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BACKGROUND 

 
1.   This Application is filed with the Ontario Energy Board (the “OEB” or the “Board") 

seeking approval of Enbridge Gas Distribution Inc.’s (“Enbridge” or the “Company”) 

revenue requirement for customer care (“CC”) and Customer Information System 

(“CIS”) services, during the years from 2013 to 2018.   

 

2.   Effectively, this Application seeks an amendment and update to a Settlement 

Proposal approved by the Board in the EB-2006-0034 proceeding, in respect of CC 

and CIS costs for the 2007 to 2012 period (referred to herein as the “2007 

Settlement Agreement”).1  The 2007 Settlement Agreement 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 the sum of those costs in 

each year.  The extended and expanded Template (the “2013 Template”) attached 

to this Application as Ex. A-2-2 uses the same approach and sets out the 

Company’s forecast customer care and CIS costs, and associated annual revenue 

requirement, for the 2013 to 2018 period. 

 

3.  The 2007 Settlement Agreement for Customer Care O&M and Customer Information 

System issues (the “2007 Settlement Agreement”) was reached after a lengthy, 

intense and successful consultative process between Enbridge and stakeholders.  

Throughout that consultative process, Enbridge worked principally with a 

stakeholder steering committee consisting of representatives from Consumers 

Council of Canada (“CCC”), Industrial Gas Users Association (“IGUA”)2 and School 

                                                 
1 Exhibit N1, Tab 1, Schedule F in the EB-2006-0034 proceeding. 
2 The lawyers who had participated in the Steering Committee on behalf of IGUA subsequently (in mid-
2007) became the representatives of Canadian Manufacturers & Exporters (“CME”) and thereafter 
participated in the Steering Committee on behalf of CME. 
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Energy Coalition (“SEC”), who had been selected by the larger stakeholder 

community to represent their interests.   

 

4.   The consultative’s main purpose was to provide Enbridge with stakeholder feedback 

and guidance throughout the design and tendering phases of the CC and CIS 

initiatives, with the intent of leading to a consensus proposal for review by the 

Ontario Energy Board (the “OEB” or the “Board”).  Ideally, the process would meet 

the interests of Enbridge and ratepayers in allowing Enbridge to proceed with 

necessary long-term plans for its customer care operations, including the acquisition 

of a new computer system to manage billing functions (the new CIS asset).   

 

5.   Ultimately, the consultative process led to a resolution of most of the regulatory and 

ratemaking issues related to the procurement of new CC and CIS services and the 

provision of CC services.  This allowed Enbridge, with stakeholder support, to 

procure a new CIS and to enter into contract with Accenture Business Services for 

Utilities (“Accenture”) for the provision of CC services for a five year term.   

 

6.   A fundamental component of the resolution was the agreement among all parties 

that the overall CIS and CC costs to be incurred during the then-current year (2007) 

and the expected five year incentive regulation (“IR”) period that would follow (2008-

2012) would be summed together and then smoothed over the entire six year period.  

The six year term of the settlement allowed the Company to proceed to award long 

term contracts for a new CIS asset and to a new CC service provider.    

 

7.  The 2007 Settlement Agreement that was prepared by the consultative group 

endorsed Enbridge’s plans to acquire and operate a new CIS asset, and to enter into 

new CC arrangements with a third party provider.  The 2007 Settlement Agreement 

set out the manner in which Enbridge’s CC and CIS costs (except for bad debt 
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costs, and costs associated with agent billing and collection (“ABC”) and open bill 

access) would be recovered from ratepayers during the six year term of the  

2007 Settlement Agreement. This was done through a “Customer Care and CIS 

Settlement Template” (the “2007 Template”) that itemized, by year, the relevant CC 

and CIS costs and/or revenue requirement and summed all those costs together and 

then derived and set out the normalized CC and CIS revenue requirement for each 

year, using an inflation factor.     

 

8.  The 2007 Settlement Agreement was approved by the Board during a hearing on 

March 22, 2007.3  In approving the 2007 Settlement Agreement, the Board 

highlighted the approach used by stakeholders to sum together all costs over six 

years and create a “smoothed” annual revenue requirement, and noted that “we are 

impressed by the drafting of this agreement and the sophistication of the process by 

which it was brought about”.4   

 

9.   At the time that the 2007 Settlement Agreement was approved, the 2007 Template 

could not be completely filled in and the actual revenue requirement could not be 

determined, primarily because some of the new contracts that define the CC and 

CIS costs for the period from 2007 to 2012 had not yet been awarded.  The  

2007 Settlement Agreement contemplated that once these contracts were awarded, 

and the parameters of the IR model that would apply for Enbridge’s rates from 2008 

to 2012 were set, a “true-up” process could then be undertaken to complete the 

2007 Template.  In this regard, the 2007 Settlement Agreement contains “True-Up 

Rules” that set out the approach and steps to be followed in completing the  

2007 Template at the appropriate time.   

                                                 
3 EB-2006-0034, 15 Tr. 85. 
4 EB-2006-0034, 15 Tr. 83-85. 
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10. In April 2008, at the time that the Company’s IR Settlement Agreement was being 

implemented through a Rate Order, all costs that would be part of the  

2007 Template were known.5  At that time, as part of the Rate Order process in the 

EB-2007-0615 proceeding, Enbridge presented the results of the true-up process to 

finalize the 2007 Template and set the CC and CIS revenue requirement to be 

recovered for the years 2008 to 2012 (which are the years covered by the IR 

Settlement Agreement).6  All parties agreed on the manner in which the 2007 

Template should be completed, and the Board approved the “trued-up” template as 

part of the EB-2007-0615 Rate Order.7 Enbridge’s CIS and CC revenue requirement 

for the IR term is now being determined each year in accordance with the amounts 

set out in the 2007 Template.  That will continue to be the case for Enbridge’s 2012 

rate adjustment proceeding. 

 

11. After the OEB approval of the “trued-up” Template, Enbridge continued to work with 

the stakeholder steering committee and their expert advisor (Five Point Consulting 

LLC (“Five Point”)8 to discuss and review the implementation of the new CIS asset.  

Subsequently, Enbridge and the steering committee also worked together on issues 

related to the procurement of CC services after the date when the current 

arrangement with Accenture terminates (April 1, 2012).   
                                                 
5 Although the final CIS costs were not known at that time, as the new CIS implementation was not yet 
completed, the parties agreed in the 2007 Settlement Agreement that the assumed CIS costs would be 
used for revenue requirement purposes throughout the 2007 to 2012 term (subject to limited exceptions 
that were never applicable). 
6 As set out in the IR Settlement Agreement, the CC and CIS revenue requirement is treated as a Y-factor 
(or pass-though) amount in the calculation of annual revenue requirement during Enbridge’s current IR 
term.   
7 EB-2007-0615 Decision and Rate Order, dated May 15, 2008, at page 5 and Appendix “F”.   
8 Five Point is the corporate successor to TMG Consulting, which was the expert advisor to the 
stakeholder steering committee in connection with the 2007 Settlement Agreement.  For ease of 
reference, TMG Consulting and Five Point Consulting are both referred to as “Five Point” in the evidence 
supporting this Application.   
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12. This process has led to a number of developments in respect of the Company’s CIS 

and CC arrangements.  These developments will directly impact the amounts to be 

recovered for CIS and CC services in the years after the term of the current  

2007 Settlement Agreement concludes (starting as of January 1, 2013).  To the 

extent that these developments impact the actual costs paid by Enbridge for CIS and 

CC services before January 1, 2013, those impacts will not be included in Enbridge’s 

revenue requirement for 2011 and 2012, since the values in the 2007 Template will 

continue to apply for the term of the 2007 Settlement Agreement (until December 31, 

2012).   

 

13. The first development is that the Company’s new CIS asset has now been 

successfully brought into service, and all implementation costs associated with the 

new CIS asset (which has a ten year economic life) are known.  These costs have 

been reviewed and endorsed by the stakeholder steering committee.  The costs are 

modestly different from what was forecast and included in the 2007 Settlement 

Agreement.  The result is that, if the new costs are accepted as recoverable, the 

opening rate base value for the new CIS asset ($76.9M) will be modestly different on 

January 1, 2013 from what is set out in the Board-approved 2007 Settlement 

Agreement ($71.4M).   

 

14. The second development is that a process has been undertaken to proactively 

evaluate the Company’s current CC arrangements, and future options for receiving 

CC services, in the interest of ensuring the best possible future arrangements for 

ratepayers and Enbridge.  The goal of this process has been to determine how best 

to obtain CC services in the years after April 1, 2012, when the current CC contract 

with Accenture expires.  As a result of this process, Enbridge has reached an 

agreement with Accenture for an update and extension of the current customer care 
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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 are reasonable and in the best interest of the Company and its 

ratepayers.  Enbridge has agreed with Accenture to the update and extension of the 

current CC 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.  

 

15. Enbridge and the stakeholder steering committee have agreed on the cost 

consequences of the two items described above, for the six year period from 2013 to 

2018, after the term of the current 2007 Settlement Agreement expires.  These costs 

represent approximately 60% of all costs set out in the 2013 Template.  There are 

other aspects of Enbridge’s CC and CIS revenue requirement for 2013 to 2018 that 

are set out in the 2013 Template and that are the subject of continuing discussions.  

Many of those items are not expected to be contentious as they relate to fixed third 

party arrangements.  

   

16. Through this Application, Enbridge (with the support of the stakeholder steering 

committee) wishes to expand the discussions to include all interested stakeholders, 

including OEB Staff, and to address all aspects of Enbridge’s CC and CIS costs for 

the 2013 to 2018 term.     

 

17. Effectively, as described in the balance of the prefiled evidence, this Application 

seeks an amendment and update to the 2007 Settlement Agreement.  The  

2007 Settlement Agreement set out the Company’s CC and 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.  In this Application, Enbridge 
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seeks Board approval of the cost consequences of the extended and expanded 

Template (the “2013 Template”) attached as Ex. A-2-2.  The 2013 Template uses 

the same approach as the 2007 Template and sets out the Company’s forecast CC 

and CIS costs, and associated annual revenue requirement, for the 2013 to 2018 

period.   
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OVERVIEW OF RELIEF SOUGHT 

  

1.   Effectively, this Application seeks an amendment and update to the 2007 Settlement 

Agreement.1  The 2007 Settlement Agreement 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 extended 

and expanded Template (the “2013 Template”) attached to this Application as  

Ex. A-2-2 uses the same approach and sets out the Company’s forecast customer 

care and CIS costs, and associated annual revenue requirement, for the 2013 to 

2018 period. 

 

2.   It is because the relief sought in this Application amends one aspect of the  

2007 Settlement Agreement (related to the opening rate base value for the new CIS 

asset on January 1, 2013), and otherwise essentially replicates the terms of the 

2007 Settlement Agreement for an extended term, that this Application amounts to a 

request for an extension and expansion of the 2007 Settlement Agreement.  The 

relief sought in this Application does not in any way amend the agreement on CIS 

and CC revenue requirement for the 2007 to 2012 term, as set out in the  

2007 Settlement Agreement.  

  
3.   The relief sought in this Application is the approval of the amounts to be recovered 

by Enbridge for CC services and related costs, including revenue requirement for 

CIS, for the period from 2013 to 2018.  Those amounts are set out in an updated 

template (the 2013 Template) that includes all costs and revenue requirement, as 

well as the smoothing and normalizing of those costs/revenue requirement, to create 

annual CC/CIS revenue requirements for 2013 to 2018.   

                                                 
1 Exhibit N1, Tab 1, Schedule F in the EB-2006-0034 proceeding. 



Filed:  2011-06-20 
EB-2011-0226 
Exhibit B 
Tab 2 
Schedule 1 
Page 2 of 8 
 

 
 

4.   The 2013 Template uses the identical approach to that used in the 2007 Template, 

to set out the Company’s agreed-upon CC and CIS costs for the 2013 to 2018 

period and then create an overall revenue requirement associated with those costs.  

That revenue requirement is then “smoothed” to determine annual revenue 

requirements for each year.  As was the case in the 2007 Template, bad debt, ABC 

and open bill access costs are not included in these revenue requirements, and will 

be considered separately as part of the Company’s rates that are set through an IR 

or cost of service approach. 

 

5.   As was the case with the 2007 Template, all the amounts in the 2013 Template 

related to CC and CIS costs and revenue requirement for the years from 2013 to 

2018 have been summed together, to determine annual and overall revenue 

requirements.  The total revenue requirement associated with CC and CIS services 

for the 2013 to 2018 term is $758.13M.  That amount has been placed into an 

amortization model that calculates, using an inflation factor of 1.7758% (which is the 

same as what was used in the 2007 Template), the Normalized 2013 Customer 

Care Revenue Requirement which is the number that, when adjusted for each year 

from 2013 through 2018, would allow the Company to fully recover the total CIS and 

CC revenue requirement as set out in the 2013 Template for 2013 through 2018.  

 

6.   The resulting Normalized 2013 Customer Care Revenue Requirement amount is 

$120.86M.  The annual CC/CIS revenue requirements for the remaining years until 

2018 are as set out in row 22 of the 2013 Template, and range from $120.86M in 

2013 to $131.98M in 2018.   

 

7.  The 2013 revenue requirement for CIS and CC services ($120.86M) is 

approximately $20.6M higher than the trued-up and smoothed revenue requirement 
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for CIS and CC services in 2012, as calculated using the 2007 Template ($99.2M).  

These two numbers can be found as cells F23 and H23 of the 2013 Template. 

 

8. There are a number of reasons for this increase: 

a.   The main reason for the increase, accounting for approximately $14.4M per 

year in revenue requirement, relates to the smoothing of CIS revenue 

requirement.   During the 2007 to 2012 period, the average annual CIS 

revenue requirements, as calculated through the 2007 Template, were 

relatively low.  This is because during that period the Company received a 

timing benefit of lower taxes associated with a full Capital Cost Allowance 

(CCA) for IT hardware and software related to the new CIS asset.  The CCA 

allowance provided tax timing benefits to be recognized by Enbridge and 

customers through 2012 in relation to the CIS asset’s ten year economic life.  

Under the smoothing approach used in the 2007 Template, all of the CCA 

timing benefit was spread through the first five years of the economic life of 

the CIS asset.  As of January 1, 2013, when all of the CCA benefit has been 

credited to the CIS revenue requirement during previous years, the annual 

CIS cost to be recovered in the remaining years of the asset’s economic life 

will necessarily increase.  Through the 2007 Settlement Agreement, all 

parties were aware that CIS-related revenue requirement would increase 

substantially at the end of the term of the Settlement Agreement, and agreed 

that Enbridge would recover the full revenue requirement associated with the 

new CIS, throughout its economic life.2   

   

b.   The opening rate base value for the new CIS asset, as of January 1, 2013, is 

$5.5M higher than the $71.4M value than was indicated in the 2007 

                                                 
2 2007 Settlement Agreement, at p. 13. 
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Settlement Agreement.  The main drivers of this variance are increases in 

actual system integrator costs over the original estimates, offset by decreases 

in other capital costs as compared to what was assumed at the time that the 

2007 Settlement Agreement was finalized, and the fact that the in-service 

date for the new CIS asset was later than anticipated (resulting in increased 

interest during construction).  The change in the net book value (opening rate 

base) of the CIS asset from what was contemplated in the Settlement 

Agreement adds approximately $1.4M per year in revenue requirement as 

compared to the annual revenue requirement based on the unadjusted rate 

base value for the CIS asset.     

     

c.   A third reason that the 2013 CC/CIS revenue requirement is higher than the 

2012 amount arises from increases in the cost of outsourced CC services, 

principally the impacts of: (i) customer growth; (ii) the new CC arrangements 

negotiated with Accenture; and (iii) general inflation with respect to meter 

reading services, postage and related internal costs.    

   

d.   A fourth reason that the 2013 CC/CIS “smoothed” revenue requirement is 

higher than the “smoothed” 2012 amount arises from the fact that all costs are 

smoothed over the six year terms of the 2013 Template.  This means that the 

2012 “smoothed” revenue requirement is lower than it otherwise would be 

(since it is the last of six smoothed years) and the 2013 “smoothed” revenue 

requirement is higher than it otherwise would be (since it is the first of six 

smoothed years).   

 

9.   Enbridge and members of the stakeholder steering 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 
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extension of the current CC services agreement.  The remaining items in the  

2013 Template have not yet been resolved as between Enbridge and the 

stakeholder steering committee.  Enbridge wishes to continue to work with the 

stakeholder steering committee, as well as with all other interested stakeholders, to 

address all items in the 2013 Template to seek to reach a comprehensive 

agreement about Enbridge’s CC and CIS costs for the 2013 to 2018 term. 

 

10. As explained above, the relief sought in this Application effectively represents an 

amendment and extension to the current 2007 Settlement Agreement from the  

EB-2006-0034 proceeding.   There are a number of reasons why it is appropriate 

that this Application should be treated as an amendment to the 2007 Settlement 

Agreement, and why it is appropriate to approve the 2013 Template.   

 

11. First, this Application addresses the update and extension of the CC arrangements 

which has been negotiated with Accenture.  The updated and extended CC services 

agreement has a term of five years commencing April 1, 2012, as well as an option 

to extend for a further one or two years.  It is a condition precedent to that contract 

extension, which has a cost of approximately $430 million over five years, that OEB 

approval as to the recovery of the associated costs through rates is obtained before 

the contract extension is effective.  Enbridge and the stakeholder steering committee 

agree that the most appropriate and efficient manner to seek such approval is 

through an approach that presents all anticipated CC and CIS costs together, for the 

period during which the contract extension will be in place.   

 

12. Second, the 2013 Template addresses the continued treatment of the same CIS 

capital costs that are addressed in the 2007 Settlement Agreement and  

2007 Template.  Now that the new CIS asset has been brought into service, and all 

related costs are known, the opening rate base value as of January 1, 2013 (used to 



Filed:  2011-06-20 
EB-2011-0226 
Exhibit B 
Tab 2 
Schedule 1 
Page 6 of 8 
 

 
determine CIS revenue requirement for the balance of the CIS asset’s 10 year 

economic life) can be set.  Doing so requires application of and an amendment to 

the 2007 Settlement Agreement, to address the fact that the opening rate base value 

as of January 1, 2013 is different than was set out in the 2007 Settlement 

Agreement.   

 

13. Third, all necessary information to address Enbridge’s forecast CIS and CC costs 

for the 2013 to 2018 period is now known.  There is no reason to wait for a later date 

for these costs and the associated revenue requirement to be considered and 

approved.  Instead, the resolution of this matter at this time will take away one 

additional significant issue that would otherwise have to be determined along with 

many other matters that may be in issue in Enbridge’s next rate application to 

implement new rates as of January 1, 2013, which will most likely include a new IR 

mechanism.  Enbridge expects that the annual CC/CIS revenue requirements for the 

years from 2013 to 2018, as set out in row 22 of the 2013 Template, would be 

treated separately within any next generation IR plan. 

