
500 Consumers Road Shari Lynn Spratt 
North York, Ontario Supervisor Regulatory Proceedings 
M2J 1P8 Telephone: (416) 495-5499 
PO Box 650 Fax: (416) 495-6072 
Scarborough ON M1 K 5E3 Email: EGDRegulatoryProceedings@enbridge.com 

February 17, 2011 

VIA RESS, E-MAIL & COURIER 

Ms. Kristen Walli 
Board Secretary 
Ontario Energy Board 
2300 Yonge Street 
2ih Floor 
Toronto, Ontario 
M4P 1E4 

Dear Ms. Walli: 

Re:	 Ontario Energy Board File No. EB-2010-0280 
Customer Service Amendments to the Gas Distribution Access Rule 
Submission of Enbridge Gas Distribution Inc. ("Enbridge"l 

On January 20, 2011 the Ontario Energy Board ("Board") issued a letter seeking input 
in assessing the need for developing customer service standards for natural gas 
distributors. 

As per the Board's instructions attached please find Enbridge's submission. This 
submission is being filed through the Board's Regulatory Electronic Submission 
System. 

Please contact the undersigned if you have any questions. 

Yours truly, 

~ 
Shari Lynn Spratt 
Supervisor Regulatory Proceedings 

Attachment 

cc:	 Mr. David Stevens, Aird & Berlis (via email) 
All EB-2010-0280 Interested parties (via email) 



 

EB-2010-0280 
Consultation on Customer Service Standards for  

Natural Gas Distributors  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

SUBMISSIONS OF 
 ENBRIDGE GAS DISTRIBUTION INC.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

February 17, 2011 



Filed:  February 17, 2011 
EB-2010-0280 

Enbridge Gas Distribution Submissions 
Page 1  

 

SUBMISSIONS OF ENBRIDGE GAS DISTRIBUTION INC.  

IN RESPONSE TO THE FIRST PHASE OF THE CONSULTATION ON CUSTOMER 

SERVICE STANDARDS FOR NATURAL GAS DISTRIBUTORS  

1. 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.   

A. Overview 

2. 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.   

3. 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.   

4. 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.   

5. 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.   

6. 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.   

7. 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).   

8. 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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9. 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.  

 

10. 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.     

11. 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.      

12. 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.    

13. 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.   

14. 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. 

B. OEB-regulated new customer service rules are not required  

15. 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? 

16. 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.    

17. 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.   

18. 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.     

19. 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.1   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).   

20. Similarly, the Board’s public records (as set out in the April to June 2010 Consumer 

Snapshot2) 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.3  

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

                                                
1
 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  

3
 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
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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”.4     

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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25. 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.   

26. 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.   

27. 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).    

28. 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.   

29. 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.     

30. 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.   

31. 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.   

32. 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.   

33. 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.   

34. 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.  If, 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.   

35. 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”.   

 

36. 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.  

 

37. 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 



Filed:  February 17, 2011 
EB-2010-0280 

Enbridge Gas Distribution Submissions 
Page 10  

 
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.   

 

38. 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.   

39. 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. 

 

40. 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).5  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.   

   

41. 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&objID=733&PageID=0&cached=true&mode=2&userID=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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42. 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).    

 

C. Enbridge’s current customer service policies and practices   

43. 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. 

44. 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.  

45. 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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(a) 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.   

(b) 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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(c) 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 billing 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. 

(d) 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. 

(e) 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.   

(f) 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.   

(g) 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; 

(ii) 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.    

(h) 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.  

D. Next Steps 

46. 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.   

47. 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.   

48. 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 
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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.   

49. Enbridge would be pleased to answer any questions about these submissions and other 

matters related to this consultation process.     
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 t
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n
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n
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 c
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 c
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 c
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c
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c
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 d
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 d
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c
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c
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 d
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 d
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 c
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c
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 p
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 p
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c
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c
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 p
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c
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ro
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 s
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 p
e

ri
o

d
 f

o
r 

a
ll 

a
c
ti
o

n
s
 i
n

 
d

e
b

t 
(s

u
b
je

c
t 
to

 a
n
y
 c
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 c
u
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e
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h
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s
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e
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v
e
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b
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d
 b

y
 a

n
 

a
m

o
u

n
t 
e
q

u
a
l 
to

 o
r 
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c
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v
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 c

u
s
to

m
e
r 

h
a
s
 

th
e
 o

p
ti
o

n
 o

f 
re

c
e

iv
in

g
 a

 c
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 c
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 l
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 c
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 c
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 c
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 d
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 c
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 c
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 c
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b
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n
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b
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o
n
 a

 s
e

p
a
ra

te
 b

ill
. 

 
 T

h
e
s
e
 r

u
le

s
 d

o
 n

o
t 

a
p
p

ly
 w

h
e
n

 a
 

d
is

tr
ib

u
to

r 
h

a
s
 u

n
d

e
r-

b
ill

e
d
 o

r 
o

v
e

r-
b

ill
e

d
 

a
 c

u
s
to

m
e
r 

b
u
t 

is
s
u

e
s
 a

 c
o

rr
e

c
te

d
 b

ill
 

w
it
h

in
 1

6
 d

a
y
s
 o

f 
th

e
 d

a
te

 t
h

e
 i
n

c
o
rr

e
c
t 

b
ill

 w
a

s
 i
s
s
u
e

d
. 
 

