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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”).! 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 (“lGUA")? and School

! 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



Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 1

Schedule 1

Page 3 of 7

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.> 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”.*

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.

% EB-2006-0034, 15 Tr. 85.
* 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.®> 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).® 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.” 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”)® 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).

> 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).

® 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.

" EB-2007-0615 Decision and Rate Order, dated May 15, 2008, at page 5 and Appendix “F”.

® 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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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).

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).

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.

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.

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.

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.! 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.

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

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.

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.

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.?

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

22007 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.

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.

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.

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
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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.

17.

18.

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.

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.

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.*

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

12007 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.? 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).*

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

22007 Settlement Agreement, at p. 13.
%2007 Settlement Agreement, at p. 12.
%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.”

Procurement and Implementation of the new CIS asset

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.

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.

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.®

® 2007 Settlement Agreement, at p. 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.’

14. 1t 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”.?

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

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

" 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 Sl 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”.®

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 S| 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.’® 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”.**

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

° Ex. B-3-2, Project Close-Out Report, at slide 6.

1% 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.

1 Ex. B-3-2, Project Close-Out Report, at slide 3.
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assets”.'? 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”.*3

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.

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.

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.

122007 Settlement Agreement, at p. 13.
132007 Settlement Agreement, at p. 13.
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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.

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.

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.

ClIS-related costs for the 2013 to 2018 term

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.

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).
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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.

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.

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.

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.

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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10 Year Life Original Agreement / p 10f1
Ontario Utility Capital Structure Adjusted in 2013 - 2019 age 1o
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
% % % %
Long-term debt 64.00 5.35 3.42 3.4240
2. Short-term debt 0.00 4.12 0.00 0.0000
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
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 Sl 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) (2.13) (1.08) (1.04) (2.00) (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.

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.

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.

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. ldentify 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:

Step in Rights or Performance Guarantee
Project Methodology
Continuous Improvement

Customer Satisfaction

® 2 6 T 9o

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.



17.

18.

19.

20.
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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.

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.

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.

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.

The total cost associated with the extended Accenture contact (the CCSA) is
approximately $430M, from January 1, 2011 to December 31, 2017. As the



21.

22.

23.
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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.

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.

Endorsement of the Stakeholder Steering Committee for the new CCSA

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.

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.
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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.*

! 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.?

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.”

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

contract is within the market norms.*

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

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.

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).

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.
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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:

EGD Confidential — Draft for discussion prepared by InQvis Inc on behalf of EGD Customer Care 4



Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

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:

EGD Confidential — Draft for discussion prepared by InQvis Inc on behalf of EGD Customer Care 5
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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

EGD will enter into another 5-year incentive regulation program beginning in 2013
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
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.

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

To the extent possible, the objectives are to increase flexibility, quality and control,
= while reducing cost
= without taking on significant risk

EGD Confidential — Draft for discussion prepared by InQvis Inc on behalf of EGD Customer Care 6
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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.

EGD Confidential — Draft for discussion prepared by InQvis Inc on behalf of EGD Customer Care 7
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Summary of Changes Recommended:
The picture below is a high level depiction of the changes recommended.
i
Current State = | Future State
Internal Outsourced ) Internal Outsourced
Meter Readi Admin Mefer Reading Admin Meter Reading
eter heading
& Admin » ® - O
Billing & Bill Calculation eBill Bilﬁ:-‘llng Bﬁﬁsng Payments Bill Calculation Bilﬂl:llng eBill Bﬁﬁsng Payments
Payment - o0 0 O ® O |0
i Follections  collections Sundry Collections Collections Sundry
Credit & Mgmt Operations Accounty Mgt Operations Accounts
Collections .
Cust Builder Sales  Ombuds | OpenBill - Emergency  Billing Builder Sales  Ombuds |OpenBill - Emergency  Billing
gs omer Desk  Enquiry man Hotline & Services Inguiry Desk  Enquiry man Hotline & Services Inguiry
ontact
o0 & & o ° e 6 O 0 O
Other : Web Site Dispatch gﬁﬁf{ VR cIs ?ﬁ: Dispafch gppﬁ:rﬁb VR

LEGEND:
. = No Changes
o = Enhancements (SLA or other)

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.

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



Recommended

Al f Ch
rea of Change Change

Benefit

Attainment Strategy

Rationalize meter reading
administration.

Meter Reading &

Efficiency gain should be reflected in
costs associated with any future
customer care outsourced service
agreements.

EGD's new CIS has automated reports for meter
reading admin functions, thereby reducing the
manual effort required to put these reports
together. Any future customer care outsourced
service agreements to include revised statement
of work responsibilities and accountabilities to
address new CIS procedures in any future
outsourcing agreements.

Administration Leverage meter readers

to perform other
services.

Opportunity to reduce costs by
transferring work from other functions
that involve door to door non-critical
activities to meter reading contractors.

Specific incremental services to be incorporated
in future meter reading service agreements.

Revise SLAs to ensure
better capture of meter
status.

Reduce the number of billing
exceptions which need to be manually
worked, which in turn will increase the
quality and timeliness of billing.

Revise Meter Reading statement of work items in
any future customer care outsourcing service
agreement.

Recommended

Al f Ch
rea of Change Change

Benefit

Attainment Strategy

Repatriate Large Volume
Billing and related
Customer Care activities.

Better customer care support of EGD's
largest business-to-business customers
{e.g. more timely correction of billing
exceptions, better integration with
system measurement and Direct
Purchase groups, reduced collection
risk by closer contact with these
customers, better customer satisfaction
with LV customers).

Enhance process around
Large Volume new
customer set-up and
change of ownership.

Billing & Payments

Reduction of collection risk by maore
timely billing of new business owners
and capture of accurate legal names on
contracts and billing records.

Improved customer satisfaction and gas
marketer satisfaction.

Reduced administrative effort in the
Direct Purchase Group pertaining to
retroactive contract and billing
adjustments.

Any future customer care outsourcing service
agreements will set out LVB and Collective
account billing service as a separate category of
work (SOW, Service Levels and fees) such that EGD
can opt to repatriate these business functions.

Improve timeliness and
accuracy of billing back-
office functions such as
billing exceptions.

Maore accurate and timely billing.

Improved customer satisfaction.

To be addressed through new and/or revised
service levels in any future customer care
outsourced service agreements.

Establish direct contract
with Kubra & Symcor.

EGD will have increased transparency of
significant third party activity and cost.

Opportunity to explore operational and
financial efficiencies with current third
party service providers.

To be addressed through revised service delivery
structure and contract terms in any future
customer care outsourced service agreements.
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Recommended

Al f Ch
rea of Change Change

Benefit

Attainment Strategy

Repatriate management
of Collections activities.

Credit & Collections

Additional control of collection
activities which would provide the
opportunity to reduce the bad debt
expense activity.

Provide direct control over the cost of
the collections business function by
potentially moving to a unit fee per
collection service.

To be addressed through revised service levels in
any future customer care outsourcing service
agreements.

Improvements to
outbound dialer
infrastructure.

Improving Mass Market Collections
performance through increased
capacity for telephone collections.

To be addressed through revised service levels in
any future customer care outsourced service
agreements.

Review and revise SLAs
around Collections of
Sundry accounts.

Improved sundry account collections
performance.

To be addressed through revised service levels in
in any future customer care outsourced service
agreements. Or, potentially repatriate this
function to EGD.

Recommended

Al f Ch
rea of Change Change

Benefit

Attainment Strategy

Enhance CSR training.

Improved customer experience and
satisfaction.

To be addressed through additional statement of
work items and revised service levels in any
future customer care outsourced service
agreements.

Enhance Communication
and engagement with
CSRs.

Better informed customer contact
personnel will result in improved
customer satisfaction and more
effective roll-out of EGD programs.

To be addressed through additional statement of
work items and revised service levels in any
future customer care outsourced service
agreements.

Changes to processes and
service levels related to
validation of customer
identity.

More complete and accurate customer
information and better adherence to
privacy legislation.

To be addressed through revised service levels in
any future customer care outsourced service
agreements.

Enhance IVR.

Customer Contact

Improved customer experience and
satisfaction.

To be addressed through additional statement of
work items and revised service levels in any
future customer care outsourced service
agreements. Ongoing initiative to redesign EGD
IVR menus to be implemented in late 2010 or
early 2011.

Customer self-serve thru
website.

Improved customer experience and
satisfaction.

EGD to address directly through potential
enhancement of CIS and customer facing internet
based systems.

Limit number of customer
escalations referred to
Ombudsman's office.

Improved customer experience and
satisfaction.

Avoided potential of incremental cost
associated with the ombudsman office.

To be addressed through revised service levels in
any future customer care outsourced service
agreements (Call Centre escalation handling,
turnaround time standards for EGD and EGD
Ombudsman Office information and account
transaction requests).

Improve responsiveness
to EGD requests for
customer information
and customer account
update requests.

Improved customer experience and
satisfaction as it relates to EGD requests
for information or resolution of
customer related issues.

To be addressed through revised service levelsin
any future customer care outsourced service
agreements.
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Area of Change Recommended Benefit Attainment Strategy
Change
Tighten and clarify Consistency of customer care services  |Revise any future customer care outsourced
contract terms with contracted to the service provider (i.e. |service agreements to confirm that all service
respect to the no loop-holes in the contract with levels apply to all activities and all customers
applicability of customer (respect to the application of service ({including Open Bill)
care service agreement  (levels).
service levels,
Strengthen EGD stepin  |Reduced exposure to EGD in the event |To be addressed through revised contract terms in
other rights or performance of service provider failure to provide any future customer care outsourced service

guarantee in any future
customer care outsourced
service agreements.

services at prescribed service levels
over an extended period of time.

agreements.

Attempt to capture
potential benefits from
customer self-serve thru

website.

Opportunity to leverage financial
efficiencies associated with increased
automation of customer enguiries
through a web site.

Include current CCSA Change Order requirements
in any future customer care outsourced service
agreements.

Implementation Options:

There are essentially 3 routes that can be taken for implementation:

Repatriate

CC Services

Insource

Decisionto
InSource
Versus
OutSource

Outsource

Renegotiate
With Current

Vendor

Launch an RFP
toselectanew
Service Provider|
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Based on an analysis of the three options, the following is a summary of how these options compare:

RFP

Renegotiate
with current
service
provider

Repatriate
services

Timeframes
(Approx)

15 months

4-5 months

24 months

Cost

(High-level Estimate)

S5M to $7M

$1.2M

S65M

Achieves competitive price
for services

Lowest regulatory risk of
acceptance

Lower effort and cost

Minimal transition risk
{and hence avoided costs
to rate payers)

Most flexibility and control
Cost, scope and quality
directly under the
company’s control

Cons

Significant investment of time and
needed (as compared to renegotiation
option)

Possibility that this option may not
deliver a better cost structure and
contract terms than the renegotiation
option

Significant cost involved in
transitioning to a new service provider

Costs are not established through a
competitive bidding process

Higher regulatory risk of acceptance

Significant financial and operational
risk during and after the transition
process

May not deliver a better cost structure
than an outsourced model

More cost/quality trade-offs
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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

= |dentify 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

: Jan : Feb : March : April : May : June : July : Aug : Sept :

E Jan 11 i E i i i J'.':.z 30 ! ! I
Service Delivery Review i

i Z Z Z Z Z . Strategy | i

i i i i i | Workshop | Workshop Cpmpleted  Cdmmunication |

i | i | i May 15 i June 15 July 31 * | * $

i ! 1 ; ; ! Establish Strategy Ada 31 i

i * Establish information requirements (Jan 22) i i . ‘ i

i | * Gather internal operational metrics (Jan 31) ' ' Action '

i| * Gather benchmark info (Feb 28) i i Plan i

1| * Gather key frends (Feb 28) ! ! ! ! !