 

14. Fourth, the model for this Application, the 2007 Settlement Agreement, has proven 

itself to be effective, efficient and free of unnecessary regulatory involvement, and 

has delivered all of the benefits contemplated by parties and the Board when it was 

established.  That model provides certainty to both the Company and ratepayers in 

respect of CC and CIS costs and arrangements over a lengthy period of time.     

   

15. The balance of the prefiled evidence set out details of the CIS and CC costs set out 

in the 2013 Template. 
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Requested Process  

16. There is some urgency associated with the parts of this Application that are based 

on the agreed upon the update and extension of Enbridge’s current CC 

arrangements with Accenture.  The current arrangements terminate as of April 1, 

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

temporarily extend those arrangements.  The Company’s agreement with Accenture 

to update and extend the CC services agreement is conditional upon receiving OEB 

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

approval must therefore be received by September 15, 2011 in order for Enbridge to 

avoid having to negotiate for a temporary extension of the current (not updated) CC 

services agreement.     

   

17. In order to allow for discussions among all stakeholders to proceed expeditiously, 

Enbridge requests that the Board convene a consultative process among all 

interested stakeholders to allow consideration and discussion of the matters set out 

in this Application as soon as possible.  This process could be styled as a settlement 

conference under the Board’s Rules of Practice & Procedure, or could commence 

with a Technical Conference, to be followed by a settlement conference.  In either 

case, the goal of such a process is to reach a comprehensive agreement among all 

interested stakeholders 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. 

   

18. In the event that no comprehensive agreement on the 2013 Template can be 

reached between Enbridge and stakeholders by the end of August 2011, the 

Company will 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 CC 
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services agreement to be confirmed before October 1, 2011.  In that event, Enbridge 

would also continue efforts to confirm the balance of the items in the 2013 Template 

and to seek to reach a comprehensive agreement with all stakeholders (for approval 

by the Board) about Enbridge’s CC and CIS costs for the 2013 to 2018 term.   
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CIS COSTS 

 
 
A. Overview  
 
1.   The top-right section of the 2013 Template sets out the forecast revenue 

requirement amounts for Enbridge’s CIS-related costs for the period from 2013 to 

2018.  In total, the revenue requirement for Enbridge’s CIS related costs from 2013 

to 2018 is $221,056,081.  That total is derived by summing together the annual 

amounts from 2013 to 2018 set out in rows 3 to 6 of the 2013 Template.  The most 

significant of these amounts relates to the CIS capital costs to be recovered over the 

expected term (2013 to 2018) of Enbridge’s next generation IR plan.   

 

2.   As explained below, Enbridge and the members of the stakeholder steering 

committee have agreed that the January 1, 2013 opening rate base value for the 

new CIS asset should be $76.9 million.  If accepted, that value will supersede the 

references at pages 13 and 14 of the 2007 Settlement Agreement which set the 

opening rate base value for the new CIS asset as of January 1, 2013 at $71.4M.   

The amounts set out at line 3 of the 2013 Template reflect the annual revenue 

requirement of the new CIS asset for the years from 2013 to 2018, using the 

updated opening rate base value.   

 

3.   Enbridge’s other CIS-related costs, forecast for the 2013 to 2018 period, are set out 

in rows 4, 5 and 6 of the 2013 Template.  Those costs relate to CIS Hosting and 

Support; CIS Backoffice (Enbridge staffing) and SAP Licence Fees.  There is not yet 

any agreement on those costs.   

 
B.  Background 
 
4.   Through the 2007 Settlement Agreement, the parties endorsed Enbridge’s 

acquisition of a new CIS asset.  The parties agreed, among other things, to an 
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overall CIS cost of $118.7 million (subject to later adjustments or true-up), including 

capital, interest during construction (“IDC”) and procurement costs.  This overall cost 

was to be recovered over the ten year service life of the new CIS asset.  The  

2007 Settlement Agreement included a smoothing approach, embedded within the 

2007 Template setting the amount to be recovered in rates for CC and CIS costs for 

the period from 2007 through 2012 (which was assumed to be the end-date for 

Enbridge’s IR term).  Under the terms of the 2007 Settlement Agreement, the 

amount included in opening rate base as of January 1, 2013 for the new CIS asset 

was to be its assumed 2012 closing net book value of approximately $71.4 million.  

That amount, which is based on the assumed CIS cost of $118.7 million, was 

subject to adjustment to reflect the actual costs of the new CIS asset.   

 

5.   At the time that the 2007 Settlement Agreement was approved, the procurement for 

the new CIS asset was ongoing.  As set out in the 2007 Settlement Agreement,  

The procurement processes will not be completed, with the selection of 
a new CIS and a new Customer Care service provider, until mid 2007.  
As a result, the cost of the new CIS and of the new Customer Care 
service provider cannot be estimated at this time.  In addition, the 
prudence and cost consequences of the CIS and Customer Care 
arrangements cannot be determined until those arrangements have 
been finalized, which is expected to be in the first half of 2007.  As 
well, the new CIS will not become operational until June 2009 and it is 
only at that time that final costs for the new CIS will be known.1     

6.   The 2007 Settlement Agreement expressly provided for certain aspects of the CIS 

cost to be adjusted later, by setting a different rate base amount for the new CIS 

asset as of January 1, 2013, if there were variances from the costs assumed in the 

2007 Settlement Agreement.  In this regard, the 2007 Settlement Agreement 

provides that, subject to the restrictions on CIS costs set out therein, all prudently 

incurred and reasonable costs associated with the new CIS asset, including return 
                                                 
1 2007 Settlement Agreement, at pp. 4-5. 
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and income taxes, should be recoverable in rates, during the 10-year economic life 

of the new CIS asset.2  The 2007 Settlement Agreement makes clear that any 

adjustments to be made to the CIS costs will not impact upon the amounts being 

recovered in rates during the years from 2007 to 2012.  Instead, the impacts of any 

changes in CIS costs are to be recovered prospectively, with the recovery to be 

effected through adjustments to the opening rate base value for the new CIS asset 

as of January 1, 2013.3    

7.  The 2007 Settlement Agreement’s $118.7 million assumed cost for the new CIS 

asset was based upon a number of things, including: (i) an estimated amount of 

$42 million for system integrator (“SI”) contract costs, which was still in midst of a 

direct competitive tender process; (ii) an amount of about $76.7 million for all other 

project costs, an amount that Enbridge was to “manage and control during the CIS 

procurement and implementation process”; and (iii) an in-service date of January 1, 

2009 (used for the estimation of IDC).4   

8.   In the 2007 Settlement Agreement, the parties agreed that the stakeholder steering 

committee would continue to be involved with monitoring the procurement and 

implementation of the new CIS asset: 

Finally, the parties agree that the Consultative will continue to monitor 
the completion of the procurement process, up to and including 
reviewing the final terms of the contracts, and thereafter, the 
implementation of the CIS and Customer Care arrangements, which 
the parties agree will be no later than six months after the in-service 
date for the new CIS.  As has been the case to date, the Intervenors 
involved in the Consultative agree that they will raise any concerns 
about the ongoing process, and the outcomes from that process, as 
soon as they have sufficient information to identify and communicate 
those concerns.  If the Intervenors involved in the Consultative believe 

                                                 
2 2007 Settlement Agreement, at p. 13.   
3 2007 Settlement Agreement, at p. 12. 
4 2007 Settlement Agreement, at pp. 11-13. 
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that they are not receiving sufficient information, they will advise the 
Company immediately.  The parties agree that the Consultative will 
continue to work in a timely, responsive and reasonable manner until 
its mandate is completed.5   

 
C.  Procurement and Implementation of the new CIS asset 
 
9.   The stakeholder steering committee, with the added expertise of Five Point (who 

acted as expert advisors to the stakeholder steering committee) has continued to be 

engaged with reviewing and monitoring the procurement and implementation of the 

new CIS asset since the time that the 2007 Settlement Agreement was approved.   

 

10. As of September 2009, the new CIS asset has been successfully brought into 

service.   Members of the stakeholder steering committee have been provided with 

information about the implementation of the new CIS asset and the related costs.   

Five Point has worked with the stakeholder steering committee, and Enbridge, 

throughout the CIS Replacement Project, and issued its Project Close-Out Report on 

October 29, 2009.   A copy of Five Point’s Project Close-Out Report is attached as 

Ex. B-3-2. 

 

11. The Five Point Project Close-Out Report confirmed the success of the CIS 

implementation process.  The implementation quality was good, and there was 

minimal disruption to Enbridge’s 1.9 million customers from the migration to the new 

CIS asset.  As stated by Five Point in its Project Close-Out Report:  

The project launch was extremely smooth and can be considered as 
one of the most successful in the industry …  The solution is of very 
high quality [and] is functioning as designed.6   

 

                                                 
5 2007 Settlement Agreement, at p. 6. 
6 Ex. B-3-2, Project Close-Out Report, at slide 3.   
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12. While the in-service date for the new CIS asset was several months later than first 

forecast, Enbridge acted prudently to manage the revised in-service date and to 

ensure that the delays and associated costs did not exceed appropriate levels.   

 

13. At this time, the new CIS asset is in service, and past its warranty period (which 

expired in December 2009), and all of the associated capital costs are known.  

Enbridge and members of the stakeholder steering committee have agreed that the 

additional implementation costs associated with the new CIS asset are reasonable 

and prudently incurred.  In its Project Close-Out Report, Five Point concluded that: 

EGD managed the budget diligently while applying standard financial 
practices and stringent budget policies to make prudent decisions.7 

 
14. It is now clear that the actual costs of the new CIS asset are different from the 

assumed CIS cost of $118.7 million that was set out in the 2007 Settlement 

Agreement.   

 

15. First, the “other project costs” associated with the new CIS asset, including 

unplanned Five Point costs, were $0.4 million lower than the $76.7 million estimate.  

It is apparent from this result that the Company was successful in addressing the 

costs that, under the terms of the Settlement Agreement, Enbridge was to “manage 

and control during the CIS procurement and implementation process”. In this regard, 

Five Point noted in its Project Close-Out Report that “the project budget was 

managed through standard financial practices and stringent budget policies”.8  

 

16. Second, the total SI costs (without IDC) were $48.6 million, as compared to the 

preliminary figure of $42 million that was included in the Settlement Agreement.  The 

                                                 
7 Ex. B-3-2, Project Close-Out Report, at slide 9.   
8 Ex. B-3-2, Project Close-Out Report, at slide 3.   
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higher SI costs resulted from the competitive tender process, which awarded 

Sapient with the SI contract at a cost that exceeded the $42 million amount included 

in the Settlement Agreement.  In its Project Close-Out Report, Five Point noted that 

it had “reviewed the [SI] selection process and released a report endorsing the 

fairness of the selection process and its conformance to industry norms”.9        

 

17. Additionally there is a cost difference relating to the timing of when the new CIS 

asset went into service.  That figure is derived by taking the $5.5 million net book 

value as of January 1, 2013 of the additional SI costs (which total $6.6 million) and 

the additional IDC costs (which total $1.9 million) and adding those amounts to the 

$71.4 million assumed value of the new CIS asset actual in-service date for the new 

CIS asset was September 2009, as compared to the January 1, 2009 date that was 

used for cost calculation purposes in the 2007 Settlement Agreement.10  The later 

date means that the actual amount of IDC, $7.2M, is higher than the $5.3M assumed 

in the revenue requirement template underpinning the 2007 Settlement Agreement.  

This means that Enbridge has incurred $1.9 million in IDC costs that is not being 

recovered in rates during the current IR term (up to January 1, 2013).  In its report, 

Five Point noted that Enbridge proactively managed early delays that were 

encountered by “gaining time wherever possible without cutting corners”.11 

 
 
D.  January 1, 2013 Opening Rate Base for the new CIS asset 
 
18. The 2007 Settlement Agreement provides that “all prudently incurred and 

reasonable costs associated with the new CIS, including return and income taxes, 

should be recoverable in rates .. for the 10-year economic life of the new CIS 

                                                 
9 Ex. B-3-2, Project Close-Out Report, at slide 6.   
10 The January 1, 2009 in-service date is inherent in the CIS revenue requirement number used in row 3 
of the 2007 Template attached to the 2007 Settlement Agreement. 
11 Ex. B-3-2, Project Close-Out Report, at slide 3.   
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assets”.12  The 2007 Settlement Agreement further provides that adjustments may 

be made to the $71.4 million assumed opening rate base amount for the CIS asset 

as of January 1, 2013 in order to “reflect the actual costs of the new CIS”.13 

 

19. Consistent with those provisions, and in recognition of the differences in costs and 

the timing of the in-service date of the project, Enbridge and the stakeholder steering 

committee have agreed that the 2007 Settlement Agreement should be amended, to 

provide for an adjusted opening rate base figure for the new CIS asset, as of 

January 1, 2013.  It is important to note that this change will not affect the rates to be 

collected from ratepayers in 2011 and 2012 as agreed upon in the 2007 Settlement 

Agreement. 

 

20. Specifically, the opening rate base value for the new CIS asset as of January 1, 

2013 should be $76.9 million, rather than the $71.4 million assumed value in the 

Settlement Agreement.  This approach means that approximately $3.0 million of the 

$8.5 million of additional SI and IDC costs incurred by Enbridge will not be included 

in the adjusted opening rate base, because that portion relates to amounts that 

would otherwise have been recovered during the current IR term.  In other words, 

Enbridge will not recover that portion of the additional CIS costs which would have 

been part of revenue requirement during the term of the current Settlement 

Agreement.   

 

21. The derivation of the $76.9 million opening rate base value for the new CIS asset as 

of January 1, 2013 is set out in detail in Ex. B-3-3.      

 

                                                 
12 2007 Settlement Agreement, at p. 13.   
13 2007 Settlement Agreement, at p. 13. 
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22. At a high level, the revenue requirement impact set out in the 2013 Template for CIS 

asset costs (based on the original CIS-related capital structure embedded in the 

2007 Template) is that Enbridge will recover approximately $137.0M in rates over 

the 2013 to 2018 term.  That amount, which is agreed to by Enbridge and the 

stakeholder steering committee, is seen at row 3 of the 2013 Template.    

 

23. The revenue requirement impact of this aspect of the Application is set out in more 

detail in Ex. B-3-4.  That document sets out how Enbridge’s revenue requirement for 

the new CIS asset will be different under this Supplementary Settlement Proposal, 

over the years from 2013 to 2018, and also shows the difference through to the year 

2019, which is the last year of the CIS asset’s economic life.     

 

24. If the values in row 3 (columns H to M) of the 2013 Template, which are based upon 

a January 1, 2013 opening rate base value for the new CIS asset at $76.9 million, 

are approved by the Board, that approval will supersede the references at pages 13 

and 14 of the 2007 Settlement Agreement which address the opening rate base 

value for the new CIS asset as of January 1, 2013.    

 

E.  CIS-related costs for the 2013 to 2018 term 

25. All of Enbridge’s forecast CIS-related costs for the 2013 to 2018 term are set out in 

the top-right section of the 2013 Template.  In total, the revenue requirement for 

Enbridge’s CIS related costs from 2013 to 2018 is $221,056,081.  That total is 

derived by summing together the annual amounts set out in rows 3 to 6 of the 2013 

Template.   

 

26. There are no entries in rows 1 and 2 of the top-right section of the 2013 Template as 

those rows relate to costs that will not occur during the 2013 to 2017 period 

(because those rows refer to costs associated with Enbridge’s legacy CIS asset).   



Filed: 2011-06-20 
EB-2011-0226 
Exhibit B 
Tab 3 
Schedule 1 
Page 9 of 9 

 
 

27. The entries in row 3 for 2013 to 2018 related to the revenue requirement for the new 

CIS asset (totalling $137.0M) are discussed above. 

 

28. The entries in row 4 relate to New CIS Hosting and Support.  This item represents 

the costs associated with the ownership and operation of the new Enbridge CIS.  

These costs include the cost of third party application support services, hardware 

maintenance and Enbridge’s internal labour costs for system operations and 

support.  The amounts in row 4 total $50,252,248 over the 2013 to 2018 period.  

These amounts are based on inflation of costs that are set out in the same line of the 

2007 Template over the 2013 to 2018 term.     

 

29. The entries in row 5, related to CIS Backoffice (EGD Staffing).  This cost is for 

Enbridge’s internal staff associated with the maintenance and operation of the new 

Enbridge CIS software.  This support function is involved in system helpdesk, defect 

management, system enhancement, system testing, system performance 

management, change management, testing and the update of related training 

materials.  The amounts in row 5 total $18,635,607 over the 2013 to 2018 period.    

These amounts are based on inflation of costs that are set out in the same line of the 

2007 Template over the 2013 to 2018 term.     

 

30. The entries in row 6 relate to SAP Licence Fees, which are annual licence fees 

payable by Enbridge to SAP in respect of ongoing system support and entitlement to 

periodic software patches and upgrades.    These amounts, based on Enbridge’s 

forecasts, total $15,158,226 over the 2013 to 2018 period.   

 

31. There are no entries in row 7 (SAP modifications), as those activities relate to the 

implementation of the new CIS (which is now complete), not to its ongoing operation.   
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Uitlity Owned CIS System CIS system

10 Year Life Original Agreement /

Ontario Utility Capital Structure Adjusted in 2013 - 2019

to include incrmental

Sys Int costs & IDC &

Col. 1 Col. 2 Col. 3 Col. 4 Other capital decrease

(4 dec.)
Line Indicated Return Return
No. Component Cost Rate Component Component

 %     %     %     %    

1. Long-term debt 64.00 5.35 3.42 3.4240

2. Short-term debt 0.00 4.12 0.00 0.0000

3. 64.00 3.42 3.4240    
4. Preference shares 0.00 5.00 0.00 0.0000

 

5. Common equity 36.00 8.39 3.02 3.0204

6. 100.00 6.44 6.4444

10 Year
($Millions)                 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 2019 Total

Per CIS - CC Agreement

7. Ontario Utility Income 6.67 9.87 -10.79 -10.93 -11.08 -11.23 -11.37 -11.52 -11.67 -11.82 Total

8. Rate base 112.98 101.09 89.20 77.31 65.42 53.52 41.63 29.74 17.85 5.96 2009- 2019

9. Gross sufficiency / (deficiency) (0.95)            5.26             (25.89)          (24.91)          (23.95)          (22.98)          (21.99)          (21.04)          (20.07)          (19.10)          -175.62

10. 2009-2012 total (46.49)          Total
2013- 2019

(129.13)         

$1.9M Additional IDC in service and $0.4 million lower all other

 CIS project costs in service Sept 09 impact for 2013-2019

11. Ontario Utility Income -0.08 -0.19 -0.14 -0.15 -0.15 -0.15 -0.15 -0.15 -0.16 -0.16 -0.12 Total

12. Rate base 0.80 1.48 1.32 1.16 1.00 0.84 0.68 0.52 0.36 0.20 0.05 2013-2019

13. Gross sufficiency / (deficiency) (0.20)            (0.45)            (0.36)            (0.34)            (0.28)            (0.27)            (0.25)            (0.24)            (0.24)            (0.23)            (0.16)        -1.67

14. 2009-2012 total (1.35)            

$6.6M Additional SI costs in service Sept 09 impact for 2013-2019

15. Ontario Utility Income 1.05 0.61 -0.59 -0.60 -0.62 -0.63 -0.63 -0.64 -0.65 -0.65 -0.44 Total

16. Rate base 2.18 6.10 5.44 4.78 4.12 3.46 2.80 2.14 1.48 0.82 0.20 2013-2019

17. Gross sufficiency / (deficiency) 1.42             0.34             (1.47)            (1.42)            (1.19)            (1.13)            (1.08)            (1.04)            (1.00)            (0.93)            (0.60)        -6.97

18. 2009-2012 total (1.13)            

Total
19. CIS with original spend agreement impacts plus additional IDC impact / additional 2013-2019

System Integrator cost 2013-2019 COS Revenue Requirements (lines 9 + 13 + 17) -25.42 -24.38 -23.32 -22.32 -21.31 -20.26 -0.76 -137.77

5/27/11 8:34 AM
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CUSTOMER CARE COSTS 

 
 
A.  Overview  
 
1.   The middle-right section of the 2013 Template sets out Enbridge’s forecast CC 

related costs for the period from 2013 to 2018.  In total, the revenue requirement for 

Enbridge’s CC related costs from 2013 to 2018 is $537,071,654.  That total is 

derived by summing together the annual amounts for 2013 to 2018 set out in rows 8 

to 15 of the 2013 Template.  The most significant of these amounts relates to the 

costs associated with the update and extension of the CC services contract with 

Accenture (the “Customer Care Services Agreement”, or “CCSA”), which would run 

until the end of 2017, with an option to extend to 2018 and 2019.  Those costs are 

set out at row 10(a) of the 2013 Template.  The update and extension of the current 

CCSA is conditional on receiving OEB approval for the recovery of costs that will be 

charged under that agreement.       