 

a
rr

a
n
g

e
m

e
n
t 

b
a
s
e

d
 o

n
 t
h

a
t 

c
u

s
to

m
e

r’
s
 

c
ir
c
u

m
s
ta

n
c
e

s
. 
 E

n
b
ri
d
g

e
 w

ill
 a

llo
w

 f
o

r 
a

 
p

a
y
m

e
n
t 

a
rr

a
n
g

e
m

e
n
t 
o
f 

u
p
 t
o

 t
h

e
 a

m
o

u
n

t 
o
f 

ti
m

e
 t
h

e
 c

u
s
to

m
e

r 
w

a
s
 u

n
d

e
r-

b
ill

e
d
. 

          A
m

e
n
d

m
e

n
ts

 t
o

 t
h

e
 R

e
ta

il 
S

e
tt

le
m

e
n
t 

C
o

d
e

 
s
e

c
ti
o
n

s
 7

.7
.8

 a
n
d

 7
.7

.9
 r

e
fe

r 
to

 t
h

e
 p

a
y
m

e
n
t 

o
f 

in
te

re
s
t 
o

n
 o

v
e

r-
b

ill
in

g
 a

n
d

 b
ill

in
g

 o
f 

in
te

re
s
t 

o
n
 s

it
u

a
ti
o

n
s
 w

h
e
re

 E
n

b
ri
d

g
e

 h
a

s
 u

n
d

e
r-

b
ill

e
d
 

c
u

s
to

m
e

rs
. 
 E

n
b
ri
d
g

e
 c

u
rr

e
n
tl
y
 d

o
e

s
 n

o
t 

c
h

a
rg

e
 i
n
te

re
s
t 
to

 c
u
s
to

m
e

rs
 i
n

 t
h

e
s
e

 
c
ir
c
u

m
s
ta

n
c
e

s
, 

n
o
r 

d
o
e

s
 i
t 

p
a
y
 i
n

te
re

s
t 

a
s
 a

 
p

ra
c
ti
c
e
. 

 A
m

e
n
d

m
e

n
t 
to

 t
h

e
 R

e
ta

il 
S

e
tt

le
m

e
n
t 
C

o
d
e

 
s
e

c
ti
o
n

 7
.7

.1
0
 r

e
fe

rs
 t

o
 r

e
q

u
ir
e
m

e
n
ts

 t
o

 
a

d
v
is

e
 c

u
s
to

m
e
rs

 o
f 
m

e
te

r 
e
rr

o
rs

 a
n
d
 t

h
e
ir
 

ri
g

h
ts

 u
n
d

e
r 

th
e
 E

le
c
tr

ic
it
y
 a

n
d

 G
a

s
 I

n
s
p
e
c
ti
o

n
 

A
c
t 
(C

a
n
a

d
a

).
  

E
n

b
ri
d
g

e
 c

u
rr

e
n
tl
y
 o

n
ly

 
a

d
v
is

e
s
 t

h
e
 c

u
s
to

m
e
rs

 o
f 

th
e
s
e
 r

ig
h

ts
 i
f 

a
s
k
e

d
 

b
y
 t

h
e
 c

u
s
to

m
e
r 

in
 d

is
p

u
te

 o
f 

a
 b

ill
in

g
 

a
d
ju

s
tm

e
n
t.
  

P
le

a
s
e

 s
e

e
 “

P
ro

p
o

s
e
d
 m

o
d
if
ie

d
 

p
o
lic

ie
s
 a

n
d

 p
ra

c
ti
c
e

s
”.

 

                       In
 a

d
d

it
io

n
, 
E

n
b
ri
d
g

e
 w

o
u

ld
 c

o
n

s
id

e
r 

a
 p

o
te

n
ti
a

l 
s
y
s
te

m
 c

h
a
n
g

e
 t
o

 i
n
c
lu

d
e

 c
o

rr
e

s
p
o

n
d

e
n

c
e
 o

r 
a

 
b

ill
 i
n

s
e
rt

 i
n

 c
ir
c
u
m

s
ta

n
c
e

s
 w

h
e
re

 a
 m

e
te

r 
e
rr

o
r 

w
a

s
 d

e
te

c
te

d
. 
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4

. 
E

q
u

a
l 

P
a

y
m

e
n

t 
&

 E
q

u
a
l 

B
il

li
n

g
 P

la
n

s
: 

 O
f 

b
e

n
e
fi
t 
to

 c
u

s
to

m
e

rs
 (

e
a

s
ie

r 
to

 b
u

d
g
e

t)
 a

n
d
 d

is
tr

ib
u

to
rs

 (
c
u

s
to

m
e

rs
 m

o
re

 l
ik

e
ly

 t
o

 
p

a
y
; 

c
o

n
s
is

te
n

t 
c
a

s
h

 f
lo

w
).

  
C

u
s
to

m
e

rs
 c

a
n

 c
o

-o
rd

in
a

te
 d

u
e

 d
a

te
s
 w

it
h

 r
e
c
e

ip
t 
o
f 

in
c
o
m

e
. 
 R

e
v
ie

w
 a

n
d

 r
e
c
o

n
c
ili

a
ti
o

n
 p

ro
c
e

d
u

re
s
 

p
ro

te
c
t 

c
u

s
to

m
e

rs
 f
ro

m
 s

ig
n

if
ic

a
n
t 

o
v
e

r-
 o

r 
u
n
d

e
r-

b
ill

in
g
. 

