aq isnwi (1) :syusodep Ajinoag :siisodaqg A1unoas 9




EB-2010-0280

Enbridge Submission

Appendix A

™
-—

‘uoljejuawnoop ssao0.d

" s90noeud pue saioljod palyipow pasodold,
99Ss 9sed|d ‘JuswAed-uou 10} pPa}OBUUOISIP
udaQ Sey Junod9e ay} o syjuow

2 10 pouad e 1o} Buipuels poob ul sI Junosoe
Byl 8J18ym suoljen)is ul Junoooe ue o) palidde
Ajuo ale sysodap Alunoag "Moeq jisodep
awes ay} Joj 1sanbal Juanbasgns e uayy

pue palpalo Isodap Alnoas ay) pey eyl

[IIg B 8AI8231 82110e4d Ul pjINOM SJawolsn)
‘paljdde si )1 @ouo jisodep Ajinoss e

Jo} 1senbal uanbasgns e sjwqgns Auedwo)
3y} Se uoISnjuod JBWOISNO 8sned OS|e [|IM
siy} ‘AjjeuonelsadQ -usodap ayj jo asodind
By} 10U SI YyoIym ‘§palto BulnjoAal JO wo) e
pue sabieyo seb jo juswAedalid e se jyisodap
AJIN08s J1y) SN SJBWOolSnd a1aym uonenys
B 9]Bald |IM SIY ] "Jawolsnd ay) J0j Jjauaq
8y} 0] JOU S| panss| Sl S821]0U UOIID3UU0ISIP
B a10joq Buimo sjunowe jsuiebe

susodap Ajnoas Buifjdde 1ey) sanalaq
abpuquy -sabieyo seb 1o} sjuswAedaid jou
ale sysodap Aundoag 'ajnJ SIY} Wody Jualayip
ale saonoelud pue saioljod juaiing sabpuquy

‘'slewoisno s,8bplquy Aq peydesoe

aq 10U ||Im yoeoudde jisodap Ajunoas g|geliea
e ‘ooualladxa uo paseg -uiebe susodep
Ajunoas ajel je)) Aldde 0} abueyd wajshs

e pajuswsa|dwi abpliquz ‘ynsal e se pue
sjuie|dwod Jawolsno Juedlyiubis ul paynsal
obueyo siy] uondwnsuod Ajyluow abelone
S _J2WO0)SNO 8y} UO paseq paje|ndjed sem
yoiym pajuswejdwi sem jusodaq Alunosg
a|geLeA e ‘600z ul pajuswajdwi sem

SO mau ay) uaypn “Aaljod ysodeq Ajinosg
ajel je|} e palsjsiuiupe shkemje pey Auedwo)
ay} ‘walsAs g|n Aoeba sy u) "uondwnsuod
[eal0)sIy 8y} Jo sso|piebal ‘0Gz$ Jo ajed ey}
B SE paJa)siulupe ale S1awojsno |eiuapisal

"SYjuoW XIS }Sed| Je JoA0
sjuawij|elsul jlenba ul Aedai 0) pamoje

aq pue ‘Usodap Aunoas ay) Aedals 0} aney
Aew Jawoisno ay) ‘siealie Aue jsuiebe
paljdde usaq sey jisodap A1IN28S B UsYpA

"JAWO}SNO |enuapisal
B 0} panss| 89 UEd 2130U UOI1}O8UU0ISIp

e alojoq Buimo sjunowe Aue

JBA0D 0} JUBIOIYNSUI 8 pue Siealle Aue
1suiebe pajdde aq jsnw sjisodop Ajlinoag

‘Isodap AjInoss e Joy

109||00 UBD JoJNQUISIP B JUNOWE wnwixew
ay} 9)e|nojed 0} pasn aq sAem|e jsnwi
‘sieak om) ise| ayj ul polad aAlNDaSU0D