 

2.  As set out below, the stakeholder steering committee accepts that Enbridge has 

conducted an appropriate process to evaluate how best to acquire CC services for 

the five years after the current CCSA with Accenture expires at the end of 2012.  

The stakeholder steering committee agrees with Enbridge’s decision to enter into an 

amended CCSA with Accenture under which Accenture will provide CC services 

until the end of 2017, with an option to extend to 2018 and 2019.  The stakeholder 

steering committee agrees that the cost and terms of the updated and extended 

CCSA with Accenture for CC services from 2013 to 2018 are prudent and 

appropriate and the costs should be included in the 2013 Template and recoverable 

in rates.   

 

3.   Row 10 in the 2013 Template entitled “New Service Provider Contract Cost” 

summarizes costs associated with outsourced third party CC services.  Costs 
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included in this line item are: (1) service fees in respect of the update and extension 

of the CCSA with Accenture for Billing, Call Centre and Collection Services, along 

with Enbridge’s costs for large volume customer billing ($318.6M), as set out in row 

10(a); (2) the forecast cost of postage ($69.6M), as set out  in row 10(c); and (3) the 

forecast cost of meter reading services ($110.1M), as set out in row 10(b).  The 

contractual terms and costs associated with the five year extension of the CCSA, as 

set out in row 10(a) of the 2013 Template, have been reviewed and endorsed by the 

stakeholder steering committee and their expert consultant (Five Point).  The other 

amounts (for postage and meter reading) are based on inflation of costs that are set 

out in the same row of the 2007 Template over the 2013 to 2018 term.  There is not 

yet any agreement on those costs.   

 

4.   Enbridge’s forecast of other CC-related costs for the 2013 to 2018 term are as set 

out in rows 11 and 12 of the 2013 Template.  Those costs relate to items not 

included in Enbridge’s CCSA with Accenture, such as CC licences, the costs 

associated with several minor computing applications that are used by the CC group 

in conjunction with CIS processes and Enbridge’s back-office staffing and the costs 

pertaining to the Enbridge staff responsible for the delivery and management of CC 

services.  There is not yet any agreement on the costs in rows 11 and 12.   

 

5.   As noted, the expert consultant retained by the stakeholder steering committee 

(Five Point) has reviewed and endorsed the update and extension of the CCSA with 

Accenture.  A copy of the Five Point report on this subject is discussed in detail 

below, and is attached as Ex. B-4-2. 

 

6.   The update and extension of the CCSA with Accenture is conditional on approval 

being obtained from the OEB in respect of the cost consequences of the CCSA 

being recoverable in rates.  The current CCSA comes to an end on April 1, 2012, 
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and Enbridge must provide at least six months notice if the Company wishes to 

extend the current CCSA.  As a result, Enbridge requires OEB approval of the cost 

consequences of the update and extension of the CCSA by mid-September 2010, in 

order that Enbridge can seamlessly transition to the updated CCSA as of April 1, 

2012.  If OEB approval is not obtained in that timeframe, then Enbridge will have to 

exercise a renewal of the current (not updated) CCSA, which is more costly than 

would be the case under the updated and extended CCSA that has been negotiated.   

 

B.  Customer Care Services Agreement  

7.   After the OEB approval of the 2007 Settlement Agreement, the members of the 

stakeholder steering committee continued to receive information from Enbridge 

about the selection of Enbridge’s CC and CIS service providers (through ongoing 

Request for Proposal (“RFP”) processes) and about the implementation of those 

services, and continued to advise Enbridge of their perspective and concerns about 

such matters.  The stakeholder steering committee was supported by Mario Bauer 

(of Five Point), who provided them with advice and assistance in respect of 

Enbridge’s RFP processes and decisions.    

 

8.   Enbridge currently acquires the majority of its CC services from third party service 

providers, primarily Accenture.  Accenture was chosen as a result of a RFP process 

run by Enbridge in 2007, which process was explained in the 2007 Settlement 

Agreement.  The members of the stakeholder steering committee were involved in 

reviewing and commenting upon Enbridge’s RFP process that resulted in the 

selection of Accenture for CC services.   

 

9.  The contracts under which these CC services are purchased (the current CCSA) will 

reach their normal expiry dates on March 31, 2012.  As part of its acquisition of CC 

services beyond March 31, 2012, Enbridge will either have to execute an agreement 
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with Accenture for the provision of the existing CC service arrangements for a period 

beyond the scheduled termination of those arrangements (because any transition 

will take place after that date), enter into service agreements with alternate service 

providers, repatriate these business functions or trigger extension agreements to 

extend the existing arrangements with Accenture.  Further, transitional agreements 

governing the transition from the existing to a new customer care service provider, or 

potentially to Enbridge itself would need to be put in place.  All of those agreements 

will be referred to herein as the "Transition Agreements". 

 

10. In recognition of the long lead times required to establish CC services, and in 

recognition of the magnitude and scope of those CC services that Enbridge currently 

acquires from Accenture, Enbridge embarked upon an initiative in early 2010 to 

assess its current customer care delivery arrangements and formulate a strategy to 

meet its CC requirements beyond March 2012.  The objectives of this initiative were 

to: 

a. Review the Company’s current CC service delivery arrangements (scope, 

cost, quality and comparative benchmarks). 

 

b. Establish Enbridge’s future CC needs. 

 

c. Identify gaps between the Company’s current CC delivery model and future 

needs.  

 

d. Formulate a customer service delivery strategy for 2012 and beyond. 

 

e. Align the strategy with Enbridge’s regulatory/rates approach.    
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f. Develop a plan to implement this strategy (approach, timelines, milestones, 

resources, costs and governance). 

 

11. As part of the service delivery review, Enbridge canvassed internal business 

stakeholders and undertook an external review of industry trends and best practices 

with respect to CC service delivery strategy.   

 

12. Interviews were conducted with seven external consulting firms to gain their 

perspectives on the CC outsourced services industry. Through this process 

Enbridge gained information as to current trends in business process outsourcing in 

the North American utility sector. Additionally, Enbridge determined that EquaTerra 

Inc. ("EquaTerra") was best suited to assist the Company in a more detailed 

comparison of Enbridge’s CC operations to current industry best practices.  

EquaTerra was engaged by Enbridge to review the current CCSA and provide 

perspectives on how Enbridge’s outsourced CC services compared to current 

market standards in terms of cost, service levels and other contract terms.   

 

13. EquaTerra concluded that “in general”, there are no major structural defects or 

omissions in the Enbridge / Accenture CCSA.  There were however several items 

identified that Enbridge could address, strengthen or add in the event of an 

extension or renegotiation of the agreement:  

a. Step in Rights or Performance Guarantee 

b. Project Methodology 

c. Continuous Improvement 

d. Customer Satisfaction 

e. Operation Procedures Manual  
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14. EquaTerra also found that the current CCSA applies a price per customer model, 

which is a preferred market methodology for utilities and that comparative market 

analysis revealed that the Normalized Base Price lies within market comparable 

market ranges.  Additional analysis concluded that the Contracted Project Rate Card 

is within market norms.   

 

15. Enbridge formalized its CC strategy after receiving the EquaTerra Study.  The 

resulting Enbridge CC strategy took into account: 

a. Internal perspectives with respect to how well the Company’s current CC 

delivery arrangements were functioning. 

 

b. Internal perspectives concerning future Enbridge CC business requirements. 

 

c. External views with respect to the current state of the CC outsourced 

business services in the utilities market and North American trends in this 

market segment. 

 

d. The specific findings and recommendations of EquaTerra with respect to the 

CCSA. 

 

e. Notice requirements under the current CCSA, as well as the lead time 

required to conduct a market tender for the CC services procured under the 

CCSA and the time required to transition such services to a new vendor if 

required. 

 

16. The strategy called for Enbridge to first issue a request to Accenture to provide the 

Company with a proposal for the extension of the CCSA beyond March 2012 that 

would address Enbridge’s revised requirements as documented in its CC strategy.  
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Then, in the event that the Accenture CCSA extension proposal was not acceptable, 

Enbridge intended to proceed with a market tendering process which would have 

commenced late in 2010.  A copy of the Enbridge CC Strategy, which appends the 

EquaTerra Study, is attached as Ex. B-4-3. 

 

17. As contemplated by the CC Strategy, from July through December 2010 Enbridge 

was engaged in negotiations with Accenture for the revision and extension of the 

CCSA.   

 

18. Ultimately, Enbridge and Accenture were able to agree upon a revised and 

extended CCSA that would run from January 1, 2011 to December 31, 2017, along 

with an Enbridge extension option for 2018 and 2019.  The revised and extended 

CCSA that Enbridge negotiated adopts recommendations from EquaTerra about 

contractual terms and conditions, contains enhanced service levels and is priced at 

a competitive level.  Review and comment on the terms, conditions and pricing of 

the revised and extended CCSA can be found in the Five Point report that is 

appended as Ex. B-4-2, and discussed below.   

 

19. The extended CCSA between Enbridge and Accenture is conditional on internal 

Enbridge Board of Director approvals (which have been received), and on approval 

being obtained from the OEB in respect of the cost consequences of the CCSA 

being recoverable in rates.  As noted, Enbridge requires OEB approval of the cost 

consequences of the five year extension of the CCSA by mid-September 2011, in 

order that Enbridge can seamlessly transition to the updated CCSA as of April 1, 

2012.   

 

20. The total cost associated with the extended Accenture contact (the CCSA) is 

approximately $430M, from January 1, 2011 to December 31, 2017.  As the 



Filed:  2011-06-20 
EB-2011-0226 
Exhibit B 
Tab 4 
Schedule 1 
Page 8 of 12 

 
Company’s CC costs for 2012 are already addressed in the 2007 Settlement 

Agreement and the 2007 Template, Enbridge is not seeking any approval of the 

2012 costs associated with the CCSA.   

 

21. The costs associated with the extended CCSA with Accenture are included as part 

of row 10 of the 2013 Template, in what is included as row 10(a) for 2013 to 2018.    

 

C.  Endorsement of the Stakeholder Steering Committee for the new CCSA 

22. Throughout the process described above Enbridge kept the stakeholder steering 

committee apprised of its strategy concerning Accenture and the progress in its 

discussions with Accenture concerning the potential extension of the CCSA.   The 

stakeholder steering committee agreed to review Enbridge’s progress, and provide a 

stakeholder perspective on any decisions proposed by Enbridge.  To assist in these 

activities, Enbridge and the members of the stakeholder steering committee agreed 

upon a Statement of Principles to guide their efforts.   A copy of the Statement of 

Principles is attached as Ex. B-4-4.   

 

23. As set out in the Statement of Principles, the stakeholder steering committee agreed 

to work together to see if an agreement could be reached with Enbridge on the 

following: 

a. That the process followed by Enbridge to determine whether to re-contract its 

CC services with Accenture, or to proceed to an RFP process, or to repatriate 

CC operations within Enbridge, was appropriate in the circumstances and 

conformed to recognized best practices. 

 

b. The prudence of Enbridge’s decision to re-contract its CC services with 

Accenture, or to proceed to an RFP process, or to repatriate CC operations 

within Enbridge. 



Filed:  2011-06-20 
EB-2011-0226 
Exhibit B 
Tab 4 
Schedule 1 
Page 9 of 12 

 
 

c. If applicable, that the RFP process followed by Enbridge was appropriate in 

the circumstances and conformed to recognized best practices. 

 

d. The prudence of any required Transition Agreements.  

 

e. The prudence of Enbridge’s CC service arrangements for the period from 

April 1, 2012 through to at least December 31, 2017, including the project 

schedule, cost and spending. 

 

24. The stakeholder steering committee also enlisted the assistance of its expert Mario 

Bauer of Five Point.  The stakeholder steering committee retained Five Point to 

assist the Committee in the evaluation of the Enbridge CC strategy and the CCSA 

extension proposals brought forward by Accenture.  As part of this work, Five Point 

reviewed the Enbridge CC strategy, the EquaTerra Study and the final negotiated 

extension and amendments to the CCSA between Enbridge and Accenture.  Five 

Point has commented favourably with respect to these items. A copy of the Five 

Point Report to the stakeholder steering committee is attached as Ex. B-4-2. 

 

25. Among other things, the Five Point Report states that: 

a. Enbridge’s approach to determining how to obtain CC services after the 

expiry of the current CCSA was “appropriately timed” and logically 

sequenced, in terms of first looking to renegotiate and extend the 

arrangements with Accenture, before looking at other options.1  

                                                 
1 Ex. B-4-2, Five Point Report, at slides 6 and 7.   
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b. Enbridge has been transparent and cooperative in its dealings with Five 

Point.2 

c. “Five Point believes that EGD was successful in striking a contract extension 

deal with ABSU for almost the same price as the current CCSA agreement 

but with many improvement items incorporated in the new contract.”3 

d. The year-over-year increase in annual price through the course of the 7-year 

contract is within the market norms.4 

 

26. Based on all the foregoing, the stakeholder steering committee has now concluded 

that: 

a. The process followed by Enbridge to determine whether to re-contract its 

customer care services with Accenture, or to proceed to an RFP process, or 

to repatriate customer care operations within Enbridge, was appropriate in the 

circumstances and conformed to recognized best practices. 

 

b. Enbridge’s decision to re-contract its customer care services with Accenture 

is prudent and appropriate. 

 

c. The contract extension that Enbridge has negotiated with Accenture to 

provide customer care service arrangements for the period from April 1, 2012 

through to at least December 31, 2017, including the project schedule, cost 

and spending, is prudent and appropriate. 

 

                                                 
2 Ex. B-4-2, Five Point Report, at slide 28. 
3 Ex. B-4-2, Five Point Report, at slide 28. 
4 Ex. B-4-2, Five Point Report, at slide 28. 
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D.  Enbridge’s Customer Care costs for the 2013 to 2018 term 

27. All of Enbridge’s forecast CC-related costs for the 2013 to 2018 term are set out in 

the middle section of the 2013 Template.  In total, the revenue requirement for 

Enbridge’s CC related costs from 2013 to 2018 is $537,071,654.  That total is 

derived by summing together the annual amounts set out in rows 8 to 15 of the 2013 

Template.  Bad debt costs are not included in the 2013 Template, and will be 

considered separately as part of the Company’s rates that are set through an IRM or 

cost of service approach. 

 

28. There are no entries in rows 8 and 9 of the 2013 Template as those rows relate to 

costs that will not occur during the 2013 to 2017 period (because those rows refer to 

transition costs related from Enbridge’s move to Accenture from CWLP in 2007 and 

2008).   

 

29. The entries in row 10 relate to the CC service provider costs, and other related 

costs.  These amounts total $498,307,159 over the 2013 to 2018 period.  Costs 

included in this row item are: (1) service fees in respect of the update and extension 

of the CCSA with Accenture for Billing, Call Centre and Collection Services, and 

costs related to Enbridge’s costs for large volume customer billing services 

($318.6M), as set out in row 10(a); (2) the forecast cost of postage ($69.6M), as set 

out  in row 10(c); and (3) the forecast cost of meter reading services ($110.1M), as 

set out in row 10(b).  As noted, the contractual terms and costs associated with the 

update and extension of the CCSA have been reviewed and endorsed by the 

stakeholder steering committee and their expert consultant (Five Point).  The other 

amounts (for postage and meter reading) are based on inflation of costs that are set 

out in the same row of the 2007 Template over the 2013 to 2018 term.   

 



Filed:  2011-06-20 
EB-2011-0226 
Exhibit B 
Tab 4 
Schedule 1 
Page 12 of 12 

 
30. The entries in row 11 relate to CC Licences.  These amounts total $9,320,833 over 

the 2013 to 2018 period.  These amounts are based on Enbridge estimates. 

 

31. The entries in row 12 relate to CC Backoffice (EGD Staffing).  These amounts total 

$29,443,662 over the 2013 to 2018 period.  The amounts set out in row 12 are 

based on inflation of costs that are set out in the same row of the 2007 Template 

over the 2013 to 2018 term.     

 

32. There are no entries in rows 13, 14 and 15 (transition and procurement costs), as 

the activities anticipated under these categories are not needed in the circumstance 

where Accenture will continue to be the CC service provider.   
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1 Executive Summary 

This section provides a quick, high-level summary of the key outputs of the Customer Care Service 
Delivery Strategy initiative, undertaken in 2010 by EGD’s Customer Care department. Details and other 
supporting material are provided in the rest of the sections of this document. 
 
Purpose & Objectives of the initiative: 
 
The project was undertaken to ensure that EGD is well-positioned to effectively meet its future 
customer care needs. 
The specific objectives of the project were: 
 Review the current state of EGD’s customer care service delivery model 
 Establish future customer care needs 
 Identify gaps between the current state and future needs 
 Formulate a customer service delivery strategy for the future (2012 and beyond)  
 Align the strategy with the regulatory/rates approach  
 Develop a plan to implement the strategy  
  
 
Review of the current state: 
 
The following is a high-level depiction of the current state context: 
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The four key areas of services include Meter Reading, Billing & Payments, Credit & Collections, and 
Customer Contact. The operation of these services is largely out-sourced. Meter Reading services are 
primarily provided by MET Utilities Management Ltd. (“MET”), while Accenture Business Services For 
Utilities Inc. (“ABSU”) provides most of the other services. A CCSA (Customer Care Services Agreement) 
is in place with each of these external service providers. The current CCSAs are based on a five year 
term that expires in March, 2012. Within this context, the following are some of the key themes from 
interviews with EGD staff around assessing the current state. 
 
