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EB-2011-0226 

ONTARIO ENERGY BOARD 

IN THE MATTER OF the Ontario Energy Board Act, 1998, 
S.O. 1998, c. 15, Sched. B, as amended; 

AND IN THE MATTER OF an application by Enbridge Gas 
Distribution Inc. for an order or orders approving its 
Customer Care and CIS costs for 2013 to 2018; 

AND IN THE MATTER OF an application by Enbridge Gas 
Distribution Inc. for an order or orders amending or varying 
the rates charged to customers for the sale, distribution, 
transmission, and storage of gas commencing as of January 
1,2013 

APPLICATION 

1.	 The Applicant, Enbridge Gas Distribution Inc. ("Enbridge" or the "Company"), is 

an Ontario corporation with its head office in the City of Toronto. It carries on the 

business of selling, distributing, transmitting and storing natural gas within 

Ontario. 

2.	 Enbridge hereby applies to the Ontario Energy Board (the "OEB" or the "Board"), 

pursuant to section 36 of the Ontario Energy Board Act, 1998 as amended (the 

"Act"), for an Order or Orders approving the extension and expansion of the 

Template attached to the EB-2006-0034 Settlement Agreement that approved 

the Company's customer care and Customer Information System ("CIS") costs 

for 2007 to 2012 (the "2007 Settlement Agreement"). The extended and 

expanded Template (the "2013 Template"), which is attached as Ex. A-2-2, sets 

out the Company's forecast customer care and CIS costs, and associated annual 

revenue requirement, for the 2013 to 2018 period 

3.	 As part of the EB-2006-0034 proceeding, the Board approved the 2007 

Settlement Agreement, which set out the Company's customer care CIS costs for 

2007 to 2012 (organized by category in the Template), as well as a "smoothed" 

annual revenue requirement for those costs in each year. The 2007 Settlement 

Agreement was the result of a lengthy and successful consultative process 



Filed: 2011-06-20 
EB-2011-0226 
Exhibit A 
Tab 2 
Schedule 1 
Page 2 of 6 

between Enbridge and a stakeholder steering committee comprised of 

representatives of three active intervenors in Enbridge's regulatory proceedings. 

The Board's approval of the 2007 Settlement Agreement allowed the Company 

to procure a new CIS asset and to enter into new long-term arrangements with a 

third party service provider for customer care services. 

4.	 The current 2007 Settlement Agreement has provided certainty to both the 

Company and ratepayers in respect of customer care and CIS costs and 

arrangements over a lengthy period of time. Since the approval of the 2007 

Settlement Agreement, Enbridge has continued to work with the stakeholder 

steering committee to report on the implementation of the new CIS asset and on 

related customer care issues. Through that process, Enbridge and the 

stakeholder steering committee agreed upon the final capital cost of the new CIS 

asset, and the resulting opening rate base amount for the new CIS asset as of 

January 1, 2013, when the 2007 Settlement Agreement comes to an end. The 

new opening rate base amount of $76.9M is modestly higher than the $71.4M 

amount indicated in the 2007 Settlement Agreement. 

5.	 Enbridge's current customer care arrangements terminate as of April 1, 2012, 

unless Enbridge gives notice before October 1, 2011 that it wishes to temporarily 

extend those arrangements. 

6.	 The Company has undertaken a comprehensive process, with the active 

participation of the stakeholder steering committee, to evaluate customer care 

arrangement options after April 1, 2012. As a result of this process, Enbridge 

has reached an agreement with its current service provider for an update and 

extension of the current customer care services agreement for five years, with an 

option for two more years. Enbridge and members of the stakeholder steering 

committee all believe that the terms of the update and extension of the 
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agreement are reasonable and in the best interest of the Company and its 

ratepayers. Enbridge has agreed to the update and extension of the current 

customer care services agreement, conditional on receiving OEB approval for the 

recovery of costs that will be charged under that agreement. That approval must 

be received by September 15, 2011 in order for Enbridge to avoid having to 

negotiate for a temporary extension of the current customer care services 

agreement. 