EB-2010-0280

Enbridge Submission

Appendix A

<
-—

‘uoljeuswWINOopP
ssa004d pue Buiuies; 0} seyepdn

pue wajisAs ay) 0] seyepdn alinbau |Im
sebueyo yong -iaje| shep | aoe|d aye} |[Im
swabuelie JuswAed ayj Jo uone|@ouURd 8y}
18yl way) Buisinpe Juswabuele JuswAed e
uo JuswAed e ssiw Oym SIawolsnd o) Bunlm
Ul 821}0U uUole||@oued B anss| 0} abueyd
Wwo)sAs B yum way) 0] Juswadueyus |eiuajod
B JapIsSu0d pjnom ing saojoeld pue saloljod
Jua.Ing sy uieyuiew o) buisodoud si abpluquy

oeq

Husodap awes ayj 4o} }senbai Juanbasqgns

e uay) pue palidde jisodep Allinoas

8y} pey eyl ||Iq e aA1998l 82110eld ul

pinom siawojsny -paidde si )l 8ouo ysodap
Ajunoas e Joj }sanbal Juanbasgns e sywqgns
Auedwo) a8y} se uoIsnjuod JBWOISNI dSned
os|e |im siyy ‘Ajjeuonelad -usodap ayy

10 @sodind ayj Jou SI yoiym ‘ypalo Buiajonal
JO w0} e pue 821AI8s seb Jo JuswAedaud

e se Jisodap AjInoas Jiay} 8sn S1awo}snd
aJoym uoljenyis e ajeald |[IM SIy| Jawolsno
8y} JO} JIJouaq 8y} 0} Jou S| panss| sI S8dljou
UOoI}08UU0ISIP B a10jeq Buimo sjunowe
1suiebe syisodep Ajuinoss BuiAdde jeyy
soAsllaq abpluquy "1owo}snd adIAIeS seb
[eluUapIsal B 8q 0} S9Sead JaWO0}SNI a8y} awl}
oy} Je siealie Buipueisino Aue JaA0d 0) pue
awi} uo pied aJe s||iq Alyjuow ey} 84Nsus 0}
s| Jisodep Ajlunoss e Jo asodind ay) ‘enoqe
payjuspl sy "9|NJ SIY} WoJ} JUSIajp ale
soonoeud pue saloljod Jualno s abplquy

‘Aloysi1y Juswebue.lse JuswAed uo Buipuadeap
‘siealle Ul SIBWoIsSno [|e 0] palayo

aJle sjuswabuelle JuswAed ‘saouBISWNIID
[eNpIAIpUI S JBWOISND 8y} UO paseq
wswabuele JuswAed ajgelns e aulwia}ap
0] SJoW0ISNO UM Iom [|im Auedwo)

ay] -ebpuqu3 Joj Josal jse| e skemje

S| 92IAJ8S seb Jo uo1PBuUoISIq "SJawo}snd
0] a|qejieAe swelboid Juswasbeuew sieale
soyew abplqug "o|nJ SIYy) JO JUdJUI BY) }JoBW
soonoeud pue saoljod Jualno s abpliquy

"Juswoalbe JuswAed siealle ue
ojul Bulislus aioyaq Buimo sjunowe ay)
0} palidde aq jsnw usodap Ajnoas Auy

‘'safieyo ANo1309|8 ay) 0}

Ajuo Aldde sijuswpuswe asay) ‘sabieyo
JBYJ0 pue Jamas ‘I1ajem 109|090 os|e

OyM sJolngusIp JO aseo ay) u| “sabieyd
AoLoaje Jisy) Aed 03 sjgeun Jawoisno
|[enuapisal Aue 0] a|gejieae swelbold
Juswabeuew siealle ayew jsnw sai|iN

saol1oe.d
pue saldljod paljipow pasodoud

soonoeid pue saloljod Bunsix3

sloinguisig A)o11199|3
10} S9Ny 92IAI8S Jaw0isn)

‘siealle abie| AIaA Jo uonenwnooe sayebijiw pue
UOI}D8UUOISIP PIOAB ABW SJ0INQUISIP PUB SJawolsnd yoiym Aq swue) apinoid swelboud asay] :swelboid juswabeuey siealy “/