  C
u

s
to

m
e

r 
S

e
rv

ic
e

 R
u

le
s

 f
o

r 
E

le
c

tr
ic

it
y
 D

is
tr

ib
u

to
rs

 

 E
x

is
ti

n
g

 p
o

li
c

ie
s

 a
n

d
 p

ra
c

ti
c
e
s

 
 P

ro
p

o
s
e

d
 m

o
d

if
ie

d
 p

o
li

c
ie

s
 a

n
d

 
p

ra
c

ti
c
e
s
 

D
is

tr
ib

u
to

rs
 a

re
 r

e
q

u
ir
e

d
 t
o

 o
ff

e
r 

a
ll 

re
s
id

e
n

ti
a
l 
c
u

s
to

m
e
rs

 r
e

c
e

iv
in

g
 s

ta
n
d

a
rd

 
s
u

p
p

ly
 s

e
rv

ic
e

 t
h

e
 o

p
ti
o

n
 t

o
 j
o

in
 a

n
 e

q
u

a
l 

m
o

n
th

ly
 p

a
y
m

e
n
t 

p
la

n
. 

     O
n

ly
 c

u
s
to

m
e

rs
 t

h
a
t 

a
re

 i
n

 a
rr

e
a
rs

 a
n
d

 
h

a
v
e

 n
o

t 
e

n
te

re
d
 i
n
to

 a
n
 a

rr
e

a
rs

 p
a
y
m

e
n
t 

a
g
re

e
m

e
n
t 
m

a
y
 b

e
 r

e
fu

s
e

d
 a

n
 e

q
u

a
l 

m
o

n
th

ly
 p

a
y
m

e
n
t 

o
p
ti
o

n
. 
 

  C
u

s
to

m
e
rs

 c
a

n
 j
o

in
 e

q
u

a
l 
m

o
n
th

ly
 

p
a
y
m

e
n
t 

p
la

n
s
 a

n
y
 t
im

e
 o

f 
th

e
 y

e
a
r.

  
               

E
n

b
ri
d

g
e

’s
 c

u
rr

e
n

t 
p

o
lic

ie
s
 a

n
d

 p
ra

c
ti
c
e
s
 

m
e

e
t 
th

e
 i
n

te
n
t 

o
f 

th
is

 r
u

le
. 
 E

n
b
ri
d
g

e
 o

ff
e
rs

 
c
u

s
to

m
e

rs
 t

h
e
 B

u
d
g

e
t 
B

ill
in

g
 P

la
n
 (

“B
B

P
”)

, 
w

h
ic

h
 i
s
 a

 p
ro

g
ra

m
 t

h
a
t 
h

e
lp

s
 s

p
re

a
d
 a

n
n

u
a

l 
g

a
s
 c

o
s
ts

 e
v
e

n
ly

 t
h

ro
u
g

h
o

u
t 
th

e
 y

e
a
r.

 T
h

is
 

p
la

n
 i
s
 n

o
t 
c
u

rr
e

n
tl
y
 o

ff
e

re
d
 t

o
 n

o
n

-h
e
a
ti
n

g
 

c
u

s
to

m
e

rs
, 
g

iv
e

n
 t

h
a
t 
th

e
ir
 c

o
n
s
u
m

p
ti
o
n

 i
s
 

re
la

ti
v
e

ly
 f

la
t 

a
ll 

y
e

a
r 

lo
n
g

. 
 E

n
b
ri
d

g
e

’s
 c

u
rr

e
n

t 
p

o
lic

ie
s
 a

n
d

 p
ra

c
ti
c
e
s
 

m
e

e
t 
th

e
 i
n

te
n
t 

o
f 

th
is

 r
u

le
. 
 C

u
s
to

m
e

rs
 i
n

 
a

rr
e

a
rs

 a
re

 n
o
t 

c
u
rr

e
n
tl
y
 e

lig
ib

le
 t

o
 j
o

in
 t
h

e
 

B
u

d
g

e
t 
B

ill
in

g
 P

la
n
. 

P
le

a
s
e

 s
e

e
 “

P
ro

p
o

s
e
d
 

m
o

d
if
ie

d
 p

o
lic

ie
s
 a

n
d

 p
ra

c
ti
c
e

s
”.

 
 E

n
b
ri
d

g
e

’s
 c

u
rr

e
n

t 
p

o
lic

ie
s
 a

n
d

 p
ra

c
ti
c
e
s
 

m
e

e
t 
th

e
 i
n

te
n
t 

o
f 

th
is

 r
u

le
. 
 C

u
s
to

m
e

rs
 c

a
n
 

jo
in

 t
h

e
 B

B
P

 a
n
y
ti
m

e
 o

f 
th

e
 y

e
a
r 

u
p
 t

o
 t
h

e
 

e
n
d

 o
f 

F
e
b

ru
a
ry

. 
 I
f 

a
 c

u
s
to

m
e
r 

c
h

o
o
s
e

s
 t
o

 
jo

in
 t

h
e
 p

la
n
 a

ft
e
r 

F
e
b
ru

a
ry

, 
th

e
ir
 p

la
n
 w

ill
 b

e
 

d
e
fe

rr
e

d
 u

n
ti
l 
S

e
p
te

m
b

e
r,

 t
h

e
 s

ta
rt

 o
f 
th

e
 

n
e
x
t 

y
e

a
r’
s
 p

la
n
. 
 A

ft
e
r 

th
e

 m
o

n
th

 o
f 

F
e
b

ru
a

ry
, 

c
o

n
s
u

m
p
ti
o

n
 d

ro
p
s
 s

ig
n

if
ic

a
n
tl
y
 

a
n
d
 t

h
e
 b

e
n

e
fi
ts

 o
f 
jo

in
in

g
 t

h
e
 B

B
P

 a
t 
th

a
t 

ti
m

e
 a

ls
o
 d

ro
p
 s

ig
n

if
ic

a
n
tl
y
. 