Things going well today: 
 

 
 
Challenges and areas of improvement: 
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Relevant assumptions around future business direction (5 years out): 
 
Based on discussions with EGD’s management team, the following are some of the key assumptions 
that were used to understand EGD’s customer care needs for the period 2012 through 2017 
 
1. EGD will enter into another 5-year incentive regulation program beginning in 2013 

2. It will be difficult for EGD to recover significant customer care cost increases in rates 

3. There will be no major changes in EGD’s external landscape (Ontario economic & demographic environment, 

regulatory model, Enbridge Inc business structure) 

4. EGD’s business model will not change significantly. Natural gas distribution will continue to be the core 

business.  

5. Customer attachments growth will stay relatively constant 

6. Increased requirements for meter exchanges due to government inspection requirements will be in effect 

within 5 years 

7. Customer expectations will continue to evolve (customers will be looking for more communication channels 

with EGD, as well as more self-serve choices) 

8. EGD’s CIS system and web site will continue to be hosted and managed in-house.  

9. The IVR will continue to be managed by the service provider that provides contact centre services. 

 
 
Business drivers for changes to the current state: 
 
The business drivers can be categorized into the four inter-dependent variables shown below. 
 

   
 
To the extent possible, the objectives are to increase flexibility, quality and control,  

 while reducing cost 
 without taking on significant risk 

In addition to scope, cost of outsourced services is 
impacted by expectations around quality and the 
degree of flexibility & control desired 

Hence, the primary goal is to have the right balance of 
cost, quality, flexibility, control and risk in relation to 
the delivery of customer care services, in order to 
effectively meet the strategic and operational needs of 
EGD in the future 
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Options for Change: 
 
There are essentially two major Customer Care Service Delivery options; Insource or Outsource. In 
EGD’s case, the available outsourcing options are to continue with the current service providers, or to 
look to the market for other potential service providers. Insourcing would require a significant change 
in EGD’s operations, entail significant lead time and capital cost.  A third potential option could be 
some combination of outsourcing along with the repatriation of some services. In general outsourcing 
limits flexibility and control while insourcing provides more flexibility and control all be it at a higher 
level of risk.  Under any of these options, the scope of services and service levels would be revised to 
accommodate current and unanticipated future business needs.   
 

 

 
 

 
  

Filed:  2011-06-20 
EB-2011-0226 
Exhibit B 
Tab 4 
Schedule 3



EGD Confidential – Draft for discussion prepared by InQvis Inc on behalf of EGD Customer Care   8 

   

 

Summary of Changes Recommended: 
 
The picture below is a high level depiction of the changes recommended. 

  
 
The overall recommendation here is to repatriate large-volume billing, continue outsourcing other 
services that as they are today, subject to a marginally revised scope of work and certain service level 
improvements. The following tables provide an overview of recommended changes by area of 
customer care. 
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Implementation Options: 
 
There are essentially 3 routes that can be taken for implementation: 
 

 
 
  

Filed:  2011-06-20 
EB-2011-0226 
Exhibit B 
Tab 4 
Schedule 3



EGD Confidential – Draft for discussion prepared by InQvis Inc on behalf of EGD Customer Care   12 

   

 

Based on an analysis of the three options, the following is a summary of how these options compare: 
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Since each of these options have specific pros and cons, the following is the recommended 
implementation plan which combines elements of each option into a logical decision path. 
 

 
 
 
Recommendations around regulatory engagement: 
 
Regulatory acceptance of EGD’s decisions on future Customer Care service delivery and the recovery of 
related costs is an essential element of EGD’s Customer Care strategy. It is the company’s view that this 
can be best achieved through a consultative approach that enables the company to engage its 
regulatory stakeholders in a meaningful way that gives them clear insight into EGD’s decision-making 
process. 
 
Since Transparency and Engagement are critical to this process, this should be accomplished by 
keeping regulatory stakeholders informed on: 
• Requirements & rationale for proposed changes to Customer Care Service Delivery 
• Decision-making process 
• Relevant discussions with service providers 
• Related Management decisions 
 
This can be accomplished by sharing relevant information with interveners through regular meetings 
and communications and supporting Intervener-selected independent advisors that can monitor, 
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comment on and  advise the interveners with respect to the decision making process employed by the 
Company. 
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2 Introduction 

2.1 Background and Context 

The landscape in which EGD operates is continuing to evolve. Changes in the economy, green energy,  
technology and demographic trends within our franchise area are some of the many factors that will 
continue to evolve and influence the expectations that customers have of EGD.  
 
EGD currently has an out-sourced service delivery model for a majority of its customer care operations. 
In 2007, ABSU was chosen as the service provider through a competitive bidding process. The service 
agreement was for a 5-year term. This agreement, which includes two extension options covering up to 
two additional contract years, is effective until March 31, 2012. 
  
Another significant development since 2007 is the implementation and deployment of a new CIS 
system by EGD in September 2009. The new SAP technology based CIS replaced the old mainframe 
based CIS system in September 2009. The legacy CIS was provided to EGD as an outsourced service by 
ABSU, whereas the new CIS is owned and hosted by EGD. 
 
These three factors – evolving customer expectations, impending expiry of the current customer care 
service agreement, and EGD’s ownership of the new CIS prompted the need to pursue a customer care 
service delivery strategy.   
 
EGD’s customer care strategy needs to address key questions for the future: 

o How effectively is the existing service delivery model meeting our current needs? 
o How will our needs be different in the future? 
o What are the gaps in our current model? 
o How should we fill in these gaps? 

  Should we alter the existing mix of services that we outsource? 
 Should we alter our service level metrics? 

o What do we need to do to prepare for the future 
 
The best timing for such an exercise is 2010, well in advance of the expiry of the current service 
agreement. In December 2009, the decision was made to launch the “Customer Care Service Delivery 
Strategy” initiative. A small team was put together under the direction of Steve McGill to conduct this 
initiative. 
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2.2 Overview of the Initiative 

The following is a description of the Purpose, Objectives and Approach of the initiative: 
 
Purpose: 

Ensure that EGD is well positioned to effectively meet its future Customer Care needs beyond 
March 2012. 

 
Objectives: 

 Review the current customer care service delivery operation (scope, cost, quality and 
comparative benchmarks) 

 Establish the future customer care needs 
 Identify gaps between our current customer care delivery structure and future needs 
 Formulate a customer service delivery strategy to meet these for the future (2012 and 

beyond)  
 Align the strategy with the regulatory/rates approach  
 Develop a plan to implement the strategy (approach, timelines, milestones, resources, costs 

and governance) 
 
Approach: 

The initiative was conducted through three major activities, as depicted in the picture below 
1. Review the current service delivery model 
2. Establish the strategy 
3. Establish an action plan 
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As part of the service delivery review, interviews were held with over 50 stakeholders from different 
parts of the organization. A cross-functional working group was put together, and engaged through 
workshops to validate ideas and provide feedback and input into the strategy.  
 
 
The following picture depicts the team composition and governance structure: 
 

 
 

2.3 Document Outline 

The rest of this document is arranged in four parts: 
 Chapter 3 - Review of the current state : This section provides an introductory overview of 

EGD’s customer care operation, assesses current operations (based on key themes from 
interviews and other material), and assesses the current service agreement 

 Chapter 4 – External Scan: This section describes industry trends and development that are 
relevant to customer care. This material was put together through research and conversations 
with external consultants 

 Chapter 5 – Recommendations for the Future State: This section describes the requirements for 
the future, and recommendations around how to meet those requirements 

 Chapter 6 – Recommended Action Plan: This section describes the various implementation 
options that are feasible, and provides a recommended roadmap 

 
All other supporting documents that are relevant to the content in the four chapters listed above are 
included as appendices. 
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3 Review of the Current State 

3.1 Profile of EGD’s Current Customer Care Business Function 

 

3.1.1 Customers 

EGD provides natural gas distribution for approximately 1.9 million mass market (residential and 
commercial/industrial) and approximately 11,000 large commercial and industrial customers in 
Ontario. The Company continues to grow by 30,000 to 40,000 customers per year.  
 
Bills are issued to all customers on a monthly basis. Billing is based on consumption calculations which 
are based on either actual meter readings or estimated meter readings.  Actual meter readings are 
gathered for the majority of customers every second month.  Actual monthly, daily or hourly meter 
readings are acquired for a portion of commercial and industrial customer accounts. Here are some key 
points regarding the customer billing: 

 All regular monthly bills are generated by the EGD CIS. 

 Approximately 50% of EGD’s residential customers are enrolled in the equal billing plan 

 Approximately 1.4 million of customers are billed for third party non-commodity charges (Open 
Bill).  

 Of the customer base, approximately 600 thousand customers purchase their commodity gas 
through other retailers.   

 Approximately 67,000 customers receive their bills electronically (E-Bill), and 

  Approximately 385,000 customers are registered for pre-authorized payment processing. 

 Back-office billing support (bill investigations, quality control, manual billing transactions and 
bill correction) is provided by an external service provider under a business process outsourcing 
agreement. 

 
 

3.1.2 Customer Care Services 

 
EGD Customer Care Services include the following: 
 
Sales Enquiry, Customer Attachments and Customer account set-up and configuration 
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 The Sales Enquiry function handles new customer attachment requests as well as EGD 
marketing program inquiries from prospective and existing customers. 

 The Physical Attachment function is responsible for initiating new customer attachments to the 
EGD distribution network. 

 The Customer Account Setup function deals with setting up new customers in EGD's Customer 
Information System (CIS). 

 The Client Account Setup function deals with establishing other EGD clients (Open-Billers, 
Commodity Gas Retailers, etc) in EGD’s information systems (CIS, EnTrac, etc). 
 
 

Meter Reading and Administration 
 

 
 

 The Meter Reading Administration function is responsible for coordinating meter reading 
routes and associated meter reading schedules. 

 Meter Move-in/Move-out deals with administration of meter readings that are associated with 
customer moves and service disconnections / reconnections. 

 Meter Reading is the function that performs the physical readings. 

 Meter Management is a function that deals with maintaining meters in EGD’s distribution 
network, including inspections, repairs and replacement. 

 Customer Self-Read is a function that allows for the capture and management of customer 
provided meter readings. 
 
 

Billing and Payment processing 
 

 
 

 Bill Calculation is the function that performs calculations on the billing components that make 
up a customer’s bill. 
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 Bill Verification is the function that performs verification of the customer bills to ensure 
accuracy and appropriateness. 

 Bill Generation is the function responsible for generating the customer’s bill (bill composition, 
printing / inserting and mailing). 

 Billing Exceptions is the function that addresses any issues or problems that are encountered 
during the Bill Calculation, Bill Verification or Bill Generation activities or through customer 
communication that require investigation and or revision. 

 eBill is the function that provides electronic bill delivery to EGD’s customers via email. 

 Bill Presentment is a function the renders Bill images of customer bills for review of customer 
billing components and for bill generation purposes. 

 Payment Processing is the function that addresses the gathering of customer payments, bank 
deposits, posting of payments to customer accounts and reconciliation of cash with the bank 
and the CIS. 

 Billing Preferences is responsible for establishing and managing customer specific configuration 
options in the Customer Information System, such as Equal Billing Plan participation, Pre-
Authorized Debit configuration, security deposit calculation, etc). 
 
 

Credit & Collections 
 

 
 

 Outbound Collections is the function that manages EGD-initiated customer collections 
activities. 

 Inbound Collections is the functions that handles inbound customer contacts in relation to 
collections activities. 

 Security Deposit Administration deals with the determination of, collecting and maintaining 
security deposits from EGD customers. 

 Sundry Accounts Receivable is the function that deals with handling the collections activities 
associated with sundry account accounts, (collection of 3rd party damage claims etc). 
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Customer Contact 

  

 
 

 Billing Inquiries is the function responsible for responding to customer inquiries concerning 
charges that have been invoiced on their EGD bill. 

 OBA Biller Hotline is a function that deals with 3rd party billing client inquiries regarding 3rd 
party charges appearing on a customer’s bill. 

 Service Inquiries & Appointments manages inquiries and requests for service work and 
initiates service activities. 

 Emergencies, is the function that handles emergency calls and is responsible for initiating 
emergency response activities. 

 The Escalations function is responsible for dealing with customer contact escalations. 

 Media Communications is responsible for managing communications activities with the 
media. 

 Web Communications is responsible for the EGD website content. 

 Correspondence is a function that administers customer correspondence activities. 

 Walk-in addresses customer contact activities that are initiated via walk-ins to EGD’s offices. 

 Outbound Billing Calls is a call centre function that handles outbound customer contact 
activities related to billing items. 

 Outbound/Inbound Collections Calls is a call centre function that handles customer contacts 
related to collections activities. 

 
Customers can interact with EGD via any of the following channels: 

 Phone (talking directly to a CSR or interacting with the IVR) 

 Mail correspondence, fax and e-mail 

 Website (to view information and submit forms)  

 Office of the Ombud (walk-ins) 

 Media communications 

 The bill (and associated billing inserts) contains information that is used as a channel to 
convey information to customers 
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3.1.3 Customer Care Service Delivery Model 

 
Context 
The following diagram provides an overview of the customers, the services provided and the 
organizations (external as well as internal) that are involved in customer care service delivery. 
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Internal versus Outsourced Functions 
The following is a representation of the current state service delivery model from an internal versus 
outsourced perspective. For each of the major customer care service “towers”, it depicts which 
functions are currently performed internally or via an outsourced provider, along with a high level 
approximation of the relative ongoing work effort in Full-Time Equivalent (FTE) resources needed to 
perform the function. 

 
 
 

Filed:  2011-06-20 
EB-2011-0226 
Exhibit B 
Tab 4 
Schedule 3



EGD Confidential – Draft for discussion prepared by InQvis Inc on behalf of EGD Customer Care   24 

   

 

Meter Reading & Admin Functions 
 
Meter Reading Administration activity is coordinated by ABSU for Residential and 
Commercial/Industrial customers using EGD’s CIS, and by EGD System Measurement for Large Volume 
customers. EGD’s meter reading services contractor, MET works in conjunction with EGD and ABSU to 
set and adjust meter reading routes. 

 
 

Meter Move-in/Move-out administration is conducted by ABSU for Residential and 
Commercial/Industrial customers using EGD’s CIS, and by System Measurement for Large Volume 
customers. MET is involved in physical meter reading and meter locking activities and the Work 
Management System (WMS) is used to route unlock requests to qualified technicians. EGD System 
Measurement utilizes the Enmar system to manage meter readings and consumption calculation for 
large commercial and industrial accounts. Other client groups also receive information related to 
move-in/move-out activity for customers that they have relationships with. 
 

 
 

 

Filed:  2011-06-20 
EB-2011-0226 
Exhibit B 
Tab 4 
Schedule 3



EGD Confidential – Draft for discussion prepared by InQvis Inc on behalf of EGD Customer Care   25 

   

 

Meter Reading activities are initiated by EGD‟s CIS for Residential and Commercial/Industrial 
customers, and by System Measurement for Large Volume customers. MET, EGD and Lakeside 
(Operation’s service outsource service provider) perform the physical meter reading activities.  
 

 
 
Meter Management activities are co-ordinated by ABSU for customer or billing-related meter work, 
and by System Measurement for government inspection and meter replacement work. The Work 
Management System is used to coordinate technician activities. 
 

 
 
Customer Self-Reads for Residential customers are received via the EGD website or ABSU’s IVR 
platform and are fed into EGD’s CIS. 
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Billing & Payment Functions 
 
Bill Calculation is the task of calculating charges to appear on the EGD monthly invoice.  This function is 
internal to EGD and is performed in the EGD CIS, serving all customer segments. 

 
 
Bill Verification is a function performed by ABSU, using the EGD CIS, for all customer segments. 

 
 
 
Bill Generation is the task of translating billing information that is to appear on EGD monthly invoices 
into the bill format (PDF) and either printing a paper invoice and delivering it to the postal service or 
conveying the invoice to the customer electronically via email.  This function is managed by ABSU 
leveraging ABSU’s sub-contracted relationships with KUBRA and Symcor to create bill images / print 
paper bills.  EGD Sundry account invoices are generated by the Enbridge Financial System (EFS).  The 
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Bill Generation function also includes a bill production quality control function based on a daily 
sampling of EGD invoices produced. 
 
 

 
 
 
Billing Exceptions are billing items that have not passed internal EGD CIS edit checks and are identified 
in manual work queues generated by the EGD CIS or through customer communication.  ABSU 
personnel carry out analysis and perform manual transactions in the EGD CIS to post adjustments or 
correct information that enables these billing items to be successfully invoiced by the EGD CIS. 
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eBill is the task of electronically conveying electronic EGD invoices (PDF files) to the customer 
electronically via email.  This function is managed by ABSU leveraging ABSU’s sub-contracted 
relationships with KUBRA. 

 
 
 
Payment Processing is a function managed by ABSU thru its sub-contractor Symcor for paper-based 
payments and thru EGD’s relationship with TD Bank for electronic payments. 
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Billing Preferences are billing options that are made available to EGD customers (e.g. Pre-Authorized 
Debit (payment) (“PAD”), Pre-Authorized Payment (“PAP”), and Budget Billing Plan (“BBP”)).  The 
Billing Preferences function is administered by ABSU via its call centre interactions with customers, 
using a combination of EGD’s CIS and ABSU’s subcontractor’s systems to capture customer billing 
preferences and account configuration information. 
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Credit & Collections Functions 
 
Outbound Collections Telephone Calling is a function performed by ABSU using information from EGD’s 
CIS, and ABSU’s automated dialling technology in consultation with input and direction from various 
internal EGD groups.  Its purpose is to collect past due accounts. 
 

 
 
 
Inbound Collections Telephone Call Handling is a function performed by ABSU using information from 
EGD’s CIS, and ABSU’s Interactive Voice Response (“IVR”) technology in consultation with input and 
direction from various internal EGD groups.  Its purpose is to respond to customer inquiries initiated 
through collection actions including Outbound Collections Telephone Calling. 
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Security Deposit Gathering and Administration is a function performed by ABSU for EGD’s gas 
distribution customers using information from EGD’s CIS, in consultation with input and direction from 
various internal EGD groups. 

 
 
 
Sundry Accounts Receivable is performed by ABSU and is the function of collecting EGD’s past due 
sundry accounts receivable (outside of EGD’s CIS) in consultation with the internal Customer Care 
Admin team. 
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Customer Contact Functions 
EGD Customer Billing Inquiries (telephone, email, fax and Royal Mail) are handled by ABSU, leveraging 
call centre personnel via direct communications with customers and other associated customer 
contact channels (EGD’s website, ABSU’ IVR platform, E-mail).  ABSU Customer Contact personnel also 
respond to customer billing inquires and requests referred from the EGD Ombud Office. 
 