7.	 Enbridge and members of the stakeholder steering committee believe that it is 

appropriate and beneficial to extend and expand the Template that was attached 

to the 2007 Settlement Agreement to include therein the Company's CIS and 

customer care costs for the 2013 to 2018 period, upon which Enbridge and the 

steering committee have agreed, along with Enbridge's forecasts of all of its 

other CIS and customer care costs for that time frame. This will allow 

stakeholders, who are not members of the steering committee, to support the 

costs upon which Enbridge and the steering committee have agreed. It will also 

allow the Board to approve these cost consequences as reasonable before 

September 15, 2011, in order to satisfy the condition in the Agreement between 

Enbridge and its current service provider. Moreover, including the forecasts of all 

other CIS and customer care costs for the 2013 to 2018 period in the expanded 

Template will facilitate a process that will enable Enbridge and all interested 

parties to agree upon all customer care and CIS related costs for the period 2013 

to 2018. Board approval of such an agreement will provide certainty to Enbridge 

and its ratepayers with respect to this significant component of Enbridge's annual 

revenue requirement. 

8.	 Enbridge's forecast CIS and customer care costs for the 2013 to 2018 term are 

set out in the extended and expanded Template that is included with this 

Application as Ex. A-2-2. Enbridge and members of the stakeholder steering 
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committee have agreed upon the values set out in rows 3 and 10(a) of the 2013 

Template, which relate to the revenue requirement for the new CIS asset and to 

the costs of the update and extension of the current customer care services 

agreement. Enbridge and the stakeholder steering committee wish to work 

together, and with other interested stakeholders, to address all items in the 2013 

Template to seek to reach a comprehensive agreement about Enbridge's 

customer care and CIS costs for the 2013 to 2018 term. 

9.	 Enbridge requests that the Board convene a consultative or settlement process 

among all interested stakeholders to allow consideration and discussion of the 

matters set out in this Application as soon as possible. The goal of such a 

process is to reach a comprehensive agreement on all matters set out in the 

2013 Template in time that a Settlement Proposal can be presented to the Board 

for approval by September 15, 2011. 

10.	 In the event that no comprehensive agreement can be reached by the end of 

August 2011, the Company may seek Board approval of the values set out in 

rows 3 and 10(a) of the 2013 Template at that time in order to allow for the 

updated and extended customer care services agreement to be confirmed before 

October 1, 2011. In that event, Enbridge would continue stakeholdering efforts 

to confirm the balance of the items in the 2013 Template and to seek to reach a 

comprehensive agreement about Enbridge's customer care and CIS costs for the 

2013 to 2018 term. 

11.	 Enbridge therefore applies to the Board for such final and interim Orders as may 

be necessary to approve the cost consequences of the 2013 Template. The 

Company further applies to the Board pursuant to the provisions of the Act and 

the Board's Rules of Practice and Procedure for such final and interim Orders 
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and directions as may be necessary in relation to the Application and the proper 

conduct of this proceeding. 

12.	 The persons affected by this Application are the customers of Enbridge. It is 

impractical to set out the names and addresses of the customers because they 

are too numerous. 

13.	 Enbridge requests that a copy of all documents filed with the Board by each party 

to this proceeding be served on the Applicant and the Applicant's counsel as 

follows: 

Mr. Norm Ryckman
 
Director, Regulatory Affairs
 
Enbridge Gas Distribution
 
Inc.
 

Address for personal 500 Consumers Road
 
service: Willowdale, Ontario M2J 1P8
 
Mailing address: P.O. Box 650
 

Scarborough, Ontario M1 K 5E3 

Telephone: 416-495-5499 
Fax: 416-495-6072 
E-mail: egdregulatoryproceedings@enbridge.c 

om 

The Applicant's counsel: 

Mr. David Stevens
 
Aird & Berlis LLP
 

Address for personal Brookfield Place, PO Box 754
 
service Suite 1800, 181 Bay Street
 
and mailing address: Toronto, Ontario
 

M5J 2T9 

mailto:egdregulatoryproceedings@enbridge.c
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Telephone: 416-865-7783
 
Fax: 416-863-1515
 
E-mail: dstevens@airdberlis.com
 

DATED June 20,2011, at Toronto, Ontario. 

JION INC. 
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