 N
e

w
 c

u
s
to

m
e
rs

 
a

re
 a

u
to

m
a
ti
c
a

lly
 s

ig
n

e
d

 u
p
 t

o
 t

h
e
 B

u
d
g

e
t 

B
ill

in
g

 P
la

n
. 
 W

h
e

n
 a

 n
e
w

 c
u

s
to

m
e

r 
c
a

lls
 i
n

to
 

th
e
 c

a
ll 

c
e

n
tr

e
, 
th

e
y
 a

re
 a

v
is

e
d
 t

h
a
t 

E
n

b
ri
d

g
e
 

h
a
s
 a

 B
u

d
g

e
t 

B
ill

in
g

 p
la

n
 a

n
d

 a
s
k
e

d
 i
f 

th
e
y
 

w
o

u
ld

 l
ik

e
 t
o

 j
o

in
 t

h
e
 p

la
n

. 
  

  

E
n

b
ri
d

g
e
 i
s
 p

ro
p

o
s
in

g
 t

o
 m

a
in

ta
in

 i
ts

 c
u
rr

e
n
t 

p
o
lic

ie
s
 a

n
d

 p
ra

c
ti
c
e

s
 b

u
t 

w
o

u
ld

 c
o

n
s
id

e
r 

a
 

p
o
te

n
ti
a

l 
e

n
h

a
n

c
e
m

e
n
t 
to

 t
h

e
m

 w
it
h

 a
 c

h
a

n
g

e
 

to
 i
ts

 p
o
lic

ie
s
 r

e
la

te
d
 t
o

 a
llo

w
in

g
 c

u
s
to

m
e

rs
 i
n

 
a

rr
e

a
rs

 t
o
 j
o

in
 t
h

e
 C

o
m

p
a

n
y
’s

 B
u

d
g

e
t 

B
ill

in
g

 
P

la
n
. 

E
n

b
ri
d
g

e
 c

u
s
to

m
e

rs
 w

h
o
 a

re
 i
n

 a
rr

e
a
rs

 
a

n
d

 h
a

v
e

 e
n

te
re

d
 i
n

to
 a

 p
a
y
m

e
n
t 

a
rr

a
n
g

e
m

e
n
t 

w
ill

 b
e
 p

e
rm

it
te

d
 t
o

 j
o

in
 B

u
d
g

e
t 

B
ill

in
g

 P
la

n
. 
 

S
u

c
h
 a

 c
h

a
n
g

e
 w

ill
 r

e
q

u
ir
e

 u
p

d
a
te

s
 t
o

 t
h

e
 

C
u

s
to

m
e
r 

In
fo

rm
a
ti
o

n
 S

y
s
te

m
 a

n
d

 u
p

d
a

te
s
 t

o
 

tr
a

in
in

g
 a

n
d

 p
ro

c
e
s
s
 d

o
c
u

m
e

n
ta

ti
o

n
. 
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D
is

tr
ib

u
to

rs
 m

a
y
 r

e
q

u
ir
e

 c
u

s
to

m
e

rs
 w

h
o
 

jo
in

 a
n

 e
q

u
a
l 
m

o
n
th

ly
 p

a
y
m

e
n
t 

p
la

n
 t
o

 
a

ls
o

 j
o

in
 a

n
 a

u
to

m
a
ti
c
 p

a
y
m

e
n
t 

w
it
h

d
ra

w
a

l 
p

la
n
 i
f 

th
e
 b

ill
in

g
 c

y
c
le

 i
s
 l
e
s
s
 

fr
e
q

u
e
n
t 
th

a
n

 m
o

n
th

ly
. 

 
 R

e
s
id

e
n

ti
a
l 
e

q
u

a
l 
p

a
y
m

e
n

t 
c
u

s
to

m
e

rs
 

w
h

o
 p

a
rt

ic
ip

a
te

 i
n
 a

u
to

m
a

ti
c
 p

a
y
m

e
n
t 

a
rr

a
n
g

e
m

e
n
ts

 m
u

s
t 
b

e
 g

iv
e

n
 a

 c
h

o
ic

e
 o

f 
a

t 
le

a
s
t 
tw

o
 d

a
te

s
 w

it
h

in
 a

 m
o

n
th

 f
o

r 
a

u
to

m
a
ti
c
 p

a
y
m

e
n
ts

 t
o

 b
e

 w
it
h

d
ra

w
n

. 
 

 D
is

tr
ib

u
to

rs
 m

a
y
 c

o
n
ti
n

u
e

 t
o
 i
s
s
u

e
 b

ill
s
 o

n
 

a
 m

o
n
th

ly
, 

b
i-

m
o

n
th

ly
 o

r 
q

u
a
rt

e
rl
y
 b

a
s
is

. 
 

  U
ti
lit

ie
s
 w

ill
 r

e
v
ie

w
 c

u
s
to

m
e

r’
s
 m

o
n
th

ly
 

b
ill

in
g

 p
la

n
s
 q

u
a

rt
e

rl
y
 o

r 
s
e

m
i-

a
n
n

u
a

lly
 

a
n
d

 a
d

ju
s
t 
th

e
 m

o
n
th

ly
 e

q
u

a
liz

e
d
 

p
a
y
m

e
n
t 

if
 e

le
c
tr

ic
it
y
 c

o
n
s
u

m
p

ti
o

n
 o

r 
a

p
p

ro
v
e

d
 c

h
a
rg

e
s
 h

a
v
e

 c
h

a
n

g
e

d
 

m
a
te

ri
a

lly
. 