1| * Complete interviews with other utilities (Mar 31) | - | | l | |

1| * Complete internal interviews (Mar 31) . vl 2

i | * Develop first draft of recommendations (May 31) bevelop straw strategy : bevelop straw action plan

1 o - * Workshops fo iterate strategy | ! | * Workshops to iterate plan

| * Workshop to socialize initial recommendations (June 15) - Document Strat ' | - Document Plan

1| * Put together report with key findings (Tune 30) 7. eqr |
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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:
e All regular monthly bills are generated by the EGD CIS.
e Approximately 50% of EGD’s residential customers are enrolled in the equal billing plan
e Approximately 1.4 million of customers are billed for third party non-commodity charges (Open
Bill).
e Of the customer base, approximately 600 thousand customers purchase their commodity gas
through other retailers.
e Approximately 67,000 customers receive their bills electronically (E-Bill), and
e Approximately 385,000 customers are registered for pre-authorized payment processing.
e 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

Sales & Sales Inquiry

Sales
Enquiry

Customer Altachments  Enrolments

Physical Cusiomer Chent
Attachment Account Acoount
Setup Setup
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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

Meter Reading & Admin

fdeter Reading | |Meter Move- Meter
Administration || in/Move-out Reading
Meter Customer
Management Seli-Reads

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

Billing & Payments

Bill Bill Eill
Caleulation Werification Generation
Billing . Payment
Exceptions esil Processing

Billing Peferences {eq PAD, FAP, BEP,
Security Deposits)

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

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

e 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.

e eBillis the function that provides electronic bill delivery to EGD’s customers via email.

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

e 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.

e 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

Cradit & Collections

Securly
Deposit
Administration

Cutbound Inbound
Collections Collections

Sundry Accounts
Receivable (eg: 3™
party damages)

e 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.

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

e 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

Customer Contact
- . EEE
g [ oz | s
i Appointments
Madia
Emergencies || Escalations | |Communicat
ions

Web C d
Communlcat DITEspon Walk-in

e EnGE

Cutbound | | Cutbound! Inbourd
Billing Calls Collections Calls

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

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

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

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

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

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

e Web Communications is responsible for the EGD website content.

e Correspondence is a function that administers customer correspondence activities.

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

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

e 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:
e Phone (talking directly to a CSR or interacting with the IVR)
e Mail correspondence, fax and e-mail
e Website (to view information and submit forms)
e 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
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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.

Meter Reading
& Admin

Billing &
Payment

Credit &
Collections

Customer
Contact

Other

Current State

Internal Qutsourced
SR Admin Meter Reading
) O
Bill Cakeulation gBill it

Biling Billng Paments

Collections  gjlactions  Sundry
Mgt Operations  Accoumnts

Builder Sales Dmbidz
Dieske  Enduiry i

OpenBill  Emergency  Billing

Hotline & Services  Inguiry
] ‘ 6

Wifigh

CI3 App
Suppart

IR

Legend (bubble sizes):

e DIFTEs . £-:50 FTEz . »30 FTEs
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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.

ABSU

Core Customears ,_.f""f-_-_‘_h Me-?sm :
Gas Distribution Meter Reading SLIFETIEnN

Administration

Res |Commind LV | NGEIR ‘\\\
EGD CIS
MET

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.

Core Customers

Gas Distribution ABSL
Res |Comming Lv | NGER
System
///’ uramant

Prospective Customers Meater Move-

Gas Distribution ‘_'_._'_._._.—-—-—'—'_'_'— in/Move-out

Res | Commindg LW HEEIR

WG

EGD CIS
lients
| Commodity Marketers |
| Open Bill Clients | MET
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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.

Syslem

Measurerant
Core Customers

Gas Distribution Meter . — |
Reading EGD CIS

|

Res | Commindg LV MGEIR

MET

Lakeside

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.

Cora Customers ABSU

Gas Distnbution

Rez | Comming LWV MNGEIR

"_'_'_‘—-_H\‘_\‘
- System Meaasuremeant
m /

- Measuremeant Canada

Syslem
Measurermeant

é
x WMC
Lakeside

Customer Self-Reads for Residential customers are received via the EGD website or ABSU’s IVR
platform and are fed into EGD’s CIS.

Metar
Management

EGD

Website
Core Customers ABSL
Gas Distribution — | Custamer
— Self-Reads ‘\——J’
VR

EGD CIS

ANSS
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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.
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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.

Core Customers
Gas Distribution
Res
Gas Commedity — —— | Ecocs
Rias ,_F--"""_F._'—'_-_-___-_-_‘-H— aBil K
Open Bill ABSLU
[31=H
Enbridge Mon-(Gas KUBRA
fms
Symoor

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.

EGD Confidential — Draft for discussion prepared by InQvis Inc on behalf of EGD Customer Care 29



Credit & Collections Functions

Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

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.

re Cuslomers
Core G . EGD CI3

Gas Distribution

Aes |n::urnm- Ly |Nb‘-EIH

o ARzl
Gas Commaodity .____,.f-—-""'_'_'—'_'_"“‘-— Outboond /

Res |Cnrnm- LV |NGEIR Collections Cusiomer
‘-‘-‘-H_‘"—-—-_.____—____._.—-—"'_' Care Mmin

Ind

Cipen Bill
Res | Comme| LY | Drirenct
Ind Purchase

Enbridge Mon-Gas Group

Res | Commd|] LY
nd

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. lts purpose is to respond to customer inquiries initiated

through collection actions including Outbound Collections Telephone Calling.

Core Customers

Gas Distribution EGD CIS
LY [MGEIR

Res | Gommy

ind

Gas Commodity ABsLU
Res | Commy| LY |NGEIR ..-—-—-"'"_'_'_-_-_'_"‘—“---..L Inbound /’//_ﬁ

Ind Collections
Open Bill k\\_—j Customer

ros Toomm v Care Admin

Ind

Enbridge Non-Gas FEF::I'E;lSE
Res | Commy o

nid
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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.

EGD CI5

Core Customers ABSU
Security Deposit /’“

Gas Distribution — | Administration
Aes |Cr.rnm' Ly |NGEIR ‘q\"“—-—-_._____--—' Customer
I Care Admin
Direct
Purchase
Group

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.

Sundry Accounts ,.—-"""_FF._._._-_H_"" ABSU
Customers(Sundry | —— | Receivable (eg:
Accounts d:i“’ ) Customer
e ‘-‘HH'""‘-'-—-—-_——-—-—"""'" Care Admin
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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.
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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.

Clients

Cpen Bill Clients

-"'""-FFF._._._._-_-—-_-_‘_‘_‘_‘—

OBA Biller
Hotline

f“dﬂ_ﬂ_._-_‘_-_h‘h'““-._

ABSL
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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.

Core Customers
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EGD CIS

Y
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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.
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(Gas Distribution
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Media Communications is an internal function managed by EGD.

P&GA
{Ombudsman}

Media

3" Parties — Caommunications

Regional Operations

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:

e Regulatory Measures

e Service Level Measures

e 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):

e Telephone Answering Performance®
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.

e Billing Performance?
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.

e Meter Reading Performance’
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.

e Appointments Met Within Designated Time Period*

! Definition of Telephone Answering Performance obtained from OEB report
“OEB_Nov2009 RRR_RPC_NaturalGas_20091111.pdf”, page 6.

? Definition of Billing Performance obtained from OEB report “OEB_Nov2009 RRR_RPC_NaturalGas_20091111.pdf”,
page 8.

* Definition of Meter Reading Performance obtained from OEB report
“OEB_No0v2009_RRR_RPC_NaturalGas_20091111.pdf”, page 9.

* Definition of Appointments Met Within Designated Time Period obtained from OEB report
“OEB_No0v2009_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.

e Time to Reschedule a Missed Appointment’
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.

e Percentage of Emergency Call Responded to in One Hour®
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.

e 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.

e Number of Days to Reconnect a Customer®
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.

> Definition of Time to Reschedule a Missed Appointment obtained from OEB report
“OEB_Nov2009_RRR_RPC_NaturalGas 20091111.pdf”, page 10.

® Definition of Percentage of Emergency Call Responded to in One Hour obtained from OEB report
“OEB_Nov2009_RRR_RPC_NaturalGas_20091111.pdf”, page 12.

" 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.

® Definition of Number of Days to Reconnect a Customer obtained from OEB report
“OEB_No0v2009_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:

e Service Reports — content and frequency provided to EGD

e Change Order Process - responsiveness

e Governance — incidence management resolution timing

e Regular Meter Reading — coverage and accuracy

e Special and Final Meter Reading — timeliness

e Service Disconnection — timeliness

e Refund Management — accuracy

e Bill Production & Delivery — timeliness and accuracy

e Payment Processing — timeliness

e Billing Exception Handling & Adjustments — timeliness

e Security Deposit Administration — compliance and completeness

e New Customer Account Setup — timeliness and completeness

e Collections —amount of arrears flow-thru and write-offs

e Call Management — Telephone Service Factor, abandons, call quality

e Customer Satisfaction — 1% call resolution rates, survey results

e Escalated Complaints — turnaround timeliness

e Correspondence Management — turnaround timeliness

e 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 EGD®:

e General (no particular interaction within the past year)
Billing Inquiry
Customer Initiated Service
Emergency Service
Company Initiated Service

% 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).
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e 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 perception™.

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:

e Qutsourced Customer Support Charges:

o Meter Reading Services

Credit and Collection Services
Call Centre Services
Bill and Payment Production

o
o
o
o Postage of Bills

19 Definition of Customer Satisfaction Composite Index obtained from Customer Relationship Study 2009 — Year end Report
—Final (CR-513).
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e EGD Customer Support Charges

Related costs that are excluded from customer care performance analysis statistics are:
e (IS application fees

CIS depreciation

licensing fees

provision for uncollectables

EGD IT charges

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

Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

40



Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

3.2 Assessment of Current Operations
3.21 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”:
e Interviews were conducted with 45 internal EGD stakeholders to gain internal perspectives on
the current and future state
e Interviews were conducted with 7 external consultants to gain industry perspectives and trends
e 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:

e 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:

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

e Great value seen from the separate meter reading agreement with MET

e Relationships with vendors is good, and improving

e MET quite flexible and willing to work hard for the business
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e ABSU has made significant efforts to accommodate the new CIS

e Symcor and Kubra quite accommodating

e 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:
e 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 Thereiis little contact or integration of customer care with regional offices. This creates
an issue of who is accountable for various customer-facing activities.
e 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.
e 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.
e An In-house CIS system increases the complexity of interaction with the outsourcer
e 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.
e 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 Insome 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.

e Improvements needed to Customer Care service channels and related technology

o IVRis 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.

e 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.
= QOpen 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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e Repatriate Collections and Meter Reading Administration

e Many interviewees expressed the view that we should repatriate most services (except Meter
Reading) to re-gain flexibility and control

e Contract with Kubra and Symcor directly

e Repatriate CIS support for flexibility and control (AMS contract)

e Revise CCSA to reflect efficiencies of in-house CIS

e Enhance customer self-serve opportunities, capabilities and choices.

e Pursue further automation leveraging the web site, IVR and CIS

e 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:

e Telephone Answering Performance — EGD was in compliance with the performance metric for
2007 and 2008.

e 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.

e 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.'!

1 Definition of Meter Reading Performance obtained from OEB report
“OEB_No0v2009_RRR_RPC_NaturalGas_20091111.pdf”, page 9.
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e 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."

e 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.%7

e 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.

e Number of Days to Provide a Written Response - EGD was in compliance with the performance
metric for 2007 and 2008.

e 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.%

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 on*®:
e Service Reports — content and frequency provided to EGD
Service Levels were met
e Change Order Process — responsiveness
Service Levels were met
e Governance — incidence management resolution timing
Service Levels were met
e 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.

1 Definition of Percentage of Emergency Call Responded to in One Hour obtained from OEB report
“OEB_Nov2009_RRR_RPC_NaturalGas_20091111.pdf”, page 12.

%5 Definition of Number of Days to Reconnect a Customer obtained from OEB report
“OEB_No0v2009_RRR_RPC_NaturalGas_20091111.pdf”, page 15.
16 Service Level results for 2009 obtained from file: EGD Monthly Service Levels Results JAN - DEC 2009.xIs.
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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%)

e Special and Final Meter Reading — timeliness
Service Levels were met

e Service Disconnection — timeliness
Service Levels were met

e Refund Management — accuracy
Service Levels were met for the period Jan to Aug*.

e 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 3" attributed to the new CIS implementation cutover window*.

e Payment Processing — timeliness
Service Levels were met*.

e Billing Exception Handling & Adjustments — timeliness
Service Levels were met for the period Jan to Aug*.

e Security Deposit Administration — compliance and completeness
Service Levels were met*.

e 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%).

e 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) (SQl) — 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) (SQl) — 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 (SQl) - 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.

e Customer Satisfaction — 1% 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.

e Escalated Complaints — turnaround timeliness
Service Levels were met.

e 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.

e 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 4 guarter 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:

e 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.

e 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”:"’

e 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

e 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.