EB-2010-0280

Enbridge Submission

Appendix A

o)
—

‘Aep ,01 8y}

uo pajjeoueo Buleq Juswabuelle juswAed
ay} yum Jaje| sAep g ||eo Juanbasqgns

B uay) ‘passiw si JuswAed e Jaye

Aep | sJawoisno 0} [|ed Japuiwal A|puslly
e soanss! Ajjuaing abpuquy -juswAed
passiw sJi} 8y} Jaye sAep Q| pa|jeoued
uswabuelle JuswAed ay) sey eyl aulowi
B U0 pa}09||09 Ajjua.ind ale syuswabuelie
JuswAed -ajnJ Jo jusjul ay) 108w Ajeble|
soonoeud pue saoljod ualnod s abplquy

"*S9OUBISWINDIID JI8Y) UO paseq
SJBWO}SND Ym Miom 0} Aljige s Auedwon
3y} Jlwi| pP|N0O2 9|NJ B YONS pue SIawo}sno

ypim Buijiom usym mou 9|qixs|} alow

sI Auedwo) ay) ‘sajeindiys ajnJ siy} uay}
Apuanbaly aiow sjuswabuelle JuswAied
Jajjo |IIm 86pliqu3 Jey) usAIb ‘uonippe

U] "JayuN} UBAS SaAjeswWay) Bulpuaixaiano
Ajlenusalod sajowold pue Jswoisno ay} 1oy
196pnq [eioyie ue sajeald pue wis) Jabuoj

9} JOA0 JaW0)SNd ay) JO 1salalul 1Saq ay} ul

10U sI sjuswabuedle JuswAed 1o} saulwI}
Buisodwi 1eY) saAaljeq abpuqug leak e
ul sjuswabuedle juswAed a|diynw Joj moje

OS|e ||IM PUB S92UBJSWINJIID S JBWO0)SnI Jey)

uo paseq Juswabue.ie JuswAed a|gejins
B 9UILWIB}ap 0} JOWOISND 8y} YUM HIOM
[ aBpLiqug ‘yunowe Aue 1oj siealle ul

S| JowoIsSNd B J| "9jnJ SIyY] JO Judlul 8y} }9aW

soonoeud pue saoljod Jualno s abpliquy

*JAWOISNO Yoea JO S9OURISWNIIO [ENPIAIPUI
ay} uo paseq pabueule ale syuswabuelie
uswAed jo yibus| pue syjuswalinbai
swAed umo@ "o|nJ SIy) JO JUBUI BY] }198W
soonoeud pue saoljod Jualno s abpliquy

"8]ep uolje||eoued 8y} 8104aq
[In} ul sAed Jawo}sno ayj §i pajejsulal 8q
}snw Juswaalibe ay) pue ‘paj|eoued aq
ued Juswaalbe ue a10}8q 821j0U UBJILIM
sAep Q| uaAIb 8q jsnw siawolsn)

"90UO0 uey)
alow jusawAed ||igq Juaind 1o JuswAed
slealie a8y} UO S)Nejap JaWoisno e

J1 Juswaalbe ay) |9oued ued sioNguisig

"'syjuow Q| sIjunowe Buluiews.

ay} Aed o0y swiy Jo yibus| wnwiuiw

ay} ‘quswAed umop pue jisodap AjlInoes
ay) buiA|dde Jaye |1g Alyjuow abelone
JI9Y] 901M] UBY) 8J0W SBMO JBWOoISNI B J|

‘syjuow aAly si Junowe Bululewsa.

ay) Aed 01 swn Jo yibus| wnwiuiw

ay} ‘quswAed umop pue jisodap AjLInoes
ay) buiA|dde Jaye 19 Alyjuow abeisne
J18Y) 90IM] UBY]} SSO| SOMO JaW0)sno B J|

"Juswoaalbe Juswabeuew

sJealle ue ojul Buuejus uaym (sabieyo
uoljoBUU02al Se yons sabieyo aolales
Jayjo Buipnjoul jou) sabieyd juswAied
aje| paje|nwnooe Aue snid siealle

oy} Jo %G| 01 dn Jo juswAed umop

e @yew 0} palinbai agq Aew slawoisny




EB-2010-0280

Enbridge Submission

Appendix A

©
-—

"uoljejudaWNoOOop ssaoo.d

pue Buiuies; 0} sejepdn pue waisAs ayy

0} sejepdn aJinbau |Im sabueyd yong ‘unodoe
ay} Joy Ayjiqisuodsad ay} Jano spuie|dwod
aonpal |Im AlljIgejunoooe Jea|d) uoljewloul
|jeuosiad Jivay} yum Auedwod sy psoejuod
10U SBy JUBUS) MU B 1By} JUBAS 8y} Ul JO