           U
ti
lit

ie
s
 a

re
 r

e
q

u
ir
e

d
 t
o

 r
e

c
o
n

c
ile

 a
ll 

o
f 

th
e
ir
 e

q
u

a
l 
m

o
n
th

ly
 p

a
y
m

e
n
t 
p

la
n
s
 o

n
c
e
 

d
u
ri
n

g
 t

h
e
 c

a
le

n
d

a
r 

y
e

a
r 

b
u
t 

n
o
t 

o
n
 t

h
e
 

1
2

th
 m

o
n
th

 a
n
n

iv
e

rs
a

ry
 o

f 
a
 c

u
s
to

m
e
r 

jo
in

in
g

 t
h

e
 p

la
n
. 
If
 a

 c
u

s
to

m
e

r 
is

 i
n

 t
h

e
 

fi
rs

t 
y
e

a
r 

o
f 

a
 p

la
n
, 
th

e
y
 m

a
y
 b

e
 

re
c
o
n

c
ile

d
 e

a
rl
ie

r.
 

 

E
n

b
ri
d

g
e

’s
 c

u
rr

e
n

t 
p

o
lic

ie
s
 a

n
d

 p
ra

c
ti
c
e
s
 

m
e

e
t 
th

e
 i
n

te
n
t 

o
f 

th
is

 r
u

le
. 
 E

n
b
ri
d
g

e
’s

 b
ill

in
g

 
c
y
c
le

s
 a

re
 m

o
n
th

ly
 a

n
d

 c
u

s
to

m
e
rs

 o
n
 B

B
P

 
a

re
 n

o
t 
re

q
u

ir
e

d
 t
o

 s
ig

n
 u

p
 f

o
r 

a
u
to

m
a
ti
c
 

w
it
h

d
ra

w
a

l.
  

C
u

s
to

m
e

rs
 w

h
o
 a

re
 o

n
 B

B
P

 a
n
d
 

h
a
v
e

 s
ig

n
e
d

 u
p
 f

o
r 

P
re

-a
u

th
o

ri
z
e

d
 p

a
y
m

e
n
t,
 

a
re

 n
o
t 
g

iv
e

n
 a

 c
h

o
ic

e
 o

f 
w

it
h

d
ra

w
a

l 
d

a
te

s
. 
 

C
u

s
to

m
e
rs

 a
re

 B
B

P
 a

re
 t
re

a
te

d
 t

h
e
 s

a
m

e
 a

s
 

c
u

s
to

m
e

rs
 n

o
t 
o

n
 B

B
P

 i
n
 t

h
is

 a
re

a
 a

n
d
 

p
a
y
m

e
n
ts

 a
re

 w
it
h

d
ra

w
n

 o
n

 t
h

e
 L

P
P

 
E

ff
e

c
ti
v
e

 d
a

te
. 

 H
a

v
in

g
 c

u
s
to

m
e
rs

 c
h

o
o

s
e
 

b
e
tw

e
e
n

 2
 d

a
te

s
 w

o
u
ld

 a
d

d
 c

u
s
to

m
e
r 

c
o

n
fu

s
io

n
 a

s
 s

u
c
h
 a

 c
h

a
n

g
e
 w

o
u
ld

 r
e

s
u
lt
 i
n

 a
 

c
u

s
to

m
e

r 
p

o
te

n
ti
a

lly
 r

e
c
e
iv

in
g

 t
h

e
ir
 n

e
x
t 

b
ill

 
b

e
fo

re
 t

h
e
 f

ir
s
t 
b

ill
 w

a
s
 d

u
e

. 
 E

n
b
ri
d

g
e

’s
 c

u
rr

e
n

t 
p

o
lic

ie
s
 a

n
d

 p
ra

c
ti
c
e
s
 

m
e

e
t 
th

e
 i
n

te
n
t 

o
f 

th
is

 r
u

le
. 
 A

 r
e

v
ie

w
 o

f 
c
u

s
to

m
e

rs
’ 
b

ill
in

g
 p

la
n
s
 i
s
 c

o
n
d

u
c
te

d
 a

t 
le

a
s
t 

o
n
c
e

 p
e

r 
y
e

a
r,

 o
u
ts

id
e
 o

f 
th

e
 a

n
n

u
a

l 
re

c
o
n

c
ili

a
ti
o
n

. 
 E

n
b
ri
d
g

e
 i
s
 c

o
m

m
it
ti
n
g

 t
o
 

e
n
s
u

ri
n
g

 t
h

a
t 
a

 r
e

v
ie

w
 i
s
 c

o
n
d

u
c
te

d
 a

t 
le

a
s
t 

o
n
c
e

 p
e

r 
y
e

a
r.

  
If
 n

e
c
e

s
s
a

ry
, 

B
B

P
 i
n

s
ta

llm
e

n
t 

a
m

o
u

n
ts

 a
re

 a
d
ju

s
te

d
. 
T

h
ro

u
g

h
o
u

t 
th

e
 y

e
a
r,

 
a

s
 c

u
s
to

m
e
rs

 m
o

n
it
o
r 

th
e

ir
 B

B
P

 p
ro

g
re

s
s
, 

th
e
y
 c

a
n
 r

e
q

u
e

s
t 
re

v
ie

w
 a

s
 w

e
ll.

  
In

s
ta

llm
e

n
ts

 a
t 
th

e
 s

ta
rt

 o
f 

th
e
 p

la
n
 y

e
a
r 

a
n
d

 
in

 t
h

e
 m

id
 y

e
a
r 

re
v
ie

w
 a

re
 b

a
s
e

d
 o

n
 t

h
e
 

fo
re

c
a

s
t 

o
f 
c
o

n
s
u
m

p
ti
o
n

, 
w

h
ic

h
 i
s
 b

a
s
e

d
 o

n
 

th
e
 c

o
n
s
u
m

p
ti
o

n
 a

t 
th

e
 p

re
m

is
e
 i
n
 t

h
e
 

p
re

c
e

d
in

g
 1

2
 m

o
n
th

s
, 
a

d
ju

s
te

d
 f

o
r 

p
ri
c
e

s
 i
n
 

th
e
 c

u
rr

e
n
t 

y
e

a
r.