" 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."®”

Additional comments provided by Equaterra include:

e 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
e 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.

e Overall contract pricing structure includes many key items typical of an outsourcing contract®®.

e The contract applies a Price per Customer model, which is a preferred market methodology for
Utilities.

e 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.

e 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).

'8 From Equaterra report entitled “Enbridge Meter-to-Cash Outsourcing, Market Assessment”, June 2010, pg 3.
9 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:

e 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

e 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

e Hydro Quebec starting to look at outsourcing as an option for some functions

e Hydro One has recently entered into an amended and extended (to 2015)outsourced Customer
Care service delivery model with the incumbent service provider

e 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:

e 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.
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e Customer expectations are rising, Customers are looking for;
o more channels of interactive engagement,
self-serve opportunities,
faster resolution of issues (first call),
more information about their energy consumption patterns,
Information concerning higher efficiency appliances, alternate energy opportunities and
conservation.

©)
©)
©)
©)

e 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

e No identifiable definitive swings within the industry towards outsourcing or keeping services in-
house

e 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

e 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 Trends”

e 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.

e 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

e 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”.

0 From Equaterra report entitled “Enbridge Meter-to-Cash Outsourcing, Market Assessment”, June 2010, pg 42.
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e 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

e 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)

e Business Intelligence- integrating voice of the customer and developing CRM initiatives

Utility Meter-to-Cash Outsourcing Trends!

e Cost pressures from both reduced revenue and increasing fuel and labour costs will continue to
drive Utilities to examine cost cutting measures.

e Qutsourcing 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.

e Interest in multi-tower outsourced deals has decreased

e Increased interest in credit and collections process outsourcing

e Fullin-sourcing not a trend in the marketplace

e In-sourcing “strategic” areas, e.g. key business customer relationships

e Four of the nine major meter-to-cash outsourcing contracts have been renegotiated in past two
years

e Continued reluctance to offshore voice (Washington Gas exception)

Customer Care Technology Trends?

e 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.

e VOIP has enabled Virtual Agents to operate at home - 10% less than brick and mortar US
centers

e Web chat is becoming more of a main stream offering

e Social Media still experimental. Uses include:

o Outage reporting
o Brand Management/Enhancement

Regulatory Trends & Impact on Customer Care”’

e Focus of Green Energy Act on Energy Efficiency will require utility companies to consider how to
incorporate this requirement in their customer service organization.

e Enhanced skills of agents will be needed to be able to analyze use, proactively identify and
communicate energy efficiency programs/products to customers.

2 From Equaterra report entitled “Enbridge Meter-to-Cash Outsourcing, Market Assessment”, June 2010, pg 43.
?2 From Equaterra report entitled “Enbridge Meter-to-Cash Outsourcing, Market Assessment”, June 2010, pg 44.
2 From Equaterra report entitled “Enbridge Meter-to-Cash Outsourcing, Market Assessment”, June 2010, pg 47.
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e 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.

e 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.

e Asenergy 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 Scenarios®*

e 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.

e Utilities with mostly in-sourced customer care functions will sometimes send some calls
(collection, overflow outage, etc.) to a provider with Near Shore locations.

e 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.

e Deregulated utilities are off shoring live inbound and outbound contact handling.

? 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.

e 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.

e 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.

e 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.

e 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
e 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
e 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
e EGD total customer base will increase by 30,000 to 40,000 per year
e No drastic / unanticipated change volumes of in customer care activities on a per customer
basis
e Increased number of annual meter exchanges due to government inspection requirements will
be in effect within 5 years
e 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:

e Alter the scope of current CC services

©)

©)

A combination of these techniques may need to be employed for different areas of

Rationalize current services
Rationalize volume of activity

customer care.

e Alter the Sourcing model for CC services

o

o Split Services across additional service providers

o

Out-Source specific Services

In-Source specific Services

e Alter the contract for outsourced services

O O O O

Realign scope of work
Revise Service Levels
Revise terms & conditions
Change Service Providers
Negotiate revised fees

e Other Efficiencies

o

o O O O
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5.2.2 Summary of recommended changes
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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.
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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

Benefit Driver Recommendations
Insourced | Outsourced
= 3 m
D = |5 wn = (=
ol§|E|1Z2|l0o8|8 |08 |5
Function Current State o | F|F|e||6§5|8 |65
Meter Reading Administration Dutsourced - ABSU | e
Mater Move-in/Move-out outsourced — e
ABSUIMET
Mater Reading outsourced — METS | v | v
Lakeside
Mater Management Joint— EGD f ABSU e
! Lakeside
Customer Self-RFeads Dutsourced - ABSL v |

Key Recommendations:

e Realign Meter Reading Administration

e 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)

e Rationalize meter reading status codes (already underway). Revise SLAs to ensure better
capture of meter status

e Revisit SLA terms around meter reading SQRs (meter reading services agreement)
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5.2.4 Billing and Payments

Function

LY Back-Office Billing

Current State
COutsourced - ABSLU
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Benefit Driver Recommendations
Insourced | Outsourced
? |o o 3
ol B8 o215 |85
2|22 ||2E|2 |28|3
qa |F|F |e||§5|8 |6§5|8
v v v

Key Recommendations:

e 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

=  QOpportunities 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

Benefit Driver

Recommendations

Insourced | Outsourced
Al m m
o2 |8 w |3 w3
QI8 |Z|2 ||oE2|8 |oE |5
Function Current State m |F|F|e||S5|8 |58
Customer Account Setup Jdoint - EGD f ABSL v v W
Bill Calculation Internal - EGD CIS v
Bill Verification COutsourced - AESL | v | v Ve
Bill Presentment & Froduction Cutsourced - AESL v | W
Eilling Exceptions Cutsourced - AESL o vy W "
eEill Dutsourced - AESL | 7 e
Fayment Frocessing Cutsourced - AESL v
Eilling Preferences Cutsourced - AESL v

Key Recommendations:

e 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
Benefit Driver Recommendations
Insourced (Qutsourced

it m m

o % o vl wl>

o5 |22 |o8|5 |0oE|5

Function Current State a |F |Z |2 ||6 5|8 S 5S|%
Cuthound Collections Outsourced - ABSU | v | v | v | v || W Ve
Inbound Collections Cutsourced - ABSLU e
Security Deposit Administration Outsourced - ABSU v o
Cutbound! Inbound Collections Calls  |Outsourced - ABSU |« |+ |« |+ e
Sundry Accounts Receivable Outsourced - ABSU |« | W W

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

Benefit Driver Recommendations
Insourced |Outsourced
5 | o o o
D = |5 =3 w|
2|58 2|2 ||oE|8 |o&|5
Function Current State m |F |F |2 ||§ 5|8 S 5|s
General Customer Contact ltems Outsourced - ABSU | v | v |+ | v |] v
Eilling Inquiries Cutsourced - ABSU v v
OEA Biller Hotline Cutsourced - ABSU v v
Service Inguiries & Appointments COutsourced - ABSU [ 7 |« v
Emergencies Cutsourced - ABSU v v
Escalations Joint- EGD S ABSU | v |« e v
Media Communications Internal W
YWeb Communications Internal v | ¥ v v
Correspondence Cutsourced - ABSU v
Wall-in Internal o
Cutbound Billing Calls Cutsourced - ABSU v
Cutbound/ Inbound Collections Calls  |Outsourced - ABSU |« | v |« | & v

Key Recommendations:

e Enhance Service Provider CSR and management training

e Enhance communication and engagement with CSRs

e Process changes and related service levels to validate customer identity when CSRs interact
with them

e Enhance IVR to improve quality and effectiveness of customer contact

e 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

e 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:

e 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

e 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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e 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.
e Repatriate the CIS Support function to in-house EGD-IT, or put it out to bid
e Confirm alignment of the Web strategy with Customer Care Strategy
e Explore opportunities to rationalize the end-to-end customer service process across Service Call
Centre, WMC and Operations
e 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.

Area of Change

Recommended
Change

Benefit

Attainment Strategy

Meter Reading &
Administration

Rationalize meter reading

administration.

Efficiency gain should be reflected in
costs associated with any future
customer care outsourced service
agreements.

EGD's new CIS has automated reports for meter
reading admin functions, thereby reducing the
manual effort required to put these reports
together. Any future customer care outsourced
service agreements to include revised statement
of work responsibilities and accountabilities to
address new CIS procadures in any future
outsourcing agreements.

Leverage meter readers
to perform other
services.

Opportunity to reduce costs by
transferring work from other functions
that involve door to door non-critical
activities to meter reading contractors.

Specific incremental services to be incorporated
in future meter reading service agreements.

Revise SLAs to ensure
better capture of meter
status.

Reduce the number of billing
exceptions which need to be manually
worked, which in turn will increase the
quality and timeliness of billing.

Revise Meter Reading statement of work items in
any future customer care outsourcing service
agreement.
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Area of Change

Recommended
Change

Benefit

Attainment Strategy

Billing & Payments

Repatriate Large Volume
Billing and related
Customer Care activities.

Better customer care support of EGD's
largest business-to-business customers
{e.g. more timely correction of billing
exceptions, better integration with
system measurement and Direct
Purchase groups, reduced collection
risk by closer contact with these
customers, better customer satisfaction
with LV customers).

Any future customer care outsourcing service
agreements will set out LVB and Collective
account billing service as a separate category of
work (SOW, Service Levels and fees) such that EGD
can opt to repatriate these business functions.

Enhance process around
Large Volume new
customer set-up and
change of ownership.

Reduction of collection risk by maore
timely billing of new business owners
and capture of accurate legal names on
contracts and billing records.

Improved customer satisfaction and gas
marketer satisfaction.

Reduced administrative effort in the
Direct Purchase Group pertaining to
retroactive contract and billing
adjustments.

Improve timeliness and
accuracy of billing back-
office functions such as
billing exceptions.

Maore accurate and timely billing.

Improved customer satisfaction.

To be addressed through new and/or revised
service levels in any future customer care
outsourced service agreements.

Establish direct contract
with Kubra & Symcor.

EGD will have increased transparency of
significant third party activity and cost.

Opportunity to explore operational and
financial efficiencies with current third
party service providers.

To be addressed through revised service delivery
structure and contract terms in any future
customer care outsourced service agreements.

Area of Change

Recommended
Change

Benefit

Attainment Strategy

Credit & Collections

Repatriate mamagement
of Collections activities.

Additional control of collection
activities which would provide the
opportunity to reduce the bad debt
expense activity.

Provide direct control over the cost of
the collections business function by
potentially moving to a unit fee per
collection service.

To be addressed through revised service levels in
any future customer care outsourcing service
agreements.

Improvements to
outbound dialer
infrastructure.

Improving Mass Market Collections
performance through increased
capacity for telephone collections.

To be addressed through revised service levelsin
any future customer care outsourced service
agreements.

Review and revise SLAs
around Collections of
Sundry accounts.

Improved sundry account collections
performance.

To be addressed through revised service levels in
in any future customer care outsourced service
agreements. Or, potentially repatriate this
function to EGD.
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Recommended

Al f Ch
rea of Change Change

Benefit

Attainment Strategy

Enhance CSR training.

Improved customer experience and
satisfaction.

To be addressed through additional statement of
work items and revised service levels in any
future customer care outsourced service
agreements.

Enhance Communication
and engagement with
CSRs.

Better informed customer contact
personnel will result in improved
customer satisfaction and more
effective roll-out of EGD programs.

To be addressed through additional statement of
work items and revised service levels in any
future customer care outsourced service
agreements.

Changes to processes and
service levels related to
validation of customer
identity.

More complete and accurate customer
information and better adherence to
privacy legislation.

To be addressed through revised service levels in
any future customer care outsourced service
agreements.

Enhance IVR.

Customer Contact

Improved customer experience and
satisfaction.

To be addressed through additional statement of
work items and revised service levels in any
future customer care outsourced service
agreements. Ongoing initiative to redesign EGD
IVR menus to be implemented in late 2010 or
early 2011.