  

 
 
 
The Open Bill Access (“OBA”) Biller Hotline is a contact point provided by ABSU for EGD’s OBA provided 
by ABSU call centre personnel.  Its function is to answer OBA client inquiries concerning their OBA 
charges that have been billed for them by EGD.  
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EGD Customer Service Inquiries (telephone, email, fax and Royal Mail) and Service Appointments are 
handled by ABSU, leveraging call centre personnel via direct communications with customers and 
other associated customer contact channels (EGD’s website, ABSU’ IVR platform, E-mail). ABSU and the 
Sales Call Centre can initiate service work and follow-up as necessary. Service work is scheduled and 
managed by the EGD Work Management Centre.  ABSU Customer Contact personnel also respond to 
customer service inquires and requests referred from the EGD Ombud Office. 
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EGD Customer Emergency Inquiries (telephone, email, fax and Royal Mail) and Service Appointments 
are handled by ABSU, leveraging call centre personnel via direct communications with customers and 
other associated customer contact channels (EGD’s website, ABSU’ IVR platform, E-mail). ABSU 
initiates emergency response work and follows-up as necessary. Emergency work is dispatched and 
managed by the EGD Work Management Centre. 
 

 
 
 
Escalated Customer Inquiries are generally handled by ABSU call centre supervisory staff.  Customer 
inquiries are escalated when the initial ABSU customer contact representative cannot satisfy the 
customer’s concern or request.  Some escalations may be fielded directly by the EGD Ombud Office. 
 

 
 
 

Core Customers

Gas Distribution
Res NGEIRComm/

Ind
LV

Gas Commodity
Res NGEIRComm/

Ind
LV

Open Bill
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Ind
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Call Centre
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Media Communications is an internal function managed by EGD. 

 
 
 
Web Communications is an internal function managed by EGD. 
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3.1.4 Key Performance Measures 

 
Key performance measures used at EGD to assess customer care performance fall into one of three 
categories: 

 Regulatory Measures 

 Service Level Measures 

 Customer Satisfaction Measures 
 

Regulatory Measures 

 
The Ontario Energy Board (OEB) sets regulatory policies and approves EGD’s rate structures and 
associated cost inputs. Under the current regulatory policy, EGD is required to report to the OEB 
annually through the “Reporting and Record Keeping Requirements for Natural Gas Distributors and 
Natural Gas Marketers” (“RRR”) on the following service indicators (as defined by the OEB): 
 

 Telephone Answering Performance1 
A natural gas distributor is required to answer all calls made to their general inquiry phone 
number within 30 seconds at a yearly average of 75%, with a minimum monthly standard of 
40%. A call is considered answered when either the customer successfully reaches a live 
operator or has been satisfied with the information provided by an IVR system. 
 

 Billing Performance2 
A natural gas distributor is expected to perform audits to verify the accuracy of their customer 
billing. The requirement states that utilities should complete manual checks of their bills to 
verify data when a meter read demonstrates excessively high or low usage. There is no 
established performance metric to be met for this requirement.  
 

 Meter Reading Performance3 
A natural gas distributor is required to ensure that meters are read on a regular basis. To 
encourage regular readings, the number of meters that have not been read for four or more 
consecutive months may not exceed 0.5% of the total number of meters on a yearly basis. 
 

 Appointments Met Within Designated Time Period4 

                                                 
1
 Definition of Telephone Answering Performance obtained from OEB report 

“OEB_Nov2009_RRR_RPC_NaturalGas_20091111.pdf”, page 6. 

 
2
 Definition of Billing Performance obtained from OEB report “OEB_Nov2009_RRR_RPC_NaturalGas_20091111.pdf”, 

page 8. 

 
3
 Definition of Meter Reading Performance obtained from OEB report 

“OEB_Nov2009_RRR_RPC_NaturalGas_20091111.pdf”, page 9. 

 
4
 Definition of Appointments Met Within Designated Time Period obtained from OEB report 

“OEB_Nov2009_RRR_RPC_NaturalGas_20091111.pdf”, page 10. 
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A natural gas distributor is required to schedule a specific 4 hour window to meet with a 
customer, if requested by the customer at the designated service location of the customer. The 
distributor must then arrive for the appointment at such location, during the designated 
window 85% of the time, on a yearly average. 
 

 Time to Reschedule a Missed Appointment5 
If a natural gas distributor fails to meet with the customer at the designated time, it must 
ensure that it reschedules the appointment promptly. For this reason the Board has established 
a service quality requirement that states that the distributor must contact the customer to 
reschedule work within 2 hours of the end of the original appointment time. The performance 
standard for this metric is 100% of the time on yearly basis. 
 

 Percentage of Emergency Call Responded to in One Hour6 
A natural gas distributor is required to respond to calls concerning gas emergencies within one 
hour 90% of the time on yearly basis. The response time is calculated from the time the utility 
receives a call concerning an emergency to the time a gas utility’s representative arrives at the 
site of the emergency. 
 

 Number of Days to Provide a Written Response7 
A natural gas distributor is required to provide a substantive written response to a customer 
complaint within 10 days of receiving the complaint in writing. They must meet this 10 day 
metric 80% of the time on a yearly basis. 
 

 Number of Days to Reconnect a Customer8 
A natural gas distributor must reconnect a customer who has been disconnected for non-
payment within 2 business days of the customer bringing their utility account into good 
standing. The performance metric for this requirement is that 85% of the reconnections must 
be completed within 2 days, as measured on a monthly basis. 
 
 
 
 

                                                                                                                                                                         
 
5
 Definition of Time to Reschedule a Missed Appointment obtained from OEB report 

“OEB_Nov2009_RRR_RPC_NaturalGas_20091111.pdf”, page 10. 

 
6
 Definition of Percentage of Emergency Call Responded to in One Hour obtained from OEB report 

“OEB_Nov2009_RRR_RPC_NaturalGas_20091111.pdf”, page 12. 

 
7
 Definition of Number of Days to Provide a Written Response to in One Hour obtained from OEB report 

“OEB_Nov2009_RRR_RPC_NaturalGas_20091111.pdf”, page 13. 

 
8
 Definition of Number of Days to Reconnect a Customer obtained from OEB report 

“OEB_Nov2009_RRR_RPC_NaturalGas_20091111.pdf”, page 15. 
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Service Level Measures 

 
For the outsourced service delivery activities, service agreements are in place with the external service 
providers. These agreements include service level metrics that the service provider is contracted to 
meet. Service Levels are used to manage the following aspects of the customer care services: 

 Service Reports – content and frequency provided to EGD 

 Change Order Process - responsiveness 

 Governance – incidence management resolution timing 

 Regular Meter Reading – coverage and accuracy 

 Special and Final Meter Reading – timeliness 

 Service Disconnection – timeliness 

 Refund Management – accuracy 

 Bill Production & Delivery – timeliness and accuracy 

 Payment Processing – timeliness 

 Billing Exception Handling & Adjustments – timeliness 

 Security Deposit Administration – compliance and completeness 

 New Customer Account Setup – timeliness and completeness 

 Collections – amount of arrears flow-thru and write-offs 

 Call Management – Telephone Service Factor, abandons, call quality 

 Customer Satisfaction – 1st call resolution rates, survey results 

 Escalated Complaints – turnaround timeliness 

 Correspondence Management – turnaround timeliness 

 Lawyer Letter management – turnaround timeliness 
 
Service Level measures are documented in detail in the Service Provider outsourcing agreements 
(Customer Care Services Agreement and Meter Reading Services Agreement) with the Service 
Providers. A detailed listing of Service Level measures can be found in Appendix C of this document. 
 

Customer Satisfaction Measures 

 
Customer satisfaction is measured using the long-standing annual EGD composite customer 
satisfaction scores as accumulated through residential customer telephone interviews conducted on 
samples of customers. 720 interviews are conducted per quarter; 120 each taken from one of the 
following six categories of interaction with EGD9: 

 General (no particular interaction within the past year) 

 Billing Inquiry 

 Customer Initiated Service 

 Emergency Service 

 Company Initiated Service 

                                                 
9
 Customer Satisfaction measures are obtained from annual Customer Relationship Studies that accumulate the information 

from each of the sets of telephone interviews that are conducted quarterly (CR-513). 

 

Filed:  2011-06-20 
EB-2011-0226 
Exhibit B 
Tab 4 
Schedule 3



EGD Confidential – Draft for discussion prepared by InQvis Inc on behalf of EGD Customer Care   39 

   

 

 Customer Attachment 
 
The Composite Index measures the percentage of respondents answering Excellent or Very Good (top 
2 boxes out of 5) in the surveys. The Composite Index is calculated from the combined ratings of scores 
on Image Quality, Touchpoint Satisfaction, and Touchpoint Quality.  Combining the results from the 
three measures creates a more concrete and stable index in which to gauge significant changes in 
customer satisfaction and perception10. 
 
This composite score reflects customer satisfaction with EGD as a whole and, as such, it reflects upon 
more than just Customer Care services. This may not be the most effective mechanism for measuring 
customer satisfaction related specifically to Customer Care services, but it is the best available source 
for trending information available at this time.  
 
In an ideal situation, customer care service delivery processes should result in a level of customer 
satisfaction that is appropriate for a regulated utility. Implementing this ideal can pose a potential risk 
depending on how customer satisfaction is actually measured and in how effectively it can be 
correlated to customer care service delivery activities. 
 
 
Inbound (post call) Customer Satisfaction Survey 
 
At the conclusion of a customer billing, service or sales telephone inquiry the customer is offered a 
brief telephone survey that allows them to register their degree of satisfaction with respect to how 
well they believe their inquiry was handled by the customer contact person who responded to their 
call.  ABSU then reviews the survey information monthly and uses it to determine coaching 
requirements for specific contact centre personnel. 
 

Customer Care Costs 

 
Cost is another aspect of customer care performance measurement. Customer Care costs are 
measured as an annual cost per customer for all of the activities involved in delivering customer care 
services divided by the number of active customers at year end. This includes costs associated with: 

 Outsourced Customer Support Charges: 
o Meter Reading Services 
o Credit and Collection Services 
o Call Centre Services 
o Bill and Payment Production 
o Postage of Bills 

 
 

                                                 
10

 Definition of Customer Satisfaction Composite Index obtained from Customer Relationship Study 2009 – Year end Report 

– Final (CR-513). 

 

Filed:  2011-06-20 
EB-2011-0226 
Exhibit B 
Tab 4 
Schedule 3



EGD Confidential – Draft for discussion prepared by InQvis Inc on behalf of EGD Customer Care   40 

   

 

 EGD Customer Support Charges 
 
Related costs that are excluded from customer care performance analysis statistics are: 

 CIS application fees 

 CIS depreciation 

 licensing fees 

 provision for uncollectables  

 EGD IT charges 
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3.2 Assessment of Current Operations 

3.2.1 Approach 

 

The following is a depiction of the approach that was used to assess the current state of Customer Care 
service delivery at EGD. Three sources of inputs were gathered and analysed to arrive at “key themes”:  

 Interviews were conducted with 45 internal EGD stakeholders to gain internal perspectives on 
the current and future state 

 Interviews were conducted with 7 external consultants to gain industry perspectives and trends 

 Offline research was conducted to obtain available internal and external data relevant to 
customer care service delivery 

 

 
 

3.2.2 Key Themes from interviews with internal stakeholders 

 
Things we are doing well 
 
Below is a synopsis of some of the things that were identified as being done well by EGD: 

 The third generation of the Customer Care Services Agreement (CCSA) with ABSU is seen as a 
significant leap forward from its predecessors. Many issues encountered in EGD’s first and 
second generation CCSAs have been addressed with more favourable contract terms and 
conditions, more extensive service level measures and associated service level failure remedies. 
These changes have driven an overall higher level of service provider performance and 
consistency in services delivered and lower cost.  More specifically: 

 Repatriation of Sales Enquiry and Builder Admin seen as a positive move 

 Great value seen from the separate meter reading agreement with MET 

 Relationships with vendors is good, and improving  

 MET quite flexible and willing to work hard for the business 

Filed:  2011-06-20 
EB-2011-0226 
Exhibit B 
Tab 4 
Schedule 3



EGD Confidential – Draft for discussion prepared by InQvis Inc on behalf of EGD Customer Care   42 

   

 

 ABSU has made significant efforts to accommodate the new CIS 

 Symcor and Kubra quite accommodating 

 Office of the Ombudsman is seen as an effective means of satisfying customer escalations; the 
number of customers seeing the Ombudsman office is rising. 

 
 
Areas of Challenges 
 
Below is a synopsis of some of the key themes that were gathered through the internal interview 
process concerning perceived areas of challenge or potential improvement: 

 Customer Care activity is not well integrated with other organizational efforts 
o Customer facing channels are under-utilized or disconnected from other areas of 

company activity such as business development, sales, marketing and DSM programs. 
We are missing out on the opportunities to reinforce the EGD brand and gain 
efficiencies. 

o There is little contact or integration of customer care with regional offices. This creates 
an issue of who is accountable for various customer-facing activities. 

 New CIS presents opportunities and challenges 
o The new CIS has entered into a phase of continuous improvement which will resolve 

remaining post implementation issues that need to be ironed out, mandatory change 
(e.g. Harmonized Provincial / Federal Sales Tax) and pursuit of other areas of 
improvement. This is occupying significant share of EGD’s customer care personnel’s 
focus at this time and will continue to do so over the next one to two years. 

 CIS Application Maintenance Services Contract 
o A disproportionately large amount of time spent discussing whether a change requested 

is an enhancement or a defect.  
o Responsiveness to changes is poor. 
o Long lead times to implementation of changes.  
o Significant cost. 

 An In-house CIS system increases the complexity of interaction with the outsourcer 

 Opportunities related to the new CIS 
o ABSU meter reading admin support can be done in-house through the use of CIS 

reports, instead of ABSU. 
o PAP and PAD can be accomplished through the use of CIS, instead of having Symcor or 

Kubra process it. 
o Connect the web site to CIS to promote customer self-serve. 

 Perceived Limitations of the current model of outsourced Customer Care services 
o CCSA fee structure is not broken down at a level of detail to facilitate feasibility analysis 

of alternative service models (e.g. quantifying the efficiency of repatriating meter 
reading admin). 

o In some cases, performance measures primarily driven by efficiency of activities, rather 
than business results (e.g. Collections). 

o Performance measures not at sufficient level of detail to promote desired vendor 
behaviour and results (e.g. Collections). 
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o Perception that cost efficiencies come at the cost of quality of customer experience. 
o Complexity of the ABSU change management (RMT Process) constrain flexibility and 

control resulting in the CCSA change process to being time consuming and cumbersome. 
Having ABSU act as a middleman between EGD and Kubra and Symcor limits EGD’s 
ability to deal directly with them to resolve issues. 

 Improvements needed to Customer Care service channels and related technology 
o IVR is considered difficult to use 
o Current dialer technology (used by collections) doesn't provide enough outbound calling 

capability or the capability for customers to transfer directly to a live agent when 
contact has been made. 

o Web site doesn’t have adequate content – could help reduce call centre volume 
o Ownership of content on the web site is fragmented. An IT request is required to make 

changes to the web site content.  

 Opportunities and Challenges with quality/results/value of certain services  
o Collections 

 Spend $15M per year in fees, $17.5M of bad debt 
 Hard to get ABSU to commit to the results (risk on $ recovered) instead of 

collections activity  
 A/R Recovery timelines are too long 
 Only one agent assigned to recovery of sundry accounts. This is inadequate 
 Assignment of junior collection agents to large customers 

o Billing exceptions 
 Quality of work done in the back-office is a concern 

o Large-volume Billing 
 Process and resulting turnaround time to address change in ownership and new 

customer set-up (linked to bad debt and delayed revenue)Streaming Large 
Volume customer billing inquiries through the Mass Market Call Centre does not 
provide these customers with access to adequately trained personnel. 

 Streaming Large Volume billing adjustments through a common billing back 
office does not provide these customers with access to adequately trained 
personnel. 

o Open Bill services 
 ABSU is not aligned with EGD in terms of the applicability of CCSA terms and 

conditions with respect to accommodation of OBA billing transactions. 
 Open Bill hotline is under-resourced 

o Customer Attachment 
 Huge lags in paperwork from Lakeside 
 Records issues have a downstream impact on customer account activation 

 
 
Suggestions for the future 
 
Below is a synopsis of the suggestions that were gathered during the interview process, some of which 
are beyond the scope of this customer care strategy development exercise: 
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 Repatriate Collections and Meter Reading Administration 

 Many interviewees expressed the view that we should repatriate most services (except Meter 
Reading) to re-gain flexibility and control 

 Contract with Kubra and Symcor directly 

 Repatriate CIS support for flexibility and control (AMS contract) 

 Revise CCSA to reflect efficiencies of in-house CIS 

 Enhance customer self-serve opportunities, capabilities and choices.  

 Pursue further automation leveraging the web site, IVR and CIS 

 Find ways to enhance 3rd party employee engagement model to enhance their utility 
knowledge and to effectively represent the Enbridge brand 

 
It is important to note that the Areas of Challenge and Suggestions for the future that are identified in 
this section of this report are based upon the thoughts and suggestions captured during the internal 
interview process.  Although these comments were considered during analysis activities, they are not 
necessarily be supported by quantitative evidence and do not necessarily translate into strategy 
recommendations. 
 
 

3.2.3 Performance Results 

Regulatory Measures 

 
The “Reporting and Record Keeping Requirements for Natural Gas Distributors and Natural Gas 
Marketers” (“RRR”) report from 2009 provided results for 2007 and 2008 on the following service 
indicators reported to the OEB: 
 

 Telephone Answering Performance – EGD was in compliance with the performance metric for 
2007 and 2008. 

 

 Billing Performance – There is no established performance metric to be met for this 
requirement. EGD completed over 630,000 manual checks of its bills in 2007 and 408,000 
manual checks in 2008. This equates to 2.8% and 1.8% of its total billings for those years. 
 

 Meter Reading Performance - Enbridge explained that it failed to meet the standard in 2007 
due to the fact that they changed meter reading providers mid year. For 2008, Enbridge stated 
that record breaking snowfalls caused many meters to be inaccessible contributing to the 
majority of the missed reads. Enbridge also reported that they have undertaken several 
initiatives to improve performance. These include upgrading handheld devices and meter 
reading software, increasing the number of “off cycle” reads that have been completed, and 
contacting customers to arrange access to meters.11 

 
                                                 
11

 Definition of Meter Reading Performance obtained from OEB report 

“OEB_Nov2009_RRR_RPC_NaturalGas_20091111.pdf”, page 9. 
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 Appointments Met Within Designated Time Period - EGD was in compliance with the 
performance metric since it implemented its monitoring system in Q4 2007 and 2008.12 
 

 Time to Reschedule a Missed Appointment – Due to inconsistencies in the application and 
interpretation of this requirement, no results were reported for 2007 and 2008.13 
 

 Percentage of Emergency Call Responded to in One Hour – EGD was in compliance with the 
performance metric for 2007 and 2008. EGD reported that they received over 56,000 
emergency calls in 2007, which they responded to within an hour 92% of the time. In 2008, they 
reported experiencing over 48,000 emergency calls, which they responded to 94% of the 
time.14 
 

 Number of Days to Provide a Written Response - EGD was in compliance with the performance 
metric for 2007 and 2008. 
 