 
 E

n
b
ri
d

g
e

’s
 c

u
rr

e
n

t 
p

o
lic

ie
s
 a

n
d

 p
ra

c
ti
c
e
s
 

m
e

e
t 
th

e
 i
n

te
n
t 

o
f 

th
is

 r
u

le
. 
 T

h
e
 B

B
P

 s
e

a
s
o

n
 

a
t 

E
n

b
ri
d
g

e
 i
s
 f
ro

m
 S

e
p
te

m
b

e
r 

to
 J

u
ly

 e
a
c
h

 
y
e

a
r.

  
In

 J
u

ly
, 

c
u

s
to

m
e

rs
’ 
B

u
d
g

e
t 
B

ill
in

g
 

P
la

n
s
 a

re
 r

e
v
ie

w
e

d
 a

n
d

 c
u

s
to

m
e

rs
 a

re
 b

ill
e

d
 

o
r 

c
re

d
it
e

d
 a

 B
B

P
 r

e
c
o
n

c
ili

a
ti
o
n

 a
d
ju

s
tm

e
n
t 

th
a
t 
re

p
re

s
e
n

ts
 t
h

e
 d

if
fe

re
n
c
e

 b
e

tw
e

e
n

 t
h

e
 

c
h

a
rg

e
s
 f
o

r 
g

a
s
 a

c
tu

a
lly

 u
s
e
d

 f
ro

m
 t

h
e
 t

im
e
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     If
 t

h
e
 a

n
n

u
a

l 
re

c
o

n
c
ili

a
ti
o
n

 s
h

o
w

s
 t

h
a
t 
th

e
 

c
u

s
to

m
e

r 
is

 o
w

e
d
 a

n
 a

m
o

u
n

t 
e
q

u
a
l 
to

 o
r 

e
x
c
e

e
d

in
g

 t
h

e
 c

u
s
to

m
e
r’
s
 a

v
e

ra
g

e
 

m
o

n
th

ly
 b

ill
in

g
, 
th

e
 a

m
o

u
n

t 
w

ill
 b

e
 

c
re

d
it
e

d
 t
o

 t
h

e
 c

u
s
to

m
e
r’
s
 a

c
c
o
u

n
t.
 T

h
e
 

c
u

s
to

m
e

r 
w

ill
 b

e
 n

o
ti
fi
e

d
 o

f 
th

is
 c

re
d

it
 a

n
d
 

w
ill

 h
a

v
e

 1
0

 d
a
y
s
 t

o
 r

e
q

u
e

s
t 

a
 r

e
fu

n
d

 
c
h

e
q

u
e
 i
n

s
te

a
d
 o

f 
th

e
 c

re
d
it
 o

n
 t
h

e
ir
 b

ill
. 

 
 If
 t

h
e
 a

n
n

u
a

l 
re

c
o

n
c
ili

a
ti
o
n

 s
h

o
w

s
 t

h
a
t 
th

e
 

a
m

o
u

n
t 
o

w
e

d
 t

o
 t
h

e
 c

u
s
to

m
e

r 
is

 l
e

s
s
 t
h

a
n
 

th
e
 a

v
e

ra
g

e
 b

ill
in

g
 a

m
o

u
n

t,
 t

h
e
 a

m
o

u
n
t 

w
ill

 b
e
 c

re
d
it
e

d
 t
o

 t
h

e
 c

u
s
to

m
e
r’
s
 a

c
c
o

u
n

t.
  

 If
 t

h
e
 a

n
n

u
a

l 
re

c
o

n
c
ili

a
ti
o
n

 s
h

o
w

s
 t

h
a
t 
th

e
 

c
u

s
to

m
e

r 
o

w
e

s
 a

n
 a

m
o

u
n

t 
e
q

u
a
l 
to

 o
r 

e
x
c
e

e
d

in
g

  
th

e
 c

u
s
to

m
e

r’
s
 a

v
e

ra
g

e
 

m
o

n
th

ly
 b

ill
in

g
, 
th

e
 d

is
tr

ib
u
to

r 
s
h

a
ll 

re
c
o
v
e

r 
th

e
 b

a
la

n
c
e

 o
v
e

r 
th

e
 f

ir
s
t 

1
1

 
m

o
n
th

s
 o

f 
th

e
 f
o

llo
w

in
g

 y
e

a
r’
s
 e

q
u

a
l 

m
o

n
th

ly
 p

a
y
m

e
n
t 

p
la

n
. 

 
   If
 t

h
e
 a

n
n

u
a

l 
re

c
o

n
c
ili

a
ti
o
n

 s
h

o
w

s
 t

h
a
t 
th

e
 

a
m

o
u

n
t 
th

e
 c

u
s
to

m
e
r 

o
w

e
s
 i
s
 l
e
s
s
 t

h
a
n
 

th
e
 c

u
s
to

m
e

r’
s
 a

v
e

ra
g

e
 m

o
n
th

ly
 b

ill
in

g
, 

th
e
 d

is
tr

ib
u
to

r 
m

a
y
 c

o
lle

c
t 
th

e
 f
u

ll 
a

m
o

u
n
t 

b
y
 a

 c
h

a
rg

e
 o

n
 t
h

e
 b

ill
 i
n

 t
h

e
 1

2
th
 m

o
n
th

 
o
f 

th
e
 e

q
u

a
l 
m

o
n
th

ly
 p

a
y
m

e
n
t 
p

la
n
. 