N0 panow sey jueud) e Jaye Auadoud Jiay) 1e
sobieyd ay) Joyj Ajjigisuodsal swnsse plojpue|
ay} aAeY 0} sjuswaalbe plojpue| ojul Jajua

0} Buisodoud sI Auedwon ay| ‘seiuadoid
pJojpue| jo Buipuey ayy 0} abueyo jenualod

B J9pISU0d pjnom ing saoijoeud pue saioljod
1Ua.Ind sy uieyuiew o) buisodoud si abpliquy

3y} ul 0B [m Juno22Ee By} 81aym SpJojpue)
awos yym aoejd ul ale sjuswabuelry
‘Apadold ayj Jo UoIOBUUODSIP PIOAE

0} pJojpue| ayy wouy Auadolid ay) je sabieyo
alnjny Jenooal 0y Jdweye [im abpliqug

uay} ‘Aued ul-eAow Ou SI 848y} J| “Jawoisnd
wanbasqgns Aue jou ‘Jawoisno jey} woulj
sobieyd asoy) Janooal 0} sjdwane Auedwo)
3y} ‘Jlun |ejual B JO IN0 SBAOW JUBUd)

B UBUAA "O|nJ SIY} JO Judjul 8y} Joaw Ajobie|
soonoeud pue saioljod Juannd s abpLqug

‘Ajoanoeoud Buneosiunwiwoo

J0U s1swoisnd Joj Auedwo) sy} 0} ysu
ueoiubIsS ppe pue suoljoesuel} pajepyoeq
ul 8sealoul ue Ul }nsal os|e pjnom abueyd
Siyl "sesiwald JO JnO pue ul SIBWOo}Sno
Buinow jo ssao0.d ay} 03 uonesldwod

pue awi} Juedyiubis ppe pjnom Jawolsno

8y} WoJ} uoljewyuod uapum buiuielqo
"Josal )se| e 8q p|nom asiwald sy}

Bunoo -eouspuodsaliod Jo siabuey Joop
Jo asn ay} ybnoly) asiwald ay) 1e uoljewloul
S, J9WO)ISND 8y} S)epl|eA 0} spew ale
sydwayy ‘ssalppe ay} 0} panss| ale s||iq pue
pajeald si juednddQ JaumQ, JO dweu ay} ul
Junodoe ue ‘Auedwo?) 8y} pajoejuod Jou sey
Aued ul Buinow ay) pue ‘enow Buipuad e jo
Auedwo) ayj painou sey JaAme| J1ay) 1o 1o
Buinow Jowoysno e §| ‘}senbal s swoisnd
Aq 1o (8now e Jo JusAs ay) ul) JoAme| salled
Jayyie woudy s1ans| siakme| ein pauado

dJe SJUN0J2OE MBN 9|NJ SIY} WOJ) Juslayip
ale saonoelud pue saloljod jualino sabpuquy

"JUNODJE SJUBUSd) B JO dINSO[D
ay} Jaye adIAIes panunuod Joj buifed

Jo} Ajljiqisuodsal sawnsse Ajjesijewolne 0}
saalbe plojpue| ay} aJaym juswaaibe ue
ojul Jeyua Aew plojpue| e pue Joynqguisip v

"JUnoook By} Jo} AjljiIqisuodsal

awnsse 0] bunlum ul pealbe sey uosiad
1By} ssajun ‘piojpue| ay} Buipnjoul ‘uosied
Jayyo Aue wouy sabieyd aininy JoA0DDl

0} Y99S JouUBd SI0INQUISIP ‘lun |ejual

B JO JNO SBA0W JBWO}SND JUBUS) B USUAA

"JAWO)SNO B 8W099( 0}
Bunum ul peaibe sey oym uosiad e woly
sobieyd Janodal Ajuo ued sionNgLysiq