 Number of Days to Reconnect a Customer - EGD was in compliance with the performance 
metric since it started monitoring it in Q4 2007 and for 2008.15 

 

Service Level Measures 

 
For 2009, the external service providers generally met the service level metrics as per their contractual 
obligations, however, there a few “misses” in 2009. The following aspects of the customer care 
services were reported on16: 

 Service Reports – content and frequency provided to EGD 
Service Levels were met 

 Change Order Process – responsiveness  
Service Levels were met 

 Governance – incidence management resolution timing  
Service Levels were met 

 Regular Meter Reading – coverage and accuracy 
SL 2.1.2: Meter Reading Accuracy – although close, the monthly target of 99.9% was missed for 
5 of the 12 months (Jun 99.8, Jul 99.8, Aug 99.7, Nov 99.4, Dec 99.5) 

                                                 
12

 Definition of Appointments Met Within Designated Time Period obtained from OEB report 

“OEB_Nov2009_RRR_RPC_NaturalGas_20091111.pdf”, page 10. 

 
13

 Definition of Time to Reschedule a Missed Appointment obtained from OEB report 

“OEB_Nov2009_RRR_RPC_NaturalGas_20091111.pdf”, page 12. 

 
14

 Definition of Percentage of Emergency Call Responded to in One Hour obtained from OEB report 

“OEB_Nov2009_RRR_RPC_NaturalGas_20091111.pdf”, page 12. 

 
15

 Definition of Number of Days to Reconnect a Customer obtained from OEB report 

“OEB_Nov2009_RRR_RPC_NaturalGas_20091111.pdf”, page 15. 
16

 Service Level results for 2009 obtained from file: EGD Monthly Service Levels Results JAN - DEC 2009.xls. 
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SL 2.1.4: Attempted Meter Reads – the monthly target of 99% was missed for 2 of the 12 
months (Jan 97%, Feb 98%) 

 Special and Final Meter Reading – timeliness  
Service Levels were met 

 Service Disconnection – timeliness  
Service Levels were met 

 Refund Management – accuracy  
Service Levels were met for the period Jan to Aug*. 

 Bill Production & Delivery – timeliness and accuracy 
SL 3.2.1: Bill Delivery for Mass Market/Large Volume/Monthly Statement Accounts – there was 
only 1 miss on Sep 3rd, attributed to the new CIS implementation cutover window*. 

 Payment Processing – timeliness 
Service Levels were met*. 

 Billing Exception Handling & Adjustments – timeliness  
Service Levels were met for the period Jan to Aug*. 

 Security Deposit Administration – compliance and completeness 
Service Levels were met*. 

 Collections – amount of arrears flow-thru and write-offs 
SL 4.1: Collection of Large Volume – Service levels prior to the new CIS implementation were 
met. New CIS reporting results are under review/being redefined. 
SL 4.2: Collection of Mass Markets - Service levels prior to the new CIS implementation were 
met. New CIS reporting results are under review/being redefined. 
SL 4.3: Collection of Sundry Accounts – Annual target of <=5% of sundry accounts in arrears is 
under review (current report result shows 26%). 

 Call Management – Telephone Service Factor, abandons, call quality 
This category addresses the largest component of customer contact work performed by the 
external service provider. 
SL 5.1.1: Emergency Calls – The monthly service levels of 95% of calls answered within 30 
seconds were met. 
SL 5.1.2: Emergency Calls – The daily service levels of 90% of calls answered within 30 seconds 
were missed in 2 of the 12 months (Aug: 30 of 31 days met, Nov: 29 of 30 days met). 
SL 5.1.3: Incoming Calls (Billing, Service, Collections) (SQI) – The monthly service levels of 75% 
of calls answered within 30 seconds were missed in 2 months (Sep 44%, Oct 49%) during the 
new CIS “storm” period; All other targets were met. 
SL 5.1.4: Incoming Calls (Billing, Service, Collections) (SQI) – The daily service levels of 65% of 
calls answered within 30 seconds with no more than 25 daily misses in the year was missed (40 
daily failures); however a number of these were “allowed” due to the new CIS implementation. 
SL 5.1.5: Incoming Calls exclusive of IVR (SQI) - Abandon rate – The annual service levels were 
met. 
SL 5.1.6: Quality - Emergency – The monthly service levels were met. 
SL 5.1.7: Quality - Billing, Service, Collections – The monthly service levels were met. 
SL 5.1.8: Outbound call notification – The monthly service levels were met. 

 Customer Satisfaction – 1st call resolution rates, survey results 
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SL 5.2.2: 1st Call Resolution - the monthly target of 80% was missed for 2 of the first 8 months 
(Feb 79%, Apr 79%). The reduced new CIS “storm” period targets for the last 4 months were 
met, and all other Service Levels for this category were met. 

 Escalated Complaints – turnaround timeliness 
Service Levels were met. 

 Correspondence Management – turnaround timeliness 
SL 5.4.5: Turnaround Time for Web Forms – the monthly target of 95% was missed for 1 of the 
12 months (Feb 87%). All other Service Levels for this category were met. 

 Lawyer Letter management – turnaround timeliness 
SL 5.5.1: Response Time for Lawyer Letters – the monthly target of 95% was missed for 1 of the 
12 months (Feb 93%) 

 
*Note: As a result of the new CIS implementation (and associated repatriation of the platform to EGD), 
a number of these service level metrics require redefinition. 
 
It should also be noted that service level relief, in the form of targeted service level reductions, was 
implemented for the 4th quarter of 2009 and was phased out over the course of the following nine 
months in recognition of the “storm” period following the new CIS Implementation. 
 
Customer Care Costs versus Customer Satisfaction Trends 
 
The chart below depicts customer satisfaction and annual cost per customer since 2000, along with a 
chronology of the evolution of the outsourcing arrangements. During the current outsourcing services 
agreement period, since 2007, customer satisfaction has remained relatively steady while cost per 
customer has actually decreased. 
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3.3 Assessment of the Customer Care Service Agreement 

3.3.1 Approach 

 

In addition to performing an internal review, this initiative also sought to gain an external perspective 

on Customer Care service delivery at EGD as compared to industry trends and best practices. To that 

end, as part of the work that was conducted to understand industry trends, EGD interviewed 7 external 

consulting firms to gain their perspectives on the industry. In addition to gaining information as to 

current trends in business process outsourcing in the North American utility sector EGD determined 

that Equaterra was best suited to assist in a more detailed comparison of EGD’s Customer Care 

operations to industry best practices as part of the interview process. 

 

Equaterra was specifically engaged to: 

 Review the current contract and provide perspectives on how EGD’s outsourced customer care 
services other than meter reading compare to current market standards in terms of cost, 
service levels and other contracted terms for similar outsourced services. Key findings from this 
activity are summarized in the next two sections. 
 

 Provide perspectives on relevant industry trends. Key findings are included in the external scan 
section 4 of this document. 

 

3.3.2 Comparison of service levels and pricing against industry benchmarks 

 

As part of its evaluation, Equaterra compared the service levels contained in the current CCSA to 

industry “norms” and concluded that “Service Levels are generally in alignment with market 

standard”:17 

 The current CCSA service level remedy methodology is more favorable to EGD than typical.  
Equaterra was of the view that a restructured service level remedy framework that would be 
more in line with current market trends may be of benefit to EGD 

o Some of the Call Center Service Levels are above market range  
o The Annual Telephone Service Level is at low range of market 
o Collections service levels are an area for improvement 
o Email and correspondence response time service levels are below market  

 

 With the exception of the Billing, the service levels align and measure scope of work, Equaterra 
suggested the introduction of service levels to address the quality and timeliness of billing back 
office functions and processing of transactions on Large Volume accounts. 
 

                                                 
17

  From Equaterra report entitled “Enbridge Meter-to-Cash Outsourcing, Market Assessment”, June 2010, pg 4. 
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Further details on Equaterra’s findings can be found in the Equaterra report in Appendix A. 

 

 

3.3.3 Review of business terms and conditions  

 

Equaterra also compared the contractual terms and conditions contained in the current CCSA to 

industry “norms” and concluded that “In general, there are no major structural defects or omissions in 

the agreement although there are some concerns with certain terms that should be addressed, 

strengthened or added in the event of an extension or renegotiations.18” 

 

Additional comments provided by Equaterra include: 

 Though EquaTerra has not found significant structural defects or major risks or there are 
omissions or clauses which or not in-line with Market  

o Step in Rights or Performance Guarantee 
o Project Methodology 
o Continuous Improvement 
o Customer Satisfaction 
o Operation Procedures Manual  

 

 The structure of the contract is confusing and sometimes difficult to follow as elements are 
addressed in multiple places (e.g. termination rights).  It might be beneficial to reorganize the 
agreement for ease of governance or in case of a governance transition should it happen. 
 

 Overall contract pricing structure includes many key items typical of an outsourcing contract19.   
 

 The contract applies a Price per Customer model, which is a preferred market methodology for 
Utilities. 

 

 Comparative Market Analysis reveals that the Normalized Base Price lies within market 
comparable market ranges for both a Fully Normalized Peer Base, and a Peer Base that excludes 
consideration for Workforce Location/Labor Characteristics.  Additional analysis concludes that 
the Contracted Project Rate Card is within market norms. 

 

 Enbridge may benefit from increased transparency with respect to certain aspects of the 
Agreement (bundling of Call Center fees in the Billing component, embedded 
Transition/Implementation and COLA costs and the omission of a Personnel Projection Matrix). 
 

 

                                                 
18

  From Equaterra report entitled “Enbridge Meter-to-Cash Outsourcing, Market Assessment”, June 2010, pg 3. 
19

  From Equaterra report entitled “Enbridge Meter-to-Cash Outsourcing, Market Assessment”, June 2010, pg 5. 
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4 External Scan  

4.1 Relevant industry developments 

Information gathered from interviews with external parties and analysis of available research has 

identified the following industry developments that are relevant to the customer care service delivery 

function: 

 Terasen Gas Inc has just gained regulatory approval to proceed with repatriating their CIS, 
billing collection and call centre functions (to be implemented in January 2012 timeframe) 

o Key driver here is strategic, to gain more flexibility and control of their customer 
interactions, and to position themselves to be more responsive to changing customer 
needs 
 

 ABSU’s Customer Care services business has declined 
o Impact of a reduced client base is not clear at this time; could it diminish ABSU’s ability 

to provide efficiencies of scale and scope across multiple utilities? In an effort to protect 
margins, will they do more off-shore? Potential risk that ABSU decides to exit the 
business of providing outsourced customer care services to utilities 
 

 Hydro Quebec starting to look at outsourcing as an option for some functions 

 

 Hydro One has recently entered into an amended and extended (to 2015)outsourced Customer 

Care service delivery model with the incumbent service provider 

 

 Due to changes in regulation, EGD’s meter exchanges are expected to increase from 

approximately 90K to 140K per year by 2014 

o Will have a ripple effect resulting in an increased number of customer inquiries directed 

to the EGD (ABSU) call-centre 

 

4.2 Relevant industry trends 

 

Information gathered from interviews with external parties and analysis of available research has 

identified the following key themes about relevant industry trends that are applicable to the customer 

care service delivery function: 

 Declining load growth 
o Declining growth rate in the past few years, related to the economic slump 
o Declining average use due to attrition in older less energy efficient gas fired appliances, 

the movement to “green energy” and other energy conservation initiatives.  
 

Filed:  2011-06-20 
EB-2011-0226 
Exhibit B 
Tab 4 
Schedule 3



EGD Confidential – Draft for discussion prepared by InQvis Inc on behalf of EGD Customer Care   51 

   

 

 Customer expectations are rising, Customers are looking for; 
o more channels of interactive engagement, 
o self-serve opportunities, 
o faster resolution of issues (first call), 
o more information about their energy consumption patterns, 
o Information concerning higher efficiency appliances, alternate energy opportunities and 

conservation. 
 

 Customer demographics are evolving 
o The Greater Toronto Area (“GTA”) has become and continues to become multi-cultural, 

more diversity of languages 
o Larger percentage of customers  are web-savvy 

 

 No identifiable definitive swings within the industry towards outsourcing or keeping services in-
house 

 

 Tough economic environment, especially in the US is affecting utilities 
o Pressure to keep customer care costs low 
o Political pressure to retain and protect local jobs 
o Billing defaults and bad debt expense is increasing 

 

 Limited set of end-to-end service providers 
o Impact is that it limits our choices and leverage 
o Reduces potential economic benefit of outsourcing 
o Multiple outsource service providers requires more utility involvement and 

management intervention 
o Splitting business processes across a principle and multiple service providers can 

introduce inefficiencies and add business risk 
 

Equaterra included in its report the following insights on key market trends: 

 

Customer Service Outsourcing Trends20 

 On-Shoring- the industry is mature, providers under cost pressure - most programs are onshore 
and those that are high touch or are heavily regulated tend to remain onshore. 

 Work-at-Home Agents – growing trend.  This is not for financial drivers but for staffing reasons. 
Accessibility for peak staffing needs, reduced turnover, reduce recruitment costs, improved 
productivity with at home agents 

 Off-Shoring- Continued trend. Currently 20%-40% depending on industry and 40-50% of future 
deals will be offshore. Move from India to more “speech natural locations”. 

                                                 
20

  From Equaterra report entitled “Enbridge Meter-to-Cash Outsourcing, Market Assessment”, June 2010, pg 42. 
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 Use technology to reduce costs and improve service (24/7)- “ Natural Speech Recognition is 
moving calls handled by live agents to self service at 33% of the cost. VOIP has enabled Virtual 
Agents to operate at home- 10% less than brick and mortar US centers 

 Measuring customer satisfaction and focus on customer loyalty – 80% or more of callers will 
buy again if their complaint is handled well. (SOCAP). There is a direct correlation between 
agent satisfaction and customer satisfaction and loyalty ( ICMI) 

 Business Intelligence- integrating voice of the customer and developing CRM initiatives 
 
Utility Meter-to-Cash Outsourcing Trends21 

 Cost pressures from both reduced revenue and increasing fuel and labour costs will continue to 
drive Utilities to examine cost cutting measures.   

 Outsourcing will continue to be a vehicle for cost reduction; however, given the regulatory and 
political pressures for job growth within the communities they serve, Utilities will be cautious in 
their strategy to outsource especially to offshore.   

 Interest in multi-tower outsourced deals has decreased  

 Increased interest in credit and collections process outsourcing 

 Full in-sourcing not a trend in the marketplace 

 In-sourcing “strategic” areas, e.g. key business customer relationships  

 Four of the nine major meter-to-cash outsourcing contracts have been renegotiated in past two 
years  

 Continued reluctance to offshore voice (Washington Gas exception) 
 
Customer Care Technology Trends22 

 Use of technology to reduce costs and improve service - “Natural Speech” Recognition is 
moving calls handled by live agents to self service at 33% of the cost although this technology is 
receiving mixed acceptance. 

 VOIP has enabled Virtual Agents to operate at home - 10% less than brick and mortar US 
centers 

 Web chat is becoming more of a main stream offering  

 Social Media still experimental.  Uses include: 
o Outage reporting 
o Brand Management/Enhancement 

 
Regulatory Trends & Impact on Customer Care23 

 Focus of Green Energy Act on Energy Efficiency will require utility companies to consider how to 
incorporate this requirement in their customer service organization. 

 Enhanced skills of agents will be needed to be able to analyze use, proactively identify and 
communicate energy efficiency programs/products to customers. 

                                                 
21

  From Equaterra report entitled “Enbridge Meter-to-Cash Outsourcing, Market Assessment”, June 2010, pg 43. 
22

  From Equaterra report entitled “Enbridge Meter-to-Cash Outsourcing, Market Assessment”, June 2010, pg 44. 
23

  From Equaterra report entitled “Enbridge Meter-to-Cash Outsourcing, Market Assessment”, June 2010, pg 47. 
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 Setting up an “energy efficiency” customer services team (potentially a separate phone 
number) to provide more specialized service in this area could enhance Enbridge brand/image. 

 Providing customized service to Key Business Customers via higher level service levels and more 
“personalized” contact management can create added value with this critical group of 
customers. 

 As energy policy agendas continue to evolve, e.g. “smart gas strategy”, potential carbon tax, 
conservation programs, green jobs, agents will need to be educated on these issues to ensure 
that they can communicate knowledgeably with Enbridge customers.  This will need to be done 
but not at the expense of ensuring superior service delivery of “core” business. 

 
Utility Customer Service Delivery Model Scenarios24 

 Utilities with outsourced meter to cash functions have generally kept live inbound contact 
handling On Shore while using Off Shore resources for back office functions. On Shore services 
are usually provided from utility-owned sites but providers may prefer their own location so 
they can control the work environment and showcase the location for potential customers.   

 Utilities with mostly in-sourced customer care functions will sometimes send some calls 
(collection, overflow outage, etc.) to a provider with Near Shore locations.  

 While other industries have outsourced call centre functions Off Shore, live inbound contact 
handling work being performed off shore has been implemented in only two US regulated 
utilities. 

 Deregulated utilities are off shoring live inbound and outbound contact handling. 
 

                                                 
24

  From Equaterra report entitled “Enbridge Meter-to-Cash Outsourcing, Market Assessment”, June 2010, pg 49. 
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5 Recommendations for the Future State 

5.1 Requirements for the future 

5.1.1 Context 

A key insight that can be drawn from the chart depicted below is that customer satisfaction has 

remained relatively stable over this period while at the same time costs for delivering customer care 

services have trended in a downward direction. When strategizing for the future state, consideration 

needs to be given to how the customer satisfaction and costing trends should evolve over the next 5 to 

10 years.  
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5.1.2 Drivers and Guiding Principles for Change 

In addition to scope, determination of recommendations to address identified opportunities is based 

on analysis of the expectations around quality and the degree of flexibility & control desired in order to 

achieve the right balance of cost, quality, flexibility, control and risk to effectively meet the strategic 

and operational needs of EGD in the future. To the extent possible, the goal should be to increase 

flexibility, quality and control while reducing cost without taking on significant risk. 

 
 

 Cost 
Costs for providing customer care services should be at a level that is consistent with industry 
standards and reasonable for all impacted stakeholders given the desired level of quality, 
flexibility, control, and risk.  
 

 Quality 
Quality is measured largely through customer satisfaction which is a function of service levels 
that are in place to ensure a consistent delivery of quality service. 
 

 Flexibility 
The amount of flexibility that is incorporated into a service delivery arrangement should be 
appropriate to enable accommodation of future changes in an effective and seamless manner. 
 