 

 

th
e
y
 j
o

in
e
d

 t
h

e
 p

la
n
 a

n
d
 t
h

e
 m

o
n
th

ly
 B

B
P

 
in

s
ta

llm
e

n
ts

 b
ill

e
d
 t

o
 d

a
te

. 
In

 t
h

e
 m

o
n
th

 o
f 

A
u

g
u

s
t,
 c

u
s
to

m
e
rs

 o
n
 B

B
P

 a
re

 b
ill

e
d
 f

o
r 

th
e
 

g
a

s
 u

s
e
d

 i
n
 t

h
e
 m

o
n
th

. 
 

 E
n

b
ri
d

g
e

’s
 c

u
rr

e
n

t 
p

o
lic

ie
s
 a

n
d

 p
ra

c
ti
c
e
s
 

m
e

e
t 
th

e
 i
n

te
n
t 

o
f 

th
is

 r
u

le
. 
 I
f 
th

e
 a

n
n

u
a

l 
re

c
o
n

c
ili

a
ti
o
n

 s
h

o
w

s
 t

h
a
t 

th
e
 c

u
s
to

m
e
r 

is
 

o
w

e
d
 f

u
n
d

s
 (

o
f 

a
n
y
 a

m
o
u

n
t)

, 
a
 c

re
d
it
 i
s
 

a
p
p

lie
d
 t

o
 t

h
e

 a
c
c
o

u
n
t.
  
If
 t
h

e
 c

u
s
to

m
e

r 
c
h

o
o

s
e
s
 t
o

 h
a

v
e

 t
h

e
 a

m
o

u
n

t 
re

fu
n
d

e
d
, 
th

e
y
 

c
a

n
 c

a
ll 

E
n

b
ri
d
g

e
’s

 c
a

ll 
c
e

n
tr

e
 a

n
d

 a
 r

e
fu

n
d

 
c
h

e
q

u
e
 w

ill
 b

e
 i
s
s
u

e
d

 t
o

 t
h

e
m

. 
 P

le
a
s
e

 s
e

e
 

“P
ro

p
o

s
e
d
 m

o
d
if
ie

d
 p

o
lic

ie
s
 a

n
d

 p
ra

c
ti
c
e

s
”.

 
     E

n
b
ri
d

g
e

’s
 c

u
rr

e
n

t 
p

o
lic

ie
s
 a

n
d

 p
ra

c
ti
c
e
s
 

m
e

e
t 
th

e
 i
n

te
n
t 

o
f 
th

is
 r

u
le

. 
 I
f 
th

e
 a

n
n
u
a
l 

re
c
o
n

c
ili

a
ti
o
n

 s
h

o
w

s
 t

h
a
t 
fu

n
d

s
 a

re
 o

w
e

d
 b

y
 

th
e
 c

u
s
to

m
e

r 
(o

f 
a

n
y
 a

m
o

u
n

t)
, 
th

e
 c

h
a
rg

e
 i
s
 

a
p
p

lie
d
 t

o
 t

h
e

 a
c
c
o

u
n
t.
  

If
 t
h

e
 c

u
s
to

m
e

r 
c
h

o
o

s
e
s
 t
o

 p
a

y
 t

h
e
 r

e
c
o
n

c
ili

a
ti
o
n

 a
m

o
u

n
t 
in

 
in

s
ta

llm
e

n
ts

, 
E

n
b
ri
d
g

e
 w

ill
 w

o
rk

 w
it
h

 t
h

e
 

c
u

s
to

m
e

r 
to

 d
e
te

rm
in

e
 a

 s
u

it
a

b
le

 p
a
y
m

e
n
t 

a
rr

a
n
g

e
m

e
n
t 

b
a
s
e

d
 o

n
 t
h

a
t 

c
u

s
to

m
e

r’
s
 

c
ir
c
u

m
s
ta

n
c
e

s
. 
 E

n
b
ri
d
g

e
 b

e
lie

v
e

s
 t

h
a
t 

re
c
o
v
e

ri
n
g

 t
h

e
 r

e
c
o
n

c
ili

a
ti
o

n
 a

m
o

u
n

t 
in

 t
h

e
 

fo
llo

w
in

g
 y

e
a
r’
s
 B

u
d
g

e
t 
B

ill
in

g
 P

la
n
 i
s
 n

o
t 

in
 

th
e
 b

e
s
t 

in
te

re
s
t 

o
f 
th

e
 c

u
s
to

m
e
r 

lo
n
g

e
r 

te
rm

 
a

n
d

 c
re

a
te

s
 a

n
 a

rt
if
ic

ia
l 
b
u

d
g

e
t 
fo

r 
th

e
 

c
u

s
to

m
e

r 
a

n
d

 p
ro

m
o
te

s
 p

o
te

n
ti
a

lly
 

o
v
e

re
x
te

n
d

in
g

 t
h

e
m

s
e

lv
e

s
 e

v
e

n
 f

u
rt

h
e
r.