"Junoooe
ay} Jo Buluado ay) 0} Jow0}SNO Mau

3y} JO Jleyaq uo saibe ued Asuiony Jo
Jamod yim uosiad 1o J0}I01|0S B ‘IoAaMOH
"J18)19| 8y} Jo sAep G| uIyym Junodoe

ay} Jo Buiuado ay) panoidde jou sey Jesn
MaUu 8y} Il dn 18s 8 JOU ||IM JUNOJJE BY |
"Juno2oe ay} Jo Buluado ayy Jo sAep G|
UIYlIM J3Sh mau ay] 0] Juds oq I1snwl Ja)19)
e ‘Aued paiy) e wolj 1sanbal e uo paseq
JUN02oE Mau e suado Jonquisip e J

saol1oe.d
pue saldljod paljipow pasodoud

soonoeid pue saloljod Bunsix3

sloinguisig A)o11199|3
10} S9Ny 982IAI8S Jaw0isn)

WI0J} SI0INQLIISIP pUB S1aWo)sno s108)04d pue JuswWwaA|oAul Aled paiy) 8AONIISU0D Woddng

"sBulpue)sIapunsiw pue pneuj
:SIUN0J2Y JawWo1sn) Jo 1uswabeue ‘g



EB-2010-0280

Enbridge Submission

Appendix A

N~
—

suonsabbng 10 sjuswwo)d

“UOI}02UU0DSIP
PIOAB 0] JUBUS) JOU SI 818y] JI pJojpue| ay)
0] pa||iq sebJeyd pue piojpue| ay) Jo sweu




Customer Assistance

ENBRIDGE

Customer Assistance

If you have a problem or concern, contact us and we'll do
our best to resolve it quickly and conveniently.

STEP 1: Give Us a Call

Our Customer Service Representatives (CSRs) are trained to
help with your concerns and questions.

In most cases, they'll have the answers you need.

Contact us directly by:

Telephone

Reason Number

You smell gas or have an emergency. 1-866-SMEL-
GAS (1-866-
763-5427)

You have questions about your billing 1-877-Enbridge

information, or you have concerns about (1-877-362-

an inspection or a gas meter. 7434)

Mail

If you'd prefer to write to us, please include a written
summary of your problem and your full name, address and
telephone number.

If you send more than one letter, please include your
contact information on each one.

Our address is:

Customer Resolution
500 Consumers Road
North York, ON

M2] 1P2

STEP 2: Ask to Speak to a Supervisor

If you feel that your problem has not been appropriately
resolved by one of our CSRs, please ask to speak to a
manager or supervisor.

The CSR will arrange for a manager or supervisor to contact
you within 48 hours to discuss your situation.

The supervisor or manager will work with you to resolve
your issue.

STEP 3: Contact our Customer Ombud
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Related Links
Helping you get the
assistance you need is
important to us. Watch our
video.
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Customer Assistance

If after speaking with a CSR and a supervisor, you feel that
your inquiry has not been appropriately addressed, you may
contact the office of the Ombud to speak to a member of our
team. The office of the Ombud will contact you to confirm
receipt of your information—in most cases within 48 hours—
and will review your issue as soon as possible.

You may contact a member of the Ombud team directly via
telephone or email at:

Mail Debbie Boukydis, Customer Ombud
P.O. Box 650
Scarborough, Ontario
M1K 5E3

Email ombud@enbridge.com

Telephone  416-495-6155
Toll Free 1-866-817-6836
Fax 416-495-5021

Claim Inquiries: Any claims issues that may be subject to
a claim inquiries that have not already been sent to the
Enbridge Claims Department will be forwarded to the
Enbridge Claims Department. A member of the Enbridge
Claims Department will contact you directly to review your
issue as soon as possible. Once the Enbridge Claims
Department has reviewed the issue and made a decision,
you still have the option to have it reviewed by the office of
the Ombud.

STEP 4: Contact the Ontario Energy Board

If you've followed the above steps and your problem has not
been resolved, please contact the Ontario Energy Board
(OEB).

To contact the OEB, go to www.oeb.gov.on.ca.
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