 Control 
An adequate degree of control over business functions is required to ensure that an 
organization can effectively direct its customer care operations in order to meet its business, 
cost and customer requirements. 

 
An additional factor that cuts across all four of these elements is risk.  For business functions carried 
out internally within an organization performance and cost risk lay solely with that organization.  
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Where business functions have been outsourced these risks are addressed through service levels and 
contract terms and conditions.   
 
The degree of risk a principle takes on in an outsourcing arrangement is directly proportional to the 
level of control and flexibility required by that party.  The optimal balance point across cost, quality, 
flexibility and control will be different for every organization and will be a function of the market that 
entity serves and its ability to manage service providers by way of appropriate service levels and 
effective contract terms and conditions.  Control and flexibility should be managed through service 
levels and contract terms and conditions that tie performance and cost risks to the service provider 
and negate the need for the principle to exercise control over the deliver of outsourced business 
functions. 
 

 

5.1.3 Assumptions around EGD Business Direction 

The following key assumptions about the future business state have been used during development of 
the customer care service delivery strategy and its associated recommendations. 
 
Assumption 1: Over the course of the next 5-10 years EGD will begin to evolve into a more diversified 
energy delivery company 

 Requirements for Customer Care services will be primarily driven by Gas Distribution needs 
taking into account organic customer growth and declining average use per customer 

 While the business diversifies and expands by introducing new products and services, the 
nature of requirements for customer care services will not vary significantly from those of today  

 
Assumption 2: There is no capacity for significant increases in customer care costs 
 
Assumption 3: The overall nature and volume of customer care activity won’t change significantly 

 EGD total customer base will increase by 30,000 to 40,000 per year  

 No drastic / unanticipated change volumes of in customer care activities on a per customer 
basis 

 Increased number of annual  meter exchanges due to government inspection requirements will 
be in effect within 5 years 

 No drastic changes to regulation or other factors that will significantly change volume of work 
 
Assumption 4: Further enhancement of Customer Satisfaction is still a business priority and 
requirement for Customer Care  
 
Assumption 5: a reasonable degree of flexibility in customer care service delivery will be required to 
accommodate evolving customer expectations 
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5.2 Recommendations around scope of services, delivery model and measures  

5.2.1 Approaches to Recommendations 

Different strategies and techniques may be available to meet our business drivers: 

 Alter the scope of current CC services 
o Rationalize current services 

o Rationalize volume of activity 

A combination of these techniques may need to be employed for different areas of 

customer care. 

 Alter  the Sourcing model for CC services 
o Out-Source specific Services 

o Split Services across additional service providers 

o In-Source specific Services 

 Alter the contract for outsourced services 
o Realign scope of work 

o Revise Service Levels 

o Revise terms & conditions 

o Change Service Providers 

o Negotiate revised fees 

 Other Efficiencies 
o Automation  

o Technology enhancements 

o Vendor Management 

o Organisational  Structure Changes 

o Other 
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5.2.2 Summary of recommended changes 

The illustration below depicts the high-level summary of the recommendations for the customer care 
service delivery towers. The left-side table reflects the size and delivery model of customer care service 
delivery functions in the current state while the right-side table reflects the “recommended” future 
state based on this strategy.  

[NTD: [

 
 
Given the current conditions and the assumptions around the future state of EGD’s business, there is 
no significant driver to dramatically alter the current customer care service delivery model. However, 
as the illustration above depicts, there are areas in the delivery model that would benefit from further 
refinement in order to continue the evolution of the model and to realize additional advantages for 
EGD.  
 
Please refer to the recommendations as outlined in Section 5.2 for each specific recommendation that 
is being proposed. These tables provide a summary of the key recommendations for each of the 
customer care service delivery towers. 
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5.2.3 Meter Reading and Admin 

 
 

Key Recommendations: 

 Realign  Meter Reading Administration  

 Explore additional opportunities with EGD meter reading service provider to leverage meter 

readers to perform other services (e.g. communication, inspections and other routine tasks that 

need to be performed at the customer’s premises) 

 Rationalize meter reading status codes (already underway). Revise SLAs to ensure better 

capture of meter status 

 Revisit SLA terms around meter reading SQRs (meter reading services agreement) 
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5.2.4 Billing and Payments 

 
 

Key Recommendations: 

 Repatriate Large Volume Billing and related customer care activities to achieve strategic goals 

and operational efficiencies 

o Expect repatriation to be cost neutral 

 Increased control of LV billing activities will result in: 

 Improvements to LV customer relationship and satisfaction 

 Enhanced capability to retain Large Volume customers in a competitive 

environment 

 Better opportunity to improve LV business processes  

 Opportunities to integrate with Direct Purchase group and System 

Measurement, which will help streamline end-to-end processes 

 Reduction in bad debt exposure due to improved processes 

o Opportunities for more effective marketing 

o Ability to develop staff and retain relevant customer care operating knowledge 

 

 
 

Key Recommendations: 

 Review and enhance processes around large volume new customer setup and change in 

ownership 
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 Revise contractual service levels and terms around back-office functions such as billing 

exceptions  

 Establish direct contracts with Kubra and Symcor 

 Further promotion of eBill option 

 

5.2.5 Credit & Collections 

 
 

Key Recommendations: 

 Review and revise collections process and policy 

 Repatriate the management of collections activity and related data analytics. The execution of 

collections activity can stay outsourced 

 Improvements to dialer infrastructure to support higher volume of activity, and  accommodate 

direct contact with CSRs 

 Review and revise contract terms and service levels around collections of sundry accounts 
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5.2.6 Customer Contact 

 
 

Key Recommendations: 

 Enhance Service Provider CSR and management training 

 Enhance communication and engagement with CSRs 

 Process changes and related service levels to validate customer identity when CSRs interact 

with them  

 Enhance IVR to improve quality and effectiveness of customer contact  

 Provide more customer self-serve through the web site. Add additional contractual language to 

support increased e-mail handling by CSRs and to ensure EGD benefits from related efficiencies 

and reduced call volumes due to increased use of self-serve channels 

 Introduce SLA designed to improve responsiveness to EGD requests 

 

5.2.7 Other areas 

This section captures recommendations that don’t fit specifically into one of the four customer care 

service delivery towers.  

 

Key Recommendations: 

 Revise outsourcing contracts to establish a framework that provides EGD the opportunity to 

benefit from customer self-serve and related efficiencies. Establish a set of activity-based 

and/or volume-based unit rates that would apply to specific contracted services 

 Revise outsourcing contracts to address the operational and financial risk associated with 

unanticipated exit of the service provider where transition obligations cannot be met 
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 Revise outsourcing contracts to confirm that all services apply to all EGD customers and related 

transactions 

 

These items are not in the scope of the Customer Care Service Delivery Strategy initiative, but they 

have been documented here as a means of capturing them. 

 Repatriate the CIS Support function to in-house EGD-IT, or put it out to bid 

 Confirm alignment of the Web strategy with Customer Care Strategy 

 Explore opportunities to rationalize the end-to-end customer service process across Service Call 

Centre, WMC and Operations 

 Launch an initiative to explore ideas to link SAP, IVR and CSRs with the web site to support 

customer self-serve 
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5.3 Benefits of recommended changes 

The following is a summary of the key changes recommended, and the rationale behind them. 
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6 Recommended Action Plan 

This section outlines the proposed action plan to implement the Customer Care Service Delivery 

Strategy. 

6.1 Implementation Options 

Three main options have been proposed for consideration: 

 

Option 1a – RFP Approach 

This option proposes that the business processes covered by the current CCSA be put out to tender via 

an RFP (Request for Proposal) approach. This approach would solicit bids from qualified candidate 

service providers with the goal of selecting the most appropriate provider to contract with for these 

services. This option could involve a transition from one service provider to another resulting in a 

moderate to high degree of risk. 

 

Option 1b – Renegotiation Approach 

This option is one of renegotiating with the current service provider to seek an optimum adjustment to 

the current CCSA in order to achieve the strategic goals while at the same time minimizing the costing 

impact. This option is the least disruptive option from a service continuity/transition perspective as the 

same service provider is retained to perform largely the same services that it currently performs.  This 

option represents the lowest relative degree of operational and financial risk. 

 

Option 1c – Repatriation Approach 

This option proposes that the business processes covered by the current CCSA be repatriated to EGD. 

This approach would involve moving from a vendor management perspective to the establishment, 

staffing and day to day management of the customer care service delivery operations within the 

organization and would involve a transition from the current service provider to EGD.  This option 

represents the highest relative degree of operational and financial risk of the three options identified. 

 

6.2 Regulatory & Legal considerations 

Regulatory considerations have been considered in conjunction with each of the customer care service 

provisioning options that have been proposed. Regulatory involvement is proposed and has been carried out 

through continuing discussions with the New CIS / Customer Care Regulatory Consultative Group (the 

“Consultative”) that has been in place since 2006.   

 

It is EGD’s plan to update the mandate of the Consultative by way of a revised Statement of Principles setting 

out revised the objectives, mandate and operating guidelines for this group.  EGD’s overall objective for the 

consultative process is to reach a consensus with key regulatory stakeholders in support of action chosen by the 
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Company concerning its sourcing of future customer care services and Ontario Energy Board acceptance of the 

cost consequences of such actions in terms of EGD rate recovery. 

 

Legal considerations concerning future potential outsourcing arrangements have been addressed as part of the 

development of EGD’s future customer care requirements and are reflected in the recommendations set out in 

this document.  EGD has engaged both internal and external legal representatives to assist it in formulating 

these requirements in proposed contract language that EGD will seek to have included in any future customer 

care outsourcing agreements. 
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6.3 Key Activities, Timelines and Milestones 

 

Decision Process: 

The decision process regarding which option(s) to implement has 4 key decision points: 

 

 
 

 

The sub-sections that follow provide further detail (high-level estimates) on each of the three customer 

care service provisioning options depicted in the decision diagram above. Although not explicitly called 

out in the sub-sections, Regulatory, EGD and other stakeholder engagement activities are implicit 

within each of the options. 

 

6.3.1 Option 1a – RFP Approach: 

 

This approach would commence following a decision to proceed with competitive market tendering 

process for acquisition of the range of customer care services now provided to EGD by ABSU.  This 

process would be conducted by way of a formal Request For Proposal (RFP).  It is EGD’s intention to 

commence the RFP, if required, on or before the end of December 2010.  Depending on the outcome 
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of the RFP, the RFP process could require up to a period of up to 21 months to complete including time 

required for transition to a new service provider(s). An RFP would involve the following key steps: 

 Perform initial preparation activities (establish RFP process and logistics) 

 Select external advisors that can assist in the RFP process 

 Establish the internal RFP team 

 Engage Regulatory Stakeholders 

 Conduct the Request For Information (RFI) process to determine suitably qualified service 

provider candidates to short-list for the RFP 

 Finalize the detailed customer care service delivery requirements 

 Issue the RFP and conduct vendor selection activities 

 If required execute short term CCSA extension agreements with incumbent service providers 

 Perform detailed contract negotiations with the selected vendor(s) 

 Transition to the new service provider (if needed) 

 

The chart below illustrates the sequence of activities involved with this approach: 

 
 

6.3.1.1 Estimated Resources & Costs 

The high-level resourcing cost estimate for this option is approximately $22 million, including potential 

costs for transition to new service providers. This is based on internal and external resource estimates 

and includes a contingency of 20%. Approximately $16 million is attributable to the estimated 

transition costs. 

 

The following table provides a high-level breakdown of the costing structure estimated for this option: 
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6.3.1.2 Proposed Governance Structure 

The following chart depicts the proposed governance structure up to the point of vendor selection: 

 
 

The following charts depict the proposed governance structure after a vendor has been selected. There 

would be a different model proposed depending on which service is chosen: 
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6.3.1.3 Key Risks and Mitigation Plan 

 

 Option 1A - RFP Approach    
 Risk Statement Probability Impact Mitigation Strategy 

1 May not be able to fulfill resource 
requirements (quantity/ quality) to 
perform RFP activities 

High High Either take more time to reduce the level of 
dedication, or bring in more external 
resources to fill the gap (extra costs). 

2 Initial storm period during transition (if 
new service provider) - translates to 
operational risks 

High Medium Extend incumbent services to fill in gap areas 
(extra transition costs) 

3 The detailed requirements may uncover 
additional complexity / cost than 
initially anticipated 

Low Medium Address this thru contract language to 
allocate risk to service provider. 

4 May not get adequate participation 
from potential Vendors 

Medium High May need to compensate Vendor participants 
to RFP (extra costs); Maybe explore dividing 
services into discrete packages targeted to 
best-of-breed Vendor groups (hybrid 
approach, more complex outsourcing model 
with more handoffs, more vendor 
management needs, potentially more costs) 

5 RFP result may not change desired 
costing 

Low High Explore ways of early determination of cost 
boundaries and exit RFP approach if not 
appropriate to continue. 

6 Transition to new Service Provider may 
not be complete before the initial end 
date of the current CCSA. 

High Low Assume that at least one six month extension 
of the CCSA will be required. Embed a 
milestone within the plan to make a decision 
on extension of the CCSA. 
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6.3.2 Option 1b – Renegotiation Approach: 

 

This approach has already commenced and has been conducted in parallel with the development of 

this strategy. It is the first set of civilities that are being conducted to determine if a suitable outcome 

can be achieved with the incumbent service provider which would lead into the decision in Oct 2010 to 

either continue with the incumbent or to pursue other options. This approach involves the following 

key steps: 

 Perform initial preparation activities (establish approval process and logistics) 

 Finalize the detailed customer care service delivery requirements and any changes to the 

delivery model 

 Evaluate the incumbent’s proposal to meet the updated requirements 

 Perform detailed contract negotiations with the incumbent 

 Transition to the new delivery model (if needed) 

 

The chart below illustrates the sequence of activities involved with this approach: 

 
 

6.3.2.1 Estimated Resources & Costs 

The high-level resourcing cost estimate for this option is approximately $1.2 million. This is based on 

internal and external resource estimates and includes a contingency of 10%. Approximately $100 

thousand is attributable to the estimated transition costs. 

 

The following table provides a high-level breakdown of the costing structure estimated for this option: 
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6.3.2.2 Governance Structure 

The following chart depicts the proposed governance structure up to the decision point: 
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The following charts depict the proposed governance structure should the decision be made to 

continue with the incumbent service provider: 

 
 

 

6.3.2.3 Key Risks and Mitigation Plan 

 

 Option 1B - Renegotiation    

 Risk Statement Probability Impact Mitigation Strategy 

1 Renegotiation result may not change 
desired costing 

Medium Medium Determine appropriate decision point to 
move into RFP/Repatriation Approach. 

2 May not obtain Regulatory approval of 
cost recovery. 

Low High Engage Regulatory stakeholders in 
renegotiation process. 

3 The RFP option may deliver a more 
competitive cost structure than 
renegotiation 

Low Medium Perform an analysis of Industry benchmarks 
to get a sense of competitiveness of current 
CCSA by leveraging external expert advisors. 

4 If a "no" decision is delayed beyond the 
target date, the RFP timeline could be 
compromised. 

Medium Medium Impact would be affected by the length of 
the delay. Mitigation is to apply discipline 
with respect to the timeliness of this 
decision. 
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6.3.3 Option 1c – Repatriation Approach: 

 

This approach would commence following a repatriation decision in October 2010 and would span a 

period of 24 months up to Oct 2012. It would involve the following key steps: 

 Perform initial preparation activities (establish approval process and logistics) 

 Establish the repatriation requirements (Processes, People, Tools, Facilities, Internal 

performance measures, Transition, etc)  

 Establish the detailed implementation approach and plan 

 Execute the detailed implementation plan activities 

 Establish detailed transition plans with the service provider 

 Extend CCSA to cover the transition period 

 Complete the transition according to the detailed transition plans 

 

The chart below illustrates the sequence of activities involved with this approach: 

 
 

6.3.3.1 Estimated Resources & Costs 

The high-level resourcing cost estimate for this option is approximately $65 million. This is based on 

internal and external resource estimates and includes a contingency of 20%. Approximately $51 million 

is attributable to the estimated ramp-up resourcing, overlapping cost with incumbent service provider 

during transition and associated infrastructure costs.  

 

The following table provides a high-level breakdown of the costing structure estimated for this option: 
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6.3.3.2 Proposed Governance Structure 

The following chart depicts the proposed governance structure for this option: 
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6.3.3.3 Key Risks and Mitigation Plan 

 

 Option 1C - Repatriation    

 Risk Statement Probability Impact Mitigation Strategy 

1 May not be able to fulfill resource 
requirements (quantity/ quality) 

Medium High Extend incumbent services to fill in gap areas 
(extra transition costs) 

2 Initial storm period when transition takes 
place (translates to operational risks or 
longer transition) 

High Medium Extend incumbent services to fill in gap areas 
(extra transition costs) 

3 The detailed requirements may uncover 
additional complexity / cost than initially 
anticipated 

Medium Medium Explore other cost mitigation strategies 
(alternate locations of work, CIS automation, 
business process modification, etc) 

4 May not be able to meet business case 
operating cost assumptions (assumed 
levels of productivity, resource costs, 
capital costs) 

Medium Medium Explore other cost mitigation strategies 
(alternate locations of work, CIS automation, 
business process modification, etc) 

5 Actual cost of incremental capital may 
not meet business case assumptions 

Medium Low Include contingency in business case to 
address capital costing risks. 

6 Repatriation transition may not be 
complete before the end date of the 
CCSA extensions. 

High Low Assume that at least one six month extension 
of the CCSA will be required. Embed a 
milestone within the plan to make a decision 
on extension of the CCSA. 
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7 Appendices 

APPENDIX A External Consultant Report 
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APPENDIX E Internal Interview Template 

This section provides a sample of the template that was used to conduct internal interviews. 
 

Interview Template for Customer Care Service Delivery Strategy Initiative 
 

Date: _______________ 

 

Name of Interviewee: _______________ Department/Group Represented: _______________ 

 

Name of Interviewer: __________________________ 

 

Context for interviews: 

 

EGD‟s Customer care needs are evolving and EGD has embarked on an exercise to evaluate its 

existing Customer Care service delivery model and plan for the future. The purpose of this exercise is 

to ensure that EGD is positioned to effectively meet its future Customer Care, business and financial 

needs. 

 

The objectives of this exercise are: 

1. Understand the current scope and makeup of the customer care service delivery model 

2. Understand the key measures (including costs) 

3. Identify the current strengths, opportunities, weaknesses & challenges associated with various 

components of the customer care delivery model 

4. Understand how things will change in the future 

5. Develop recommendations for the future 

 

The purpose of this interview is to better understand the business context of your group as it relates to 

Customer care service delivery and to solicit input to help achieve our objectives. 

 

Guidelines for interviewees: 

 Be prepared for the interview. Review interview questions in advance 

 Provide specific examples where relevant 

 Send interviewers relevant documentation that might be useful for offline review 

 Recommended duration is 1.5 hours 

 

Questions: 

Your Department/Group 
1. Could you provide some context around what your Department/Group does?   