 

   In
 a

d
d

it
io

n
, 
a

s
 s

ta
te

d
 a

b
o

v
e

, 
E

n
b
ri
d

g
e
 w

o
u
ld

 
c
o

n
s
id

e
r 

a
 p

o
te

n
ti
a

l 
s
y
s
te

m
 c

h
a
n
g

e
 t

o
 i
n

c
lu

d
e

 
a

 b
ill

 m
e

s
s
a
g

e
 o

n
 b

ill
s
 i
s
s
u

e
d

 f
o
r 

a
c
c
o

u
n

ts
 t

h
a
t 

a
re

 i
n

 a
 c

re
d
it
 b

a
la

n
c
e
 a

d
v
is

in
g

 t
h

e
 c

u
s
to

m
e

r 
th

a
t 
th

e
y
 m

a
y
 c

a
ll 

to
 r

e
c
e
iv

e
 a

 r
e
fu

n
d

 c
h

e
q

u
e
. 
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5
. 

D
is

c
o

n
n

e
c

ti
o

n
 N

o
ti

c
e
s

: 
 C

u
s
to

m
e

rs
 s

h
o

u
ld

 r
e
c
e

iv
e

 a
d

e
q
u

a
te

 n
o

ti
c
e

 o
f 

d
is

c
o
n
n

e
c
ti
o
n

 a
n

d
 t

h
e

 o
p

ti
o

n
s
 a

v
a

ila
b

le
 t
o

 a
v
o

id
 

d
is

c
o
n

n
e

c
ti
o

n
. 

 C
u

s
to

m
e

r 
S

e
rv

ic
e

 R
u

le
s

 f
o

r 
E

le
c

tr
ic

it
y
 D

is
tr

ib
u

to
rs

 

 E
x

is
ti

n
g

 p
o

li
c

ie
s

 a
n

d
 p

ra
c

ti
c
e
s

 
 P

ro
p

o
s
e

d
 m

o
d

if
ie

d
 p

o
li

c
ie

s
 a

n
d

 
p

ra
c

ti
c
e
s
 

A
ll 

c
u

s
to

m
e
rs

 m
u

s
t 
re

c
e
iv

e
 1

0
 d

a
y
s
 n

o
ti
c
e

 
b

e
fo

re
 b

e
in

g
 d

is
c
o

n
n

e
c
te

d
 f

o
r 

n
o
n
-

p
a
y
m

e
n
t.

 
      R

e
s
id

e
n

ts
 w

h
o
 h

a
v
e

 p
ro

v
id

e
d

 
d

o
c
u

m
e

n
ta

ti
o

n
 f
ro

m
 a

 p
h
y
s
ic

ia
n
 t

h
a
t 

d
is

c
o

n
n

e
c
ti
o

n
 w

ill
 p

o
s
e

 a
 s

ig
n

if
ic

a
n
t 

h
e
a

lt
h

 
ri
s
k
, 
m

u
s
t 
re

c
e
iv

e
 6

0
 d

a
y
s
 n

o
ti
c
e
 b

e
fo

re
 

b
e
in

g
 d

is
c
o

n
n

e
c
te

d
 f

o
r 

n
o

n
-p

a
y
m

e
n
t.
 

       W
h
e
n

 a
 d

is
c
o

n
n

e
c
ti
o

n
 n

o
ti
c
e
 i
s
 i
s
s
u

e
d
 i
n

 a
 

b
u
ild

in
g

 w
it
h

 m
u

lt
ip

le
 u

n
it
s
, 

a
n
d
 a

 m
a

s
te

r 
m

e
te

r,
 a

 c
o

p
y
 o

f 
th

e
 n

o
ti
c
e

 m
u
s
t 
b

e
 p

o
s
te

d
 

in
 a

 c
o

n
s
p

ic
u

o
u

s
 p

la
c
e
 i
n

 t
h

e
 b

u
ild

in
g

. 
  

 D
is

c
o

n
n

e
c
ti
o

n
 n

o
ti
c
e

s
 s

e
n

t 
to

 r
e

s
id

e
n

ti
a
l 

c
u

s
to

m
e

rs
 m

u
s
t 
c
o

n
ta

in
 p

re
s
c
ri
b

e
d
 

in
fo

rm
a
ti
o

n
, 
s
u

c
h
 a

s
 t
h

e
 e

a
rl
ie

s
t 

a
n
d
 l
a

te
s
t 

d
a
te

 d
is

c
o

n
n

e
c
ti
o

n
 m

a
y
 o

c
c
u
r,

 t
h

e
 f
o

rm
s
 

o
f 

p
a
y
m

e
n
t 
a
 c

u
s
to

m
e
r 

m
a

y
 u

s
e
, 
th

a
t 

a
 

B
o

a
rd

-p
re

s
c
ri
b

e
d

 a
rr

e
a
rs

 m
a

n
a
g

e
m

e
n
t 

p
ro
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c
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c
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 c
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 d
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 m
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c
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ra
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c
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c
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 c
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c
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b
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 c
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 f
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c
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 c

h
a
rg

e
s
. 
 E

n
b
ri
d

g
e
 

b
e
lie

v
e

s
 t

h
a
t 
a

p
p

ly
in

g
 s

e
c
u

ri
ty

 d
e
p

o
s
it
s
 

a
g

a
in

s
t 
a
m

o
u
n

ts
 o

w
in

g
 b

e
fo

re
 a

 
d

is
c
o

n
n

e
c
ti
o

n
 n

o
ti
c
e

s
 i
s
 i
s
s
u

e
d

 i
s
 n

o
t 
to

 t
h

e
 

b
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 c
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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 

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 

M2J 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 

 

Reason Number

You smell gas or have an emergency. 1-866-SMEL-

GAS (1-866-

763-5427)

You have questions about your billing 

information, or you have concerns about 

an inspection or a gas meter.

1-877-Enbridge 

(1-877-362-

7434)

Related Links 

Helping you get the 

assistance you need is 

important to us. Watch our 

video.  
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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: 

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. 

 

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
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