Customer self-serve thru
website.

Improved customer experience and
satisfaction.

EGD to address directly through potential
enhancement of CIS and customer facing internet
based systems.

Limit number of customer
escalations referred to
Ombudsman's office.

Improved customer experience and
satisfaction.

Avoided potential of incremental cost
associated with the ombudsman office.

To be addressed through revised service levels in
any future customer care outsourced service
agreements (Call Centre escalation handling,
turnaround time standards for EGD and EGD
Ombudsman Office information and account
transaction requests).

Improve responsiveness
to EGD requests for
customer information
and customer account
update requests.

Improved customer experience and
satisfaction as it relates to EGD requests
for information or resolution of
customer related issues.

To be addressed through revised service levels in
any future customer care outsourced service
agreements.

Recommended

Al f Ch
rea of Change Change

Benefit

Attainment Strategy

Tighten and clarify
contract terms with
respect to the
applicability of customer
care service agreement
service levels,

Consistency of customer care services
contracted to the service provider (i.e.
no loop-holes in the contract with
respect to the application of service
levels).

Revise any future customer care outsourced
service agreements to confirm that all service
levels apply to all activities and all customers
{including Open Bill)

Strengthen EGD step in
rights or performance
guarantee in any future
customer care outsourced
service agreements.

Other

Reduced exposure to EGD in the event
of service provider failure to provide
services at prescribed service levels
over an extended period of time.

To be addressed through revised contract terms in
any future customer care outsourced service
agreements.

Attempt to capture
potential benefits from
customer self-serve thru

website.

Opportunity to leverage financial
efficiencies associated with increased
automation of customer enguiries
through a web site.

Include current CCSA Change Order requirements
in any future customer care outsourced service
agreements.

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

Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

66



Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

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 la - 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:

Option 1a: RFP Approach

Oct-10  Nov-10  Dec-10 Jan-11  Feb-11 Mar-11  Apr-11  May-11  Jun-11

Jul-11  Aug-11  Sep-11  Oct-11  Nov-11  Dec-11 Jan-12 Feb-12  Mar-12  Apr-12 May-12  Jun-12 Jul-12

AP Approach established

RFP Team in Place
4

RFl Issued

Establish shortlist
far RFP
4

RFP jssue
&

Final RFP

*

4

Vendor(s]
Responses  sel

>

Scheduled expiry of
currentCCSA

Contract
lected Finali

ed

+ .

Initial Prep
for RFP

Selection of external advisors

Prepareand issue
RFI

Evaluate RFI
Responses

RFP.

Prepare and issue

Vendor Selection Activities

Contract
Negotiations

I Establish RFP team I

| establish ccsa and detailed service requirements |

I
]
I
| InternalStakeholder Engagement |
e ]

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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Option 1A - RFP Option Resource Requirements
Internal | External | Other Estimated
Duration effort effort Costs Activity
High-Level Activities (months) (M) (MM (5000) | Cost (5000) Resource Assumptions
Initial Prep for RFP 1.5 1.5 3.8 5 3 203 |linternal, 2.5 external
Establish RFP team 3.0 3.0 0.0 5 5 30 |linternal
Select External Advisars 3.0 3.0 0.0 3 g 30 |1internal
Jinternal, 2.5 external @ 50%, .5
Prepare and issue RFI 2.0 6.5 2.5 3 g 190 |internal legal @ 50%
10 internal (4@ 100%, 6 @ 50%), 2.5
Evaluate RFI Responses 1.5 10.5 3.8 3 g 293 |external
Establish CCSA and detailed service linternal @ 25%, 2 external @ 10%, .5
requirements 5.0 1.3 1.0 S 1005 163 |external legal (1MM)
Prepare and issue RFP 2.0 3.0 6.0 g 3 330 |3 internal @ 50%, 6 external @ 50%
12 internal (8@ 100%, 4 @ 50%), 8
Vendor Selection Activities 3.5 35.0 21.0 3 3 1,400 |external (4 @ 100%, 4 @ 50%)
3 internal, 2 external,
Contract Negotiations 1.5 4.5 3.0 S 300(s 495 |2 external legal
2internal @ 50%,
Internal Stakeholder Engagement 21.0 21.0 5.3 5 5 473 |1 external @ 25%
Regulatory and other External Stakeholder 2internal @ 50%,
Engagement 21.0 21.0 21.0 S $ 1,260 |2external @ 50%
sub-total 110.3 673 | $ 400 % 4,865
contingency (20%) 5 973
RFP Total S 5,838
Svc Provider: monthly rate * 50% fore
months,
10 internal resources @ 75%,
Transition Activities (if needed) 6.0 45.0 12.6 $ 12,374 | § 13,454 |3 external @70%
contingency (20%) S 2,691
Transition Total 5 16,145
Overall 21.0 S 21,983
Start 10/15/2010
Finish 7/15/2012
Assumptions:
Don't have to pay RFP participants for their involvement
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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:

Option 1a: RFP Approach

(to Vendor Selection)

EMT
Advisory
Intervenors
Group
Proje
Sponsor
Core Team
Project Lead

V_‘_I

External

Advisors EGD SMEs

Intervenor Reps
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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:

Option 1a: RFP Approach
(transition to Incumbent)

Steering Committee
(EMT + Incumbent Executive)

EGD Advisory
Group
Project Sponsors
(EGD + Incumbent)
Implementation Team
Project Lead
I I ]
External £6D SME Incumbent
Advisors s SMEs

Option 1a: RFP Approach
(transition to New Service Provider)

Steering Committee
(EMT + Incumbent Executive +
New SP Executive)

EGD Advisory
Group
Project Sponsors
(EGD +Incumbent + New SP)
Implementation Team
Project Lead
I I | 1
External EGD SME Incumbent New SP
Advisors s SMEs SMEs
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Risk Statement Probability Impact Mitigation Strategy

May not be able to fulfill resource High High Either take more time to reduce the level of

requirements (quantity/ quality) to dedication, or bring in more external

perform RFP activities resources to fill the gap (extra costs).

Initial storm period during transition (if High Medium Extend incumbent services to fill in gap areas

new service provider) - translates to (extra transition costs)

operational risks

The detailed requirements may uncover Low Medium Address this thru contract language to

additional complexity / cost than allocate risk to service provider.

initially anticipated

May not get adequate participation Medium High May need to compensate Vendor participants

from potential Vendors 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)

RFP result may not change desired Low High Explore ways of early determination of cost

costing boundaries and exit RFP approach if not
appropriate to continue.

Transition to new Service Provider may High Low Assume that at least one six month extension

not be complete before the initial end
date of the current CCSA.

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:

e Perform initial preparation activities (establish approval process and logistics)

e Finalize the detailed customer care service delivery requirements and any changes to the

delivery model

e Evaluate the incumbent’s proposal to meet the updated requirements

e Perform detailed contract negotiations with the incumbent

e Transition to the new delivery model (if needed)

The chart below illustrates the sequence of activities involved with this approach:

Option 1b: Renegotiation Approach
Jun-10 Jul-100  Aug-10  Sep-10 Oct-100  Nov-10  Dec-10 Jan-11  Feb-11  Mar-11  Apr-11

Renegotiation Approach

established
- Internal
Initial RFQ Issued to Approval of
Prep Incumbent direction
® contract
inalizedl |
Establish Evaluate RFQ Finslized
CCSAand ¢ | |
etailed - - - - - _I | |
S?NIDE 1 colntlrad | Transition Activities (zs needed to moveto newCCSA) |
requirements Megotiation and |
| Closure [if dirzction is | | |
to stay with incumbent 1 |
znd bypass RFP 1
_____ _| SR ——
I Internal Stakeholder Engagement I
| Regulatory and other External stakeholder Engagement |

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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Option 1B - Renegotiation Option Resource Requirements
Internal | External Other Estimated
Duration effort effort Costs | Activity Cost
Milestone (months) | (MM) (M) (S000) ($000) Resource Assumptions
Initial Prep 1.0 1.0 1.0 g - 3 60 |1internal, 1 external
Establish CCSA and detailed service requirements 1.5 0.8 0.0 5 - 3 g |2internal @ 25%
3internal @ 50%, 4 external @
Evaluate RFQ Response 2.5 3.8 5.0 5 - 3 288 |50%
3internal @ 50%, 2 external
Contract Negotiation and Closure 2.0 3.0 2.0 3 150 | 8 280 |@50%, 1 external legal
Internal Stakeholder Engagement 10.0 4.0 0.0 3 - 3 40 |2 internal @ 20%
Regulatory and other External Stakeholder 2internal @ 20%,
Engagement 7.5 3.0 6.0 S - s 330 |2 external @ 40%
sub-total 15.5 14.0 3 150 | 8 1,005
contingency (10%) S 101
Renegotiation Total 3 1,106
Transition Activities (as needed to move to new
CCSA) 3.0 9.0 0.0 5 - 3 90 |5 internal resources @ 60%
contingency (10%) 3 9
Transition Total ) 99
Overall 10.0 3 1,205
Start 6/1/2010
Finish 4/30/2011
6.3.2.2 Governance Structure
The following chart depicts the proposed governance structure up to the decision point:
Option 1b: Renegotiation Approach
(prior to decision)
EMT
Intervenors bl
Group
Project
Sponsor
Core Team
Project Lead
External EGD SME
Advisors 5
Intervenor Reps
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The following charts depict the proposed governance structure should the decision be made to

continue with the incumbent service provider:

Option 1b: Renegotiation
(transition activities after decision to continue with Incumbent)

Steering Committee
(EMT + Incumbent Executive)

EGD Advisory
Group
Project Sponsors
(EGD + Incumbent)
Implementation Team
Project Lead
|
| [ |
External EGD SME Incumbent
Advisors s SMEs

6.3.2.3 Key Risks and Mitigation Plan

Option 1B - Renegotiation

Risk Statement Probability Impact Mitigation Strategy

Renegotiation result may not change Medium Medium Determine appropriate decision point to
desired costing move into RFP/Repatriation Approach.

May not obtain Regulatory approval of Low High Engage Regulatory stakeholders in

cost recovery. renegotiation process.

The RFP option may deliver a more Low Medium Perform an analysis of Industry benchmarks
competitive cost structure than to get a sense of competitiveness of current
renegotiation CCSA by leveraging external expert advisors.
If a "no" decision is delayed beyond the Medium Medium Impact would be affected by the length of

target date, the RFP timeline could be
compromised.

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:

e Perform initial preparation activities (establish approval process and logistics)

e Establish the repatriation requirements (Processes, People, Tools, Facilities, Internal

performance measures, Transition, etc)

e Establish the detailed implementation approach and plan

e Execute the detailed implementation plan activities

e Establish detailed transition plans with the service provider

e Extend CCSA to cover the transition period

e Complete the transition according to the detailed transition plans

The chart below illustrates the sequence of activities involved with this approach:

Option 1c: Repatriation Approach
Oct-10  Nov-10  Dec-10 Jan-11  Feb-11  Mar-11  Apr-11  May-11  Jun-11 Jul-11 Aug-11  Sep-11 Oct-11  Nov-11  Dec-11 Jan-12  Feb-12  Mar-12  Apr-12  May-12  Jun-12 Jul-12 Aug-12 Sep-12 Oct-12  Nov-12

Issue notification of Scheduled expiry of
CCSA extension currentCCsa

* *

Repatriation Approach
&Plan Developed
y

Detailed Requirements ‘p"“\)

&Scope A|)|)r’:n.‘sd

Final Switchover of all
servicesto biiepamated

Initial Prep Establish Detailed
Detailed Requirements for Repatriation Implementation Execute Implementation Plan
Plan

| CCSA Extension with ABSU |

Detailed Transition Planning ||

N T it Pi
with service provider rensition Frocess |

| Internal Stakeholder Engagement |

| Regulatory and other External stakeholder Engagement

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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Option 1C - Repatriation Option Resource Requirements
Internal | External Other Estimated
Duration effort effort Costs | Activity Cost
High-Level Activities (months) (M) (MM} (5000) (5000) Resource Assumptions
Initial Prep 3.0 3.0 7.5 s 5 405 |1linternal, 2.5 external
Detailed Requirements for Repatriation 5.0 37.5 12.5 5 5 1,000 (10internal @ 75%, 2.5 external
Establish Detailed Implementation Plan 2.0 15.0 5.0 5 5 400 |10 internal @ 75%, 2.5 external
These are costs around people
needed to execute the
implementation plan plus costs to
onboard staff: see rampup costing
Execute Implementation Plan 14.0 5 21,535 |model
These are costs assumed for one-time
capital investments ($40k per person
Infrastructure $ 29,500 | § 29,500 |* 550, 7.5M IVR/Call Platform)
Detailed Transition Planning with service 10 internal (4@ 100%, 6 @ 50%), 2.5
provider 3.0 21.0 7.5 5 5 585 |external
Internal Stakeholder Engagement 24.0 24.0 0.0 5 5 240 |2 internal @ 50%
Regulatory and other External Stakeholder 2internal @ 50%,
Engagement 5.5 5.5 5.5 S S 330 |2 external @ 50%
sub-total 106.0 38.0 |$ 295500 |5 53,995
contingency (20%) S 10,799
Repatriation Total S 64,794
This would be ongoing operations
cost until the transition is complete
CCSA Extension with ABSU 6.0 (business as usual)
This is effectively an operating cost
Transition Process 6.0 5 and not a project cost.
sub-total 5
contingency (20%) 3
Transition Total 3
Overall 24.0 S 64,794
Start 10/15/2010
Finish 10/30/2012
6.3.3.2 Proposed Governance Structure
The following chart depicts the proposed governance structure for this option:
Option 1c; Repatriation Approach
Steering Committee
(EMT + Incumbent Executive)
EGD Advisory
Group
Project Sponsors
[EGD + Incumbent)
Implementation Team
[ | |
External Incumbent
Advisors EGD SMEs SMEs
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Option 1C - Repatriation

Risk Statement Probability Impact Mitigation Strategy

May not be able to fulfill resource Medium High Extend incumbent services to fill in gap areas
requirements (quantity/ quality) (extra transition costs)

Initial storm period when transition takes High Medium Extend incumbent services to fill in gap areas
place (translates to operational risks or (extra transition costs)

longer transition)

The detailed requirements may uncover Medium Medium Explore other cost mitigation strategies
additional complexity / cost than initially (alternate locations of work, CIS automation,
anticipated business process modification, etc)

May not be able to meet business case Medium Medium Explore other cost mitigation strategies
operating cost assumptions (assumed (alternate locations of work, CIS automation,
levels of productivity, resource costs, business process modification, etc)

capital costs)

Actual cost of incremental capital may Medium Low Include contingency in business case to

not meet business case assumptions address capital costing risks.

Repatriation transition may not be High Low Assume that at least one six month extension

complete before the end date of the
CCSA extensions.

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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U EQUATERRA

Executive Summary

= Contractual Terms

— In general, there are nomajor strectural defects or omissions inthe agreement
althoughthere are ceraintermsthat should be addressed, strengthened or added in
the event of an extension or renegotiations

Though EquaTerrahas not found significant structural defects armajor risks orthere

are omissiors orclauseswhich or not in-line with Market
— Sizp In Righs or Serinrmance Guaramsas - Projact Mamhodmagy - Caminuous Improvanmia
— Chem S3tsfaction - peration Procedures Manual

The structure of the contract is confusing and sometimes difficult to follow as elements
are addressed inmultiple places (e.g. termination rights). It might be beneficial to
rearganize the agreement for ease of govemance or incase of a govemance transition
shouldit happen.

ONS RouaTera S50 o righs Bk ikl b DEAT - FOR: DISCIIS@on PURPCERS OF

(=]

U EQUATERRA

Executive Summary - cont'd

» Service Levels

Service Levels are generally in alignment with market standard
Some of the Call Camer Sarvica Levels ars abowe marks] rangs

Tne Annual Telspnone Sarice Lewvel s 31 low rangs of marest

Caollaclians sanvice kevals are an arsa i Imiprosemsn

Emal and CHTEEDONdEnce responss Tme sanics levels ars Delow marast

— With the exception ofthe Billing, the service levels alignand measure scope of work

— Enhance Billing Exceptions service levels to include quality measure andtimeliness by
criticality of waork

— Add quality servicelevels inthe Billing Exceptions, Payment Processing and Service
Reportareas

— Enhance service levelsforBusiness Customers (Contact Management, quality
manitoring and custom er s atisfaction)

corighesd s Toera S50 3 rigng e e o DEAFT - PO DISCIFZm0s PURRCGRS 8L ]
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U EQUATERRA

Executive Summary — cont'd

» Pricing and Pricing Terms
» Overall contract pricing structure incudes many key items typical of an outsourcing

contract.
Resourcs Hasalines with Unil Rales - Unbundiad Pricing by Magxr Service Calegary
Pariianad Imiplemeantslion Charges - walume Thrashakds
Pass Through Charges - Tarminaton Clause
Tax Proviskan - Banchmariking

» Thecontract applies a Price Per Customer model, whichis a preferred mark et
methodology for Uilities

» ComparativeMarket Analysis revealsthat the Mormalized Base Price lieswithin mark et
comparable market ranges forboth a Fully Normalized Peer Base, and a Peer Basethat
excludes consideration for Workforce Location/Labor Characteristics . Additional analysis
concludesthat the Contracted Project Rate Card iswithin market noms.

» Enbridge may benefit from increased transparency with respect to certain aspedts ofthe
Agreement (bundling of Call Centerfees in the Billing component, embedded
Transition/Implementation and COLA costs andthe omission of a Personnel Projection
Matrix).

» Though Equatera has not found significant structural defects or majorrisks orthere are
omissions ar clauseswhich or not in-line with Market an dfor favorthe Service Provider

-Termiinglian Clauss & Feas - Unit Pricing Machanism - Praject Spend  Traatmean
- Sunsa Clause

o e T 0t 0l vl e ke DEAET - FOR: DIGCIFame PURPOSET DL 5

Discussion Topics

» Executive Summary

» Key Business Terms Assessment
» Service Level Assessment

» Pricing Assessment

» Appendix
— MarketTrends
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Statement of work — Schedule 224

» Listof activities seems well developed and complete

» IUseof RACI to attribute responsibility is interesting but unusual.
— This could lead to arguments regarding responsibilities intra Sarvice Provider.
- Principle of RAC] - Attribution to one party only - is often viclated

» Surprising orunclear allocation of responsibilities — See activities 5.0to 5.5 (page
16)and 5.1.7 as well as 6.0.6.

Recommendation: Degree of concern:

» Consider going to a different format using 2 columns with only with Service Provider and
Client responsibilities

»  Review 50W to clarify any ambiguity in responsibility attribution

Strengthen activities in 50W and language in contract (7.8) to reinforce ownership of the
forecast

»  Update 50WSs to reflect removal of billing component from scope

o e T 0t 0l vl e ke DEAET - FOR: DIGCIFame PURPOSET DL T

Benchmarking — Article 5 and Schedule 5.1.3

» TheBenchmarkingclause andschedule arewell developed as to the process of
Benchmarking but the consequence of benchmarking lack specificity.

» Client hastherightto benchmark stafingyear2 and every 2 years thereafter. Generally,
marketterm calls forthe right to benchmark once every year.

» We detected fourweaknessesinthe benchmarking claus e:

— Although the parties jointly agree to appoint a benchmarker, but there is no mechanism on how to
appoint such benchmarker outside of the dispute resolution. Generally, the parties agree to a list of
mutually acceptable benchmarker that could be used by the parties.

— The parties agreed to share the cost of benchmarking. Generally, the cost of benchmarking is borne
by the client to avoid all real or perceived conflict of interest or bias towards one party or the other.

— Consequence of benchmarking is vague and mon binding. EGD would benefit from a semi automatic
sdjustment process.

— The pricing or service level adjustment can go in the favor of the client or service provider i.e.
potentislly, cost to EDG could increase. Market term is that the price of the Services cannot increase
as the result of 3 benchmarking exercise.

w» EDG hastherightto terminatethe agreement ifthe parties donotagree at a reduced
termination fee equal to 20% of the termination fee for corvenience. Market is between
B0% and 75%.

Recommendation: Degree of concern:| iy ik
= If given the opportunity, strengthen language around benchmarking. Revise reduced termination fee.
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Key Personnel - Article 7.1.3 and Schedule 7.1.3

= Althoughthe elements on Key Personnel are present, most contracts elaborate
on key personnel andin Supplier personnel in general to foster retention and limit
turnover.

— Provisionthat Key Personnelwould be full time alleviatingthe riskthat managers are
pulledfar general Service Provider activities such as sales calls, short assignments,
etc.

Provisions for howswhen Key Personng willreplace if necessary indudingtimelines
Rightto add key positions

— Length of commitment varies between 18 months and 30 months

Recommendation: Degree of concern:

» Develop a more robust Schedule detailing Key Personnel retention and replacement

ONS RouaTera S50 o righs Bk ikl b DEAET - FOR: DIGCIFame PURPOSET DL 3

U EQUATERRA

Business Continuity — Article 8.10 and Schedule 8.10

» Thebasic elements of Business Continuity are outlined inthe contract but are notwell
detailed andspread at different places inthe contract — S0OW, Section22.1 (force
IMajeure), Section .10 (Business Gontinuity Plan), Schedule §.10 (Business Continuity
Flan}, Schedule 10.1.1 (Service Provider Material)

= Thefollowing elements are missing orlackingthe necessary details

— Service Provider Development, Maintenance and Testing of the Plan
— Service Restoration

— Interfacewith Client Plans

— Declaration of a Disaster (Who can declare a plan)

— Business Impact Analysis

— Fees

Recommendation: Degree of concern:

» Develop a Schedule detailing the Service Provider responsibilities for Business Continuity and
Disaster Recovery

corighesd s Toera S50 3 rigng e e o DEAET - FOR: DIGCIFame PURPOSET DL 10
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Ownership and Licensing of Intellectual Property — Article
10 and Schedule 10.1.1

= Thissection is well detailed interms of ownership of materials however, an
apportunity forimprovement is the Operations Procedures Manual (OFPM):

» Although the Operations Procedures Manwal (OPM) is not called specifically. Mast contracts, calls
for the OPM to be detailed and sufficient to enable the client or a successor provider the ability to
assume the provision of the Services if necessary and wpon expiration or termination of the
agreement all such documentation shall be delivered to the client.

» |nmost contracts, ownership of the OPM is to the Client however, Article 18 of the Agreement
provides some level of protection by requiring  the service provider to provide Enbridge with all
documentation required in ordar to transfer all services to Enbridge or an alternate semvice
provider(s).

dditionally, Enbridge” s repatriation of its Customer Information System has also placed a
significant portion of its customer related business processes directly within the Company™s
ownership and contral.

Recommendation: Degree of concern:

»  Although generically covered by the IP language, Client might benefit from drafting language specific
to the OFM and client ownership of such OPFM.

» Develop a Schedule detailing the form of the OPM.

ONS RouaTera S50 o righs Bk ikl b DEAET - FOR: DIGCIFame PURPOSET ON 1

Termination — Article 16 & 17

= Thissectionis well detailed interms oftermination rights. The usual events
carrying aright to terminate are present. A few of the events generally seenin
marketagreements could be added:

» Changs of Laws or Tax Liability that increases cost of the Bervices to the Client by more than 10%
to 15%

» Force Majeure lasting more than & to 7 days is market. EDG has the right after 30 days {Saction
2218

» Significant business events (such as service provider or client change of control, service provider
degraded financial condition)

» EDG hastheright to terminate the agreement for changes due to G overnmental Authorities
at a reduced termination fee equal to 90% ofthetermination fee for corvenience. Market
is between 50% and 75%.

Recommendation: Degree of concern:

If given the opportunity, strengthen language around termination events
Revise reduced termination fes

ONS RouaTera S50 o righs Bk ikl b DESET - FOR: DIGCIraate PR
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Insurance — Article 19.4

» Thissectionis comprehensive interms of insurance requirements. Certain
amounts required are onthe low side of the market:

» Commercial General Liability: 3100 to 220M (EDG =Z10M)
» Errors & Omissions: S6Mto 515M (EDG =5EM)
» Commercial Crime: 310Mto 225M (EDG =310M)

Recommendation: Degree of concern:

Ifimportant to EDG and risk is perceived to be high, revisit insurance amounts required.

O e T 3010 S g, ek ik T - FOF, DHGC L e, PLEROSES ChL 13

U EQUATERRA

Key Contractual Omissions

b m Step in Rights or Performance Guarantee
— Stepin rights allows the client to “step in the shoes” of the Service Provider and perform the
services. Altemnatively, the Client can reguest a perfermance guarantee from the Service Provider.
The guarantes offered by the parent company or a subsidiary would stepin should the Sanvice
Provider b2 unsble to rendsr the services.

Project Methodology

i
— Asolid project methodology would assist the Client to request, evaluste and price projects.
dditionally, it would provide 3 mechanism to avoid paying for sustainment resources multiple times
{as part of the base fees and the project rate card)
n C-:untinuous Improvement
— Although continucus improvement is touched upon in the contract, the details around a continwous
imprevement plan are missing. Developing such details may help the Client to potentially generate
mare valwe from the concapt.
» Client Satisfaction
— Customer Satisfaction is addressed as part of the satisfaction of Enbridge’s clients calling inthe
canter. Howewver, market agreements also called for terms and processes sround Enbridge being
measuring their satisfaction with the services provided by the Service Provider on an annual basis.
» Operations Procedures Manual (O PM)

— Sescomment in "Crenership and Licensing of |ntellectual Property™ above

ONS RouaTera S50 o righs Bk ikl b DEAFT - FOR: DIGCIFame PURPOSET 0N 14
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» Executive Summary
» Key Business Terms Assessment
» Service Levels Assessment

» Pricing Assessment

» Appendix
— Market Trends
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Service Level Analysis EQUATERRA
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Dadivary Market/lange Volume/Monthly  delfnened next Dy, with one deily  business day =nd 100% within 1
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il
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footad hills
Recommendation:

-Eliminate service levels associated with C15 billing since this work is no longer in scope and replace with
mare robust “Billing Exceptions” service levels
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Service Level Analysis

Cradit 2nd Collectione

Coollsction of 3undry Sy Accourssinoameas Lass San o el o 5% Pz A almne

Agcounte
Sndry ACoounk wit=-ots Less than o eguelio 025% Mone Avallatis

Breskdown betwesn Large Volume sccounts and mass market is above market standards
“Mass Market service level messurements not typical measurements in the market place

Recommendations:
“Meed more robust semvice levels e.g. percent collected in different aging buckets, percent collected of

Finsled Bills prior to sending to collection agency

Enbridge may wish to consider including an “economic factor” that adjusts results achieved by Service
Provider based on movement of unempleyment rate or other economic factor

~Given concerns regarding the incumbents lack of effort in this area, consider outsourcing the entire
credit and collections process (inbound and outbound calls) to a specialized collections outsourcer
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Recommendations:

=|mprove the response time for Royal mail, fax and email to align with market range

=Add sunset semwvice levels to measwre completion of work not covered by service level
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Delivery of Service Reports, Change Order Process and Governance not typical Service Levels
and are instead part of the Governance Schedule

Recommendations:
~Consider adding Accuracy of Service Reporting a5 5 Service Level
=Inciude more robust language in Governance schedule (Se= embedded sample)
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Service Level Analysis
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This function was not in scope of work for utility contracts reviewed. The Service levels provided are for
financial institutions.

Recommendations:
Add a guality service levele.g. encoding errors per 1000 customers
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Limited data points available in our database as this function was not in scope of work for most wtility
contracts reviewsd.
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» Key Business Terms Assessment
» Service Level Assessment
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Service Fees — Schedule 3.1

Pricing Structure for3 Service Towers reflect a variable pricing model (P = Q)

for baseline volumes consumedwithin an allowable +- 5% band.

— AFixedVariable Structure inconporating ARC/RRCs is morein line to market. The Base Fes for
each Service Tower would be ficed within a Deadband (suggest 2%}, outside of which a discounted
rate structure (ARC and RRC) applies to units above and below the Deadband.

— The FixedVariable Structure applies up to a velume threshold or cap {suggest 10%).

The extentto which Inflation/COLA may be embeddedin Base Fee Rates is not

certain.

— The exclusion of 3 COLA provision allows the Service Provider another instrument to recover
contingency, and allows the price decline caused by continuous improvement/productivity to be
concesled in the price.

— Market is to incorporate an annusl inflation anniversary where COLA-applicable fees are adjusted
based on an mutuslly agreed index, where the risk is shared betwesn parties.

Base Fees areinclusive of 3000 Available Work PoolHours.

— The inclusion of 3 Discretionary Pool to cover work reflective of the in-scope environment would help
prevent the service provider from provisioning of rate card for minor tasks not specifically
contemplated in the Agreement performed by Base Resources.

— The contract provides for B000 howrs for work specified by the Company in change orders. The
Company has no ability to determine the embedded howrly rate associated with these howrs.

Rate Card excludes Offshore consideration

= ma T R

Termination Fees — Schedule 17.1

Though Termination far Corvenience is applicableto each ofthe 3 Service
Towers, the contract excludes the categonzation of the fees.
— Market standard is to have detailed the Breakage Fes, Unamortized Assets Recovery Fee, and
uappa" Wind Down Fee for each Service Tower.
Unamaortized & esste Recovary Faa ks ?e recupsrafion of fxed HWSW.Faclily porfion of the Banvdcs
Provider Fess.

+  Capped Wind Down Fea ks 2 Sanvice Provider's recovary of costs 10 Chose 0perabons and redepiay
stafl. Typically 3 2-2 mamdh =fforl This ks capped a1 3 sigled not-lo-ewosed amound, and aciual amaunts
are subisct 10 clam review and approval.

+ Braskage Fea rapresems Sanice Provider mangin recovary and e pendlly for 3 Terminabon for
Comanlance by Clianl

» (@@ TheTerminationforCorvenience Fees are excessive.

- Fees range from 180% down to 307 of Annual Base Fess through first 36 months of contract.

Market standard is a high range of 100% over this term.
— Feesin Maonths 37 though &0 range from T0% down to 13% of Annual Base Fess. Market

standard is a high range of 50% with the fees winding down to zero by Month &0.
— The recovery of COLA ot yet realized is evidant.

» F'arti al Tgrm inati on F_'.ates_ may yielda priceforthe remaining services
which will not be in-line with mark .

— Recommend to handle as a re-pricing event subject to Change Control.
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Other Key Pricing Omissions
» Transitii:-n Fee Break-Cut

— Thecosl and comvaried prics fa the Clland for The Sanvice Prawiders ramip-up o go-ive acivilies (Knowledge Capiurs,
¥naafedge Transier, Due Dilgeance, 74 Party Canract Infialian, System and Fadiity Bulkd-Oul, Recruiiing, Testing,
Trava, Praject Mgmi, eic.) are typically charged separaiely. This alkaws clian visioiity and examinalan of such fees
orlar 10 COiract agresmant, and enswrss Tt M2 D356 e sOiely remresem Me 0peraing costs relmied to e SOWYL

» Financial Responsibility Matrix
— Noles the respansiie party for all relevan slemamis of fhe Laboar, Faclity, Hardware, and Saftware comipanants of The
Susiness Case . Aows for 3 Claar defnilon betwesn winat bs I e price, and winat ks retaned oy e oilent

» [E]F‘ersfnnnel Projection Matrix

- Aprocess-level mamhly FTE schedule reprasaming e wark effon requirad 1o perfarm e SOWY sk, Wil Intiude
ha sandica locaian, e alacalan of PMOWOwarhasd FTE, TransiBion efiar, 3rd Party FTE, and the atirilan schadul.

— This ks an efleciive RFP evalusion Toadl fo ansure Pravider price allgns with sigled wark farce requiremeants, and
alows o proper evalualan of produchivity realizalion during caniracl ienm gavarmance.

» Sunset Clause
— Dafinzs 3 Ima Bmil fr whan e Sanvicas randared by Saniics Providar can be imeaicad 10 e Cliam (typicaly 130
days) upan compision of he Sanvica. Also definss 3separdie Bme Bmit far wihan 3 Sanice Pravider can na langar
meaice fr 52rvicas rom e prior Bnancial year (sugq9es150 days). This ensurss proper commencial managemean oy
e Sanvice Provider with respect 10 e CBaNTs fnandial calendar and repariing standands.

» Project 5pend Rebate

— Curram Professlonal Sanvices Spand of ~37M k5 15% ofiotal feas wilh Accamure.  Racommand 1o incude 3 Barad
rafigke schedule an iotal Praolesslonal Swvos Spend whare EGD would racaive araiake {(or arad) 35 spand Inorassas.

» Form of Invoice

— Anexampie of e maniily imedice prowides 3 cansisient reparing memodalogy in Bn2 1o Clam standards and
Conraciually binds the Sarvica Pravider 10 speciiic detalls sumounding Mhe price. Tymcally in M5 VWard Fanmat
nauding cower kefiar, summary of 1225, and supparing detalis.
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Market Comparative Analysis — Base Fees Analyzed
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Market Comparative Analysis - Normalization of Base Fees

The chart below itemizes each normalization by Service, amiving at 3 total Normalzed Fee of 336M.
This is further broken down to a per-customer annual rate by service, totalling to a $18.9 per Customer
Annusl Fee,
Billing Fees Call Center Fees | Collections Fees TOTAL
Eedyred Bawm Fees 245 571
Blmlnat b o indlallca 512
Trasshthca Fee B dmeat fultlalFhaz) 431
Tramdthoa Fee A justment (2nd Phaz) Bt 0.4 402 511
Fre-Falnl Hows Adjmstmean i =01 407
Hlecathoa of Gl eater from Elllag 500
TOTAL B3 305 0 3360
Endridae Dmstomars 190173 1904373 1.904.773 1904373
Ainamal Rate Far Custommer i 31z 351 { 3183 )
Normalized Market
Comparable Rate
= = ma T 0N e i ok T B

Market Comparative Analysis - Normalization of Base Fees

In afforl t0 ensure 3 proper appies-10-appies analysls 10 Marksl Comparaives, addiianal adjusimants fohe analyzed
Base Fe2 nead o be considered.  These Nonmalizaans are oulined Dabow:

Hormallization 1: Ellminatien of Inflation

The Contmct Feeg pdude Aocentons' s adustment dor Infelan sk pdosd
nho e deal ki me of confect apeeemert. The ddlowing assumpiions

apply bo s Alormaized o

1) 40% of the Elling tees are sulject D Frllipines Risfon j=samed
T &t Bime of ot

) All remaining oot fees ane subject o Canaclan Infaian (emsaed
2% &t Bme of cortrd)

2) To account tr infetion and adied omingency, Aceniee ampleda
flat perentage sdlstment foal es

4) To mormalize, e Arelzed Ease Fee s redeced By 56

Normalization 5: Adjustment for Pre-Pald Houre

The Confmact Fees Rdede 5000 pre-palid bowrs. | & aestomery In

Ot cercing Trrsacions for s Discresiomary Fool of Hours for soope-
reiated tasis, SiTel chamges, and acHioC Pposing be priced InD e e
fens. Endbrice Frs stated el dscrsiarany work |5 areads consed IR ke
flees, and e Fre—Faid Hoos e oemental and sty Inendd b
project o change omer pelsbed aciriles. Under Bhis. s camplion, Sese
changes to b aliminted fom e compatie andysis. The folloving
TS Empiaes &y o i Mormazzga

1) Perihe mies, hows, sndmbes destifed In e i, F0H o g
el hows e arbediedin e Bae Foas jses mbis below)

21 To rcrmalizs, e Amslzed Eae Fesls redecad By s SO0
=

EGD Confidential — Draft for discussion

Homallzation 2: Tranettion Fes Adjustmant

Thee: Combmact Fees b Rt bk ol mprinet Sees Incmed by Acoestore mor
fo Bervices goibve. RIS stongy aotamed Tatihis oot s embecdted In e
Ease Fees. The tolowng eesamiiaes apgy b i Momazzesa

1) Transiton Fess. wouid Gpioall mage Som 26 moeis of moethly
serdioes fems. Comsidering Acenture was an Ircumient Sarvice
Fronider af Bime of cortrd, e Infel S5at-mp fees ae asumedio bt o
e low mnge o 2-2 morths ofEmeFees (51M)

) Entwidge ks stabed Bet Aoceniue alkoperfiameda 2= "Stoem Frase”
fo prepane opemiions i recently Imbemesbed senpat hedrology
Hence, Bhls padness. aclily wes prio=dInD e el af Tre of conimact
agreement, andls esSmabedto e an adifonel morth o el service
idhliary fems (SN

E) Accentue Fad spreed hese e (515 Dial) evenly sooes he Symar
confrct term and apdied & 79 compasnding oot of capifel s uthRg R
210 Tokal Treresilon Fes

4) To mormalize, e Amslyzed Base Fee s pechred By 5626

Normallzation 4: Re-Allceation of Bllling Call Centar Faas

The Ellling Fees Indede Fe Call Denber campanert ofElIeg, whers e
Ememgency 5 Serdoe Cal Handing exduce Sling inguifes. For aoowmsis
enalysis, 5 neossay b group Al Call Center Fees o one Fee. The
folliowineg =5 Sempiions apnly 1o 1S Mamalzton

1) 6% of the Elllng Fess. are (Call Canier Rosimben] (51250

2] Tomormalize, e Ellng componentof he Andyaed Base Fas i poeced
by 51258 mudthe Call Canber companert Increisas by this same
Emank
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Market Comparative Analysis — Base Fees

Fates ppresented ane anmmal CADS per Customer

EGD Hormallzad Bass

Hommalization Level Markst Bape Rate Rangs

Misriat Comparicont
Hormallzed for darkes Levsle,

d¢ope, and Logation of E 20-E% ol Eal ) F1EE
Aarikaioroiores

Charasieristee

Mixriost Comparicont

Normallzed for 3arske Levsle #5828 # #es
and 3eops

= EquaTara's andlysks ks based an owr knowledge of the BP0 Cuisourding Indusiries and Sarvice Pravidar

Our 3zsUMplions 3re reasonatie recognizing Mat normalzaton for soope and sendoss ars ralaive and have besn
refiaciad infie market rang2s o provide 3 sullichant Comiparisan.

« Diata appiled trom SquaTanra's Market Datanase consists of 5 UG and Canadian B3sed desis 3l nave ocounned within
fihe masi recant 36 manihs

- Analysls Comitined with supparing assumiplans pravided Iy Enbridge suggests he ourran agreamean with Accaniurs
rasides within e range for comparalive market data poims when fully normalized for 500pe, Sanice Levels, and
‘Sarvice Delivary Localon/\Wardarce  CharacienisBics. \When eliminging the consbderaiian for Sanvice Dalivary
LocaionWaridhrca CharacierisBics from fhe comparaiive data paints, The analysls suggesis the Enbridge nanmalized
prica falls wiithin e kowear and of The marks1 B3s2 rake range

Sagyrighed o Taera 3000 righa e rid e e DEAT - FOE: DISCUIS@0N PIRRCERS OHLY

(=]
L]

U EQUATERRA

Market Comparative Analysis — Rate Card

Equaterra Collected the Hourly Rate Card per the current Accenture Contract and
analvzed ContractYear 3 Rates against Current Market Comparable Rates for
similarmormalized roles.

Process Role Market Rate Range EGD Rate
Business Lead / Mgr F1T70- 5275 3161
Senior Business Analyst F120- 5185 123
Business Analyst E80-5110 91
Clerk /SR 340 - 570 344

-9 Cata Paims rapresaniing NA-Dased contracts were apmlad 10 cOMparatve analysis

- Analysks 5uggests Tial e qurant Project Rale Card provided fo Entridge ks witin Marks! Narms fr Canadian-tasad
rasources providing BP0 keval sarvicas

-Equa'l‘araﬁmnnm:
1) TheestEmshmant of 3 Separdle OENONS 2 Card 40 guard against poiamial Cross-Stafing and avarchanging
o Maniia-Dased resources apmiad to a projact
J) Expand he rake card imo 3 2351 6 roles Wilth detalied descripons and axparianca Indicalons Fr Dty
¥ansparancy an polamial Sidlis levals lo mast Enridg s raquiramants

CapyightS RpuaTarra 2070 righs ek nidabry b DEAET - FOR: DIGCIraaie PURPOGRT OWLY i
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L EQuATERRA

Near Term Qutsourcing Trends

» Less full multi-functional deals, but mot necessarily all the way to “best in bresd”
— Combnusd bunding of relaled 5RO processes (2.9., F&A and Procursment] and

undariying enatiing technalogles

Reduced initial — HR buysrs adopting “Dest of oresd straiegles for specialized roCesies (2., Recruitng)
scope — IT buy=rs are more ey 10522 muitipie provider “pest of Dreed” solutons

— Companiss 130ng 3 holsBc GEA viaw, Dul nat with singls provider

— Price discoums Ty mUt-lowsns desis ave decraased over Bme (-~ 15% B ~2%)

— {GOwamnance across Droad specrum constrained oy 5P imarndl politics

» More comman to incresse scope over time as opposed toin oniginal deal

» Data privacy, security and cross border data protection issues becoming
increasingly regulated and complex in multijjurisdictional contracting relations hips
» Compliance with law becoming increasingly important both for legal and

Focuson o 3
L commercial risk transfer resolution
sensitive T&Cs ) - . B )

» Service content and volume volatility becoming increasingly important issues to
ensure a proper allecation of risk and reward in today"s rapidly changing
enviromment

Recognition of | » Increased recognition that bensfits reslzation is underpinned by govemnance
governance » Increased buyer investment in skills, process definition, and techmokogy
importance » Emergence of enterprise wide sourcing govemance organizations

Capyight RpuaTarra 200 righs sk nidary i DEAT - FOE: DISCUIS@0N PIRRCERS OHLY aw

U EQUATERRA
Global Sourcing Demand & Preferences — Client Feedback

BPOITO New Deal Pipeline Projections .« . with offshore and near-shore models
are strengthening . .. continuing in favor
I
Oftshars UpiZk
autsurcing fram 2009
Mearshars
autsaurcing
onshara
outsourcing u5R 5003
Aty 4209
MNaarsharaiofishare Caamn 11%
| Camives fram 2009 I
4 8 8 8 5 =] g = . . )
(= = = = S = A = A = N = A = = 1.00 100 a0
1=Significant dacreass In prafarsnce/demand,
m Dlown 00 About the sams 3=Ho changs, 5= Significant Incraase In
. QA Aggregste prafarancaidamand
Sowrce BQusTers TG00 Fulss Swrvey
Capyight RpuaTarra 200 righs sk nidary i DEAT - FOE: DISCUIS@0N PIRRCERS OHLY 35
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CurrentEconomy’s Impact on Outsourcing

» Deal flow and decision making disruption
increased 1Q10

» Buyers cautious and secrutinizing anything
requiringupfrant investments

» Buyers more actively exploring ather
change options: Saas, internal
transfomation, shared services center

» Meed to cut costs still paramount

» Strongemphasis onshortterm ROI's and
cost reductionefforts

» Supplier consolidation and rationalization
continues but efforts winding down

1210

i)

1208 2208 2208 4208 10205 2205 2005 420

B Diriving more outsourcing
» Extreme market conditions driving pursuit B Slowing/rethinking outsourcing plans
of extreme s olutions Littke/no impact
Combined aovisor & sendog provioer s

Source: BquaTerra 1G@2070 Pulse Survey
2

= Wk T 3200 02l righa. ek ko e DT - FOE: DISCUSE0N PIERCERS OHL 39

Key Near Term Trends — Client Perspective

» Everythingis inscope for considerationwith deeper penetration into existing outsourcing
areas

» Greater focus onmore immediate cost savings —transformation and innovation have not
disappeared, but upfront emphasisis beingplaced onlabor arbitrage

» Less full bundled deals, maoretargeted bun dling and multi-sourcing

» Smaller deals witha progressiverollout overtime ofincreased scope

» Zelling of captives

» Greater attention to volumevolatility —unable to predict the upswing

» Greater renegaotiations

» Increased due diligence and governance focus ( Satyam fallout)andflight to quality

» Emergence of enterprise-wide sourcing govemance

corighesd s Toera S50 3 rigng e e o DEAET - PO DISCIPaats PURROSES oL &
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Key Near Term Trends — Service Provider Perspective

» Expanding global deliveryfootprint to reduce foreign exchange and inflation risks and
protect margins

» Aggressive pushto move more scope offshore for most activities with limited push to
increase US onshore footprint for highly sensitive activities

» More process, technology, andlocation standardization including platform based solutions
» Increasedwillingnessto take onsmallerdeals

» Increasedemphasis on price, financial engineering, and asset purchasesto gain market
share in economic downtum andforce out weaker players

» Increasedconsolidation

Capyight RpuaTarra 200 righs sk nidary i DEAET - FOR: DIGCIFame PURPOSET DL 41

U EQUATERRA

Customer Service Qutsourcing Trends

» Onshoring- the industry is mature, providers under cost and pressure - most
programs are onshore andthosethat are hightouch or are heavily regulated
tendto remainonshore.

» Work-at-Home Agents — growingtrend. This is not forfinancial drivers butfor
staffing reasons. Accessibility for peak staffing needs, reduced turnover, reduce
recruitment costs, improved productivity with at home agents

= Offshoring- Continuedtrend. currently 20%-40% depending on industry and
40-50% of future deals will be offshaore. Move from India to more “speech
naturallocations™.

= Usetechnology to reduce costs and improve service ( 24/7)-° Matural
Speech Recognition is moving calls handled by live agents to self service at
33% ofthe cost. VOIF has enabled Virtual Agents to operate at home-10%
lessthan brick and mortar US centers

= NMeasuring customer satisfaction and focus on customer loyalty — 80% or
more of callers will buy again if their complaintis handled well. (SOCAP). There
is a direct correlation between agent satisfaction and customer satisfaction and
lovalty { ICMI)

= Business Intelligence- integrating voice of the customer and developing CRM
initiatives

Capyight RpuaTarra 200 righs sk nidary i DT - FOE: DISCUSE0N PIERCERS OHL £
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Utility Meter-to-Cash Outsourcing Trends

= Costpressures from both reduced revenue and increasing fuel and labour
costs will continue to drive Utilities to examine costcutting measures.

= CQutsourcing will continueto be a vehicle for cost reduction, however, given the
regulatory and paolitical pressuras for job growth within the communities they
serve, |LMilities will be cautious intheir strategy to outsource especially to
offshare.

» Interestin multi-tower outsourced deals has decreased

= Increasedinterestin credit and collections process outsourcing

»= Fullinsourcing nota trend in the marketplace

= Insourcing “strategic™ areas, e.g. kev business customer relationships

» Fourofthe nine major meter-to-cash outsourcing contracts have been
reneqgotiatedin pasttwo vears— not all to incumbents

» Continued reluctance to offshore voice (Washington Gas exception)

e Tabe i 0 0 g ek ik DEAET - FOR: DIGCIFame PURPOSET DL &3

U EQUATERRA

Customer Care Technology Trends

» Useoftechnologyto reduce costs andimproveservice - * Matural Speech” Recognition is
maovingcalls handled by live agents to self service at 33% ofthe cost although this
technology isreceiving mixed acceptance.

» YOIP has enabled Virtual Agentsto operate at home- 10% lessthan brick and mortarls
centers

» Webchatis becoming more of a main stream offering

» Social Media still experimental. Uses include:

— Qutage reporting
— Brand Management/Enhancement

corighesd s Toera S50 3 rigng e e o DEAFT - FOR: DICiramie PURPONES DL 44
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Use of Social Media

» Largestusers are Financials and Healthcare industries to promote and expand theirbrand

» 180 Morth American Utilities are maintaining a Twitter account to communicate with
customers onoutages, energy efficiency programs and environmental messaging as well
as for general publicrelations/media relations purposes.

» About 7% of utilities surveyed areusing Twitter as a one-way communication tool
» Several dozen US utilities are using Facebook
» Small number using blogs andYouTube

» Communications departments are beginningto incorporatesocial mediasintheir
communications strategies

Soace: Charmwedl Inbemadomal

o e T 0t 0l vl e ke DEAET - FOR: DIGCIFame PURPOSET DL &3

U EQUATERRA

Use of Internet

» Useoflnternetin Ontaroincreasedfrom 75% in 2007 to 81% in 2005*
» General emailuseis at93% while bill paymentis at&7% *

» Registered accounts for Morth American utilities hasincreasedfrom 18% in 200410 21.6% in
2005

» Keyreasonswhy customers goto Utilitywebsites**
— Dbtain account balance
— Make 3 payment
— Enrollin energy auwdit

» Bill Payment for Utility customers™

— 3T% of Canadians use intemnet to pay their enengy bill
— 24% of Canadian consumers use auto deduction to pay their energy bill

“Efafistcs Canads
2008 E-Eusiness Metdcs Surney - EScace

corighesd s Toera S50 3 rigng e e o DEAFT - PO DISCIFZm0s PURRCGRS 8L ol
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Regulatory Trends & Impact on Customer Care

» Focus of Green Enengy Act on Energy Efficiency will require utility com panies to consider
how to incorporate this requirement in theircustomerservice arganization.

» Enhancedskils of agentswill be neededto be ableto analyze use, proactively identify and
communicateenergy efficiency programsiproducts to customers.

» Setting up an “energy efficiency” customer servicesteam (potentially a separate phone
number) to provide more s pedalized service in this area could enhance Enbridge
brandfimage.

» Providing customizedservice to Key Business Customers via higherlevelservice 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. “smar gasstrategy”, potential carbon
tax, conservation programs, green jobs, agents willneed to be educated onthese issues to
ensure that they can communicate knowledgeably with Enbridge customers. Thiswillneed
to be done but not atthe expense of ensuring superior service deliveny of “core” business.

ONS RouaTera S50 o righs Bk ikl b DEAET - FOR: DIGCIFame PURPOSET DL g
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Utility Customer Service Delivery Model Scenarios

Utilities with cutsourced 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 mastly insourced customer care functions will sometimes send some calls {collection,
overflow outage, etc.) to a provider with Mear Shore locations.

s While other industries have outsowrced call centre functions OFff Shore, liveinbound contact handling
waork being performed off shore has been implemanted in only two US regulated utilities.

Deregulated utilities are off sharing live inbownd and outbound contact handling.

PUEPONES OHL ]

ONS RouaTera S50 o righs Bk ikl b DEAET - EO

EGD Confidential — Draft for discussion 104



Filed: 2011-06-20

N
S ™
o 2 S0T uolssnasig 1o} yeuq — [enuspyuod a3
S8«
hR8S
ww = un
‘sa)ejal 1oday
Ae@-enu| yons
yolym 01 Aep awes Aousnbai4 1oday
%T'26 € Alyuow | 8y uo 'wrd 00:2 Ag 80IMI9S Ae@-eau] Bunioday 97T
‘Aeq
ssauisng Buimoyjoy Aousnbai4
%T'26 € AlyuoN | xau ayy 'wrd 00:G Ag | 1oday 8o1nIes Ajtred funioday GTT
‘saejal 1odal
a1 Yd1ym 031 3asm
ay1 BuImo||oy Xoam
ay1 Jo AeQ ssauisng
(pug) puodas Aouanbai4 1oday
%E'26 e Alrenuuy ay1 uo ‘w-d 00:s Ag ERITNEISANEETYY Bunioday V1T
yauow 9J242 ayy
0 pua ay1 Buimojjoy
AeQ@ ssaulsng Adousnbaig 10day
%L 16 € Ajlenuuy Uig ays uo wdg Ag 391AI3S AJLYIuoN Buiiodey |  €£T'T
Jaurenb ajqesijdde ayy
0 pus ay1 Buimojjoy
AeQ ssauisng Aouanbai4 1oday
%0°S/ e Ajlenuuy Y15 ay1 uo wdg Ag 39IAJIBS Allanend Buniodey ZTT
Jeak Aouanbai4 1oday
%0°00T e Ajlenuuy | yoes y1GT Arenuer uQ 90IAJIBS [enuuy Buniodey TTT suoday 92IAIBS TT
v
|9A37] 82IAIBS [3A87] Aleania) MOPUIAA pJepuels Jojeaipuj ainses|N JaquinN Ainnoy
winWwIuI A JUsWainsea N ERIIEIETEN| ERIVELS

Alewwing [9Aa7 921AI3S

S|9AS7 9DIAIDS JUBIIND — gZ°C 9|NP3YIS VS

d XIAN3ddV




Filed: 2011-06-20

N
S ™
= @ 2 90T uolssnasip 1o} Yelq — [enuspiuod o3
S2¥7%
o)
o
a|npayos
3|nNpayas Jad se paydwiane
%66 AlYiuoN 0} 8oualaypy speal Ja1B|N speay pasjdwo) V12
lapinoid
Ieak 991AJ3S Bulj|ig
Jad pamoje Buissasoud Bulqig Joy | ay1 01 wiarsAs Buipeal
ainjiey Ajrep 3w} Ul aJe JapIAoId Jajaw ay) wiouy
3UO UM awn 901AJ3S Bulj|iq papeojdn aJe soi} sbuipeay
84} 40 %00T Ajreq | ayp 104 speojdn Ajreq Buipea. Jejsuw |1 JR9IN RIS | €'T'C
Aoeindoy
%6°66 Alyiuowy sBulpeay a1eIndoy sBulpeay a1eInddy Buipeay Ja18 N YA A
syuow
S9]RWI1S3 9AIINI3SUOD ¥ 1se] 8yl UIyIM (1OS) sarewns3y Buipeay
%S0 Alfenuuy aI0W 10 ¢ peaJ 10U SI818W 9% 3AINJ3SU0D 1712 1819|N Jejnbay 12
S|aA8] 89IAJBS 8SaY] 104 3]qisuodsay 10N S| 84N1UBIIN/-S82IAIBS Buipesy 818N
uonnjosal
Jo sAeQ ssauisng 0T
uIylIMm sisAJeue asned
10014 40 %007 ‘sAe@
ssaulsng G Ulylm
PaA]0Sal SJuapIoul
€ A11aN8S 10 %66
e ssauisng T yum
PaA|0sal SjuapIou|
Z Aianss Jo LENTITT[o]g)
%66 :SIN0Y ZT UIYIM Wwawabeur| uonnjosay
panjosal sjuapiou| suoneiado 8y} pue juswabeue|y
%66 Alfenuuy T A11J9ASS J0 %66 | 01 paliodal suapioul wspiou| T€eT 92URUIBACD €1
JUBWaaIBY S3JIAIBS
aJeD Jawoisn)
8yl JO 9 31NV
yum souerdwod
ul ajewlsy $5920.1d
%86 Allauend abuey) BuLsAljpg 12T JapliQ abuey)d AR
|9A37] 82IAIBS [9A87 Aiieoniud MOPUIAA pJepuels Joyedipul aJnsesn JaquinN Ainnoy
wnWIuIN JUsWaINSea N ER[IEYETEN| ERIVELS




Filed: 2011-06-20

N
S ™
o 2 L0T uolssnasip 1o} Yelq — [enuspiuod o3
S5+
aRBG
wwkFoon
pauLd
Ieak se Aep awies 1s0d
Jad pamojje BpRURD 0] PAIBAIISP | SIUN0JIY JUBWSIRIS
ain|iey Ajiep Aep S|110 usWaeIS AlQuo/awinjon
3UO UM awn 18U AQ 9%00T utid Alquuoy/awinjon | abue1aoxIeIN SSeIN Alanljaa %
84} 40 %00T Aireg J0 Aep awes 9656 | - 8B1eTNRNBIN SSEI Jop Aisnpeang | TTE uononpoid g | Z'€
no
pajlew aJe spunjal JuaWwabeur|n
%66'66 AlLpuon ereoljdnp (o) 0167 Angend Aoy | TT'E punyey | T€
uonessiulwpy Buljjig pue ‘Aainbur burpg ‘Buiig
(131eIN
SSel) SIUN022Y
JuswAed
-UON 40}
uo1193uu0dsIq
BOIAJS 108UU0SIP uo1193uu0dsIq 921AI3S 81N28X3
%0°G6 Alyuon pajnpayas Usymn 0} apew sidwany JO ssauljawi | 1€ pue abeuel o
1usuwnuiodde
3|Npayas ayl Jo pus
3U1 JO SINOY g UIylMm juswjulodde
3I0M 3|NPaydsal 0} a|npayosal
P310BIU0D SJSWOISNI pue I3Wolsnd
%S6 AlYuoN Jo abrusdiad | 19€1U0D 0} USYe) Wi | ssaulfawi | €22
1usuwnuiodde (e1geo1dde
pajnpayos J1 90| |ea1sAyd
8y} Jo sanoy ¥ ulyum | Buipnjour) Jawolsnd
18W sjuswiulodde yum Juswiutodde
pajnpayos pajnpayas
%SG6 AlyuoN Jo abejuadlad ay) Bunea ssaulawi | YArAY/
Speay Buipeay
|e193ds pajs|dwod J919IN JeulS
%86 Alqiuowy sAeq ssauisng G | Joj awil punoJe-uin| ssauljawi L 122 pue |e1oads YAr
|9A37] 82IAIBS [9A87 Aiieoniud MOPUIAA pJepuels Joyedipul aJnsesn JaquinN Ainnoy
wnWIuIN JUsWaINSea N ER[IEYETEN| ERIVELS




Filed: 2011-06-20

N
S ™
o 2 80T uolssnasip 1oj Yeid — [eluspiuod ao3
S8«
hR8S
ww = un
Jeak
lad pamojfe SO 01 pa1sod
ain|iey Ajiep SjuswAed 01 yorew
3U0 UM swn Aep awes paw.opiad PaAIadaY SlusWAed SID
a1 JO %00T 4 Areg uoljerouodasy - Uolel|1ouodsy 01 uonel|duoIey vee
Jeak
Jad pamoje
ainjiey Ajiep AeQ ssauisng
3uo yum swn T UIYUM 9500T pue PaAIadey palsod
aU1 JO 9%00T T Ajre@ Aep awes U0 %86 | SluawAed 21U01198|3 | SluBWARH 21U0.193|3 eee
SJUNOJJE S,JaW oIS
Ieak 01 pajsod aJe |13
Jad pamoje INWV00:9 Ag Japinoid
ainjre) Ajrep AeQ@ ssaulsng 391AJ9S JuswAed Aq
3uo yum swn T UIYUNM 0500T PUe |  X0Q XJ0] Ul paAlsdal palsod
3yl 10 %00T T Ajre@ Aep awes uo %36 sjuswAed plepuelS | SluswAed plepuels zee
sAeQ ssaulsng Buissadoid
%86 Z AlYUOW | G ulynm paisod %86 a|qesodun sAeq | wawAed sjqeisodun T€e swAed €€
sII'q [e10)
S||iq | 01 S1UNOJJR sleWIIST
|e101 Jo suondeoxa pa2io4 7 [ngnoQ slode
%0066 4 Ao pajesauab 9660°0 |  ‘PAsSOID JO JUBAIR Bunpg yesded | vze
siig
s||q |e101 0] paresaualb
|e101 Jo suondaoxa swiall uondadxa
%066 Z Alyuon patetaush 950 J0 abrjusnlad slols g eze
S1UN0JJY
Buifjig swnjon
s|iig | abue pue Juswalels
u1 sabessaw/s1asul AJYIUON ‘1JeIN
108.4400Ul SSe|A 10J 11asu|
%666 € Alyuoy suoldeljul 048z = suonoeyu| abesssN 72 |119 A
|9A37] 82IAIBS [9A87 Aiieoniud MOPUIAA pJepuels Joyedipul aJnsesn JaquinN Ainnoy
wiNwIuIA 1UBWaINSLaIN ERIEIETEN| ERIIVELS




Filed: 2011-06-20

® Uey} alow ou
pue pus Jeak e

p8129]]02

(e}
N
S ™
Jao 2 60T UOISSNISIP J0} Yeid — [eNUspLU0D 9T
REx%
& Zisied Ajuyruow

® U0 30UBLIeA

jurod

%G'ET 01 [enba dV aAoY Jou S)unowe Jeasre | sAep 06 01 OE - NIY) S1IBIN SSBIN
10 uey ssa Z Alrenuuy/AJyiuoin 19BN SSBIN JO 0% | 9ANIOR JO aBRIUIISd