 

 

2. Do you consider yourself a client, part of the customer care business function, or indirectly 

provide services in support of the customer care business function? 

a. Client – someone we provide a customer care service to, refer to question 3 Section A. 

b. Supporter – someone who provides a service to the customer care business function, 

refer to question 3 Section B. 

c. Customer care business personnel – Someone who is directly accountable for the 

delivery of customer care services, refer to question 3 Section C. 

 

3. Reference the Context Diagram for specific services to be identified, for each service provided: 

 

 

Question 3 - Section A - Client  

a. Questions around the current state: 

i. What are the current services provided by Customer care to you? 

ii. Please rank the top three priorities with respect to the customer care services we 

provide to you today? 

iii. How well do we deliver on these priorities? 

iv. What improvements can be implemented? 
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b. Questions around the future state: 

i. What services will you need in the future (new services or modified services)? 

ii. Please rank the top three priorities with respect to the customer care services in 

the future? 

c. What are the relevant trends in industry that we should be paying attention to? 

i. Customers of EGD‟s customer care services 

ii. Services related to  EGD‟s customer care business function 

iii. Channels of service provisioning 

iv. Delivery models 

v. Supporting Technologies 

vi. Regulatory Trends 

d. Are there any other comments that are relevant to the future planning of customer care? 

 

Question 3 - Section B - Supporter  

a. What are the things that EGD does well with regard to delivery of customer care 

services? 

b. What are the areas we can improve on? 

c. What are the relevant trends in industry that we should be paying attention to? 

i. Customers of EGD‟s customer care services 

ii. Services related to  EGD‟s customer care business function 

iii. Channels of service provisioning 

iv. Delivery models 

v. Supporting Technologies 

vi. Regulatory Trends 

d. How do you see the requirements to support EGD‟s customer care services changing in 

the future (scope, volume, demographics, etc)? 

i. What will change? 

ii. What should we do to respond to those changes? 

e. Are there any other comments that are relevant to the future planning of customer care? 

 

Question 3 - Section C – Customer Care business personnel 

a. At the high level, what key activities does the service include? 

b. Do you know who the customers/consumers are of this service? 

c. Who provides the service? 

d. Do you know what the relevant measures are that can be used to evaluate effectiveness 

of the delivery of the service?   

e. Are you aware of where can we find information on the measures (targets and actuals)?  

f. Are you aware of any available industry benchmarks that we can compare ourselves 

against? 

g. Do you have any comments on the current state of how we deliver services: 

i. What aspects of the service do we do well today? 

ii. What aspects of the service can we improve on? 

 If so, how? 

h. Are you aware of any trends or emerging best practices associated with this service 

(internal and external)? 

i. Customers 

ii. Services provided 

iii. Channels of service provisioning 

iv. Delivery models 

v. Supporting Technologies  

vi. Regulatory Trends 

 

i. Do you have any comments on the future state of how we deliver services: 

i. Are customer expectations changing? 

ii. Will the nature of the service change in the future (over the next 5 years)? 

 If so, how? 

iii. What should we do to respond to those changes? 

j. Do you have any other comments that are relevant to the future planning of customer 

care? 
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APPENDIX F External Interviews 

The following 7 external consultants/consulting firms were interviewed as part of this process: 

 Gartner 

 Equaterra 

 PA Consulting 

 1st Quartile Consulting 

 Utilipoint 

 Jon Brock (ex-Utilipoint) 

 Everest 
 
 
Below is a sample of the template that was used to guide the external interviews. 
 

Questions for <Consultant> 
 

Context: 

 

EGD‟s Customer care needs are evolving and EGD has embarked on an exercise to evaluate its 

existing Customer Care service delivery model and plan for the future. The purpose of this exercise is 

to ensure that EGD is positioned to effectively meet its future Customer Care, business and financial 

needs. 

 

The objectives of this exercise are: 

1. Understand the current scope and makeup of the customer care service delivery model 

2. Understand the key measures (including costs) 

3. Identify the current strengths, opportunities, weaknesses & challenges associated with various 

components of the customer care delivery model 

4. Understand how things will change in the future 

5. Develop recommendations for the future 

 

 

Questions for <Consultant>: 

4. What are the relevant trends associated with customer care service delivery in the 

gas/electricity utility industry? 

a. Customer demographics 

b. Customer economics (credit worthiness, discretionary spend capacity) 

c. Customer expectations 

d. Nature of services provided 

e. Channels of service provisioning 

f. Delivery models (in sourced services, outsourced services, rationale for change, average 

outsourcing contract term) 
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g. Who are the key outsourcing organizations in the utility space? What are the relevant 

trends in that industry? 

h. Technologies (emerging technologies, declining technologies) 

i. Regulatory trends 

j. Other influencing factors that could impact customer care service delivery 

5. What are the relevant measures that are used within the industry to gauge effectiveness of 

customer care service delivery?  

a. Is there a set of standard measures, if so, what are they? 

6. Benchmarking information: 

a. What are the benchmark studies available that can be used by Enbridge? 

b. What are some of the other utilities that we should be comparing ourselves against?  

c. How reliable/comparable is the benchmark information that is available? 

d. Who are the leading benchmarking companies for this industry? 

7. What are the key strengths, weaknesses and challenges of similar utilities? 

8. What are the emerging strategies being employed by other utilities across the globe in the area 

of customer care service delivery?  
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STATEMENT OF PRINCIPLES, OBJECTIVES AND
OPERATING ARRANGEMENTS FOR THE

CONSULTATION PROCESS PERTAINING TO EGD'S CUSTOMER CARE SERVICE 
ARRANGEMENTS

I Background

1. As part of its EB-2006-0034 rate proceeding Enbridge Gas Distribution Inc. (“EGD”)
reached a complete settlement with the Intervenors with respect to its customer care 
costs for the period from January 1, 2007 through December 31, 2012.  That 
settlement, and the financial consequences of it, were approved by the Ontario 
Energy Board (“OEB”) in a Decision dated March 22, 2007 (which approved the 
Settlement Agreement between all parties) and in the EB-2007-0615 Rate Order 
(which approved the “trued-up” Customer Care and CIS Settlement Template).  
  

2. The settlement in the EB-2006-0034 proceeding was reached as a result of an 
intense and productive consultative process, in which EGD worked with an 
Intervenor Steering Committee comprised of representatives of three active
intervenors: Jay Shepherd (representing School Energy Coalition (“SEC”)), Peter 
Thompson (then representing Industrial Gas Users’ Association) and Robert Warren 
(representing Consumers Council of Canada (“CCC”)).   

3. After the OEB approval of the EB-2006-0034 Settlement Agreement, the members 
of the Steering Committee continued to receive information from EGD about the 
selection of EGD’s customer care and CIS service providers (through ongoing 
Request for Proposal (“RFP”) processes) and about the implementation of those
services, and continued to advise EGD of their perspective and concerns about such 
matters.  The Steering Committee was supported by Mario Bauer (then of TMG 
Consulting Inc.), who provided them with advice and assistance in respect of EGD’s 
RFP processes and decisions.   

4. EGD currently acquires the majority of its customer care services from third party 
service providers, primarily Accenture Business Services for Utilities (“Accenture”).  
Accenture was chosen as a result of a RFP process run by EGD in 2007, which 
process was explained in the EB-2006-0034 Settlement Agreement.  The members 
of the Steering Committee were involved in reviewing and commenting upon EGD’s 
RFP process that resulted in the selection of Accenture for customer care services.  

5. The contracts under which these customer care services are purchased will reach 
their normal expiry dates on March 31, 2012.  

6. EGD is currently in the process of determining how best to undertake customer care 
services for the period from April 1, 2012 through to at least December 31, 2017. 
EGD has instituted an internal process to develop a strategy for the performance of 
customer care services beyond March 31, 2012.
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7. As part of its acquisition of customer care services beyond March 31, 2012, EGD will 
have to reach an agreement with Accenture for the provision of the existing
customer care service arrangements for a period beyond the scheduled termination 
of those arrangements (because any transition will take place after that date), and 
may have to reach agreements governing the transition from the existing to a new 
customer care service provider, or potentially to EGD itself. All of those agreements 
will be referred to herein as the "Transition Agreements".
  

8. EGD has retained EquaTerra Inc. ("EquaTerra") to conduct a benchmarking study 
(the "EquaTerra Study") to determine the degree of competitiveness of its current 
customer care service agreement with Accenture. 

9. EGD and the Intervenors believe that the interests of EGD and its ratepayers will be 
best served by having the consultative group continue to be involved in reviewing 
and commenting upon EGD’s efforts to contract for obtain customer care services 
beyond March 31, 2012.  In this regard, all parties agree that it is constructive to 
have the consultative group engaged throughout the process, so that any issues that 
may arise can be discussed and (potentially) addressed in a timely fashion.  
  

10.The parties (EGD and the Intervenors) have agreed upon the following objectives, 
principles, operating arrangements and workplan/deliverables to guide the activities 
of the customer care consultative group in dealings related to the selection of and 
contracting with a customer care service provider to provide services beyond March 
31, 2012.

II Objectives

11.To secure an agreement between EGD and the Intervenors, prior to an OEB 
hearing, on the following:

(a) That the process followed by EGD to determine whether to re-contract its 
customer care services with Accenture, or to proceed to an RFP process, or to 
repatriate customer care operations within EGD, was appropriate in the 
circumstances and conformed to recognized best practices.

(b) The prudence of EGD’s decision to re-contract its customer care services with 
Accenture, or to proceed to an RFP process, or to repatriate customer care 
operations within EGD.

(c) If applicable, that the RFP process followed by EGD was appropriate in the 
circumstances and conformed to recognized best practices.

(d) The prudence of any required Transition Agreements.
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(e) The prudence of EGD’s customer care service arrangements for the period from 
April 1, 2012 through to at least December 31, 2017, including the project 
schedule, cost and spending.

12.To secure an agreement between EGD and the Intervenors, prior to an OEB 
hearing, that the process and methodology followed by EquaTerra in carrying out the 
EquaTerra Study was appropriate in the circumstances and conformed to 
recognized best practices.

13. If no agreement can be achieved between the Intervenors and EGD on the matters 
set out in paragraphs 11 and 12 above, then a clear understanding of the respective 
positions will be documented.

III Principles

14.What service provider EGD chooses, or if EGD chooses to perform such services 
itself, the process which EGD follows to undertake or acquire its customer care 
services, and the terms of the Transition Agreements, are ultimately up to EGD.  
EGD recognizes, however, that it will benefit from being provided with timely 
information about ratepayer groups’ perspective and views in respect of these 
issues. 

15.For Intervenors to be able to provide informed and meaningful information to EGD, 
and for parties to be able to reach the agreements contemplated in paragraphs 11
and 12 above, parties agree to accommodate the full two-way disclosure between 
EGD and the Intervenors and their independent expert/consultant, of all relevant 
information about and positions on customer care services and the processes used 
to acquire EGD’s customer care services, the negotiation of the Transition 
Agreements, and of all information used in the preparation of the EquaTerra Study, 
including all raw material and any draft or interim reports.

16.The Intervenors and EGD believe that their respective interests are best served if: 

(a) Intervenors have access to as much information as possible about the decisions 
described in paragraph 11 and about the EquaTerra Study.

(b) Intervenors have access to independent expertise, from an independent 
expert/consultant, to advise them with respect to the matters described 
paragraphs 11 and 12 above.  

(c) Intervenors advise EGD of any material concerns which can affect the matters 
set out in paragraphs 11 and 12 above, so that EGD or EquaTerra, as the case 
may be, can implement remedial measures to the material concerns or 
communicate the rationale for business decisions regarding the material 
concerns.
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17.The Intervenors and EGD will make their best efforts, acting in good faith, to resolve 
any differences they may have with respect to the matters listed in paragraphs 11
and 12 above. 

18.Where EGD and the Intervenors cannot resolve their differences, they will make 
their best efforts, acting in good faith, to refine those differences with a view to 
reducing the time required to consider customer care services cost at any OEB 
hearing.

19. In the event that EGD and the Intervenors cannot resolve their differences, it is 
understood that EGD and the Intervenors will be at liberty to take whatever position 
they wish with respect to the matters listed in paragraphs 11 and 12 above.  
  

20.EGD and the Intervenors acknowledge and agree that information and 
documentation provided to the consultative members and their independent 
expert/consultant will be confidential and commercially sensitive.  The parties 
acknowledge and agree that the information and documentation disclosed to the 
consultative members and their independent expert/consultant, and related 
discussions, is to be treated in the same manner as if the information, 
documentation and discussions were exchanged in an ADR conference under the 
OEB’s Rules of Practice and Procedure.  

IV Operating Arrangements

21.The Intervenors have chosen a Steering Committee, consisting of Robert Warren
(on behalf of CCC), Peter Thompson (on behalf of Canadian Manufacturers and 
Exporters (“CME”)) and Jay Shepherd (on behalf of SEC), whose members will 
coordinate the activities of the independent expert/consultant and contact with EGD.

22.The Steering Committee has retained an independent expert/consultant, Five Points
Consulting, LLC (“Five Points”), the company with whom Mario Bauer currently 
works, to advise the Intervenors on the reasonableness of EGD's decisions on the 
matters described in paragraphs 11 and 12 above. 

23.EGD and the Intervenors acknowledge that Five Points has prior experience working 
with RFP processes in general and that Mario Bauer of Five Points does have prior 
work experience with EGD and the Intervenors.

24.The reasonable costs of Five Points will be paid by EGD, in accordance with normal 
commercial practices. The costs so paid will be recorded in a deferral account and 
will be recoverable, subject to OEB approval, in rates.

25.EGD will provide Five Points and the Steering Committee with full information about 
its decisions described in paragraph 11 above and about the EquaTerra Study.
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26.EGD will pay the Intervenors, based on the OEB cost schedule, their reasonably 
incurred costs for participation in the consultation process, and those costs will be 
recoverable in rates, subject to the approval of the OEB. Intervenors will render 
invoices to EGD on a monthly basis, together with such accompanying material 
describing the nature of their work and the amount of time spent on that work, and 
will be paid according to normal commercial practice. 

27.The costs so paid to Intervenors will be recorded in a deferral account and will be 
recoverable, subject to OEB approval, in rates. 

V Work Plan and Deliverables  

28.Set out below is a high-level outline of the activities comprising EGD’s customer care 
service selection process.

(a) Negotiations with current service provider to determine whether favourable terms 
can be reached for having Accenture re-contract with EGD to provide customer 
care services beyond March 31, 2012.  

(b) Collaboration with EquaTerra to provide necessary information to assist in the 
preparation of the EquaTerra Study.
  

(c) Review and assessment of EquaTerra Study and results of negotiations with 
Accenture to determine whether to proceed to explore market options and/or re-
patriation of customer care activities back within EGD.
  

(d) As necessary, provide notice for extension of contract term for customer care 
services from Accenture, to permit RFP process and/or transition to new service 
provider.
  

(e) If appropriate, proceed to an RFP process for customer care services beyond 
March 31, 2012.

(f) Make decision about what party will provide customer care services beyond 
March 31, 2012, and negotiate and execute required contract documents.  

  
29.As described herein, the parties expect that the Steering Committee and their 

independent consultant/expert will be provided with timely and comprehensive 
information about all of the activities set out above, in order to allow for the 
intervenors to provide EGD with their views as to the matters set out in paragraphs 
11 and 12 above.  
  

30.The Steering Committee’s independent consultant/expert will prepare reports as 
required that will be provided to the Steering Committee, and then to EGD, setting 
out a review of the processes employed by EGD against industry standards and the 
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reasonableness of the decisions made or recommended by EGD, with assessments 
made as to the cost, risk, industry standards and overall best interest of EGD’s 
ratepayers.  These reports will include a review of potential concerns and will, as 
appropriate, assess EGD’s anticipated customer care costs under any new 
arrangements against industry benchmarks.    
  

31.The Steering Committee will make best efforts to ensure that reports from the 
independent consultant/expert along with the comments and positions of Steering 
Committee members about the matters set out in paragraphs 11 and 12 above are 
provided to EGD in a timely fashion, so that EGD has the benefit of this information 
at the time that any threshold decisions are made in the customer care service 
provider selection and contracting process.  

7163929.5
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EXPLANATORY NOTES RE. 2013 TEMPLATE 
 
1. All of Enbridge’s forecast costs and revenue requirement to provide CC and CIS 

services for the 2013 to 2018 period (except for bad debt, agent billing and collection 

and open bill costs) have been entered on the 2013 Template that is attached as  

Ex. A-2-2.   

   

2. The constituent parts of the CIS and CC costs and revenue requirement for the 2013 

to 2018 period that are included in the 2013 Template are discussed in the previous 

sections of this pre-filed evidence.  These costs are entered in columns H to M of the 

2013 Template.    

 

3. Also included in the 2013 Template, in columns A to G, are the values previously 

approved by the Board for CIS and CC costs and revenue requirement for 2007 to 

2012, which were contained in the “trued-up” 2007 Template.  Enbridge does not 

seek any relief in respect of the 2007 to 2012 columns.  These are included for 

reference purposes only.   

 

4. Also included for reference purposes, as Ex. B-5-2, is a version of the 2013 

Template that contains Enbridge’s actual (and where appropriate Enbridge’s 

forecast) costs over the 2007 to 2012 period.   

 

5. As was the case with the 2007 Template, all the amounts in columns H to M of the 

2013 Template (which relate to 2013 to 2018) have been summed together, to 

determine annual and overall revenue requirements for the years from 2013 to 2018.  

Certain of the “true-up” steps that were used in relation to the 2007 Template are not 

necessary in connection with the 2013 Template, because the parties have more 

complete information at this time. 
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6. Enbridge’s total revenue requirement for CIS and CC services from 2013 to 2018 is 

$758,127,734, which is the sum of boxes H16 to M16.  That total revenue 

requirement has been placed into an amortization model that calculates, using an 

inflation factor of 1.7758% (which is the same as what was used in the 2007 

Template), the Normalized 2013 Customer Care Revenue Requirement which is the 

number that, when adjusted for each year from 2013 through 2018, would allow the 

Company to fully recover the total revenue requirement for 2013 through 2018.  

 

7. The resulting Normalized 2013 Customer Care Revenue Requirement amount is 

$120,860,283.14.  The annual CC/CIS revenue requirements for the remaining 

years until 2018 are as set out in row 22 of the 2013 Template, and range from 

$120,860,283 in 2013 to $131,979,425 in 2018.   

 

8. Based upon Enbridge’s projections of customer growth, the per customer revenue 

requirement for CIS/CC services would decrease over the 2013 to 2018 period, from 

$58.67 per customer in 2013 to $58.16 per customer in 2018.    

 

9. Enbridge’s expectation is that the annual CC/CIS revenue requirements for the 

years from 2013 to 2018, as set out in row 22 of the 2013 Template, would be 

treated separately within any next generation IR plan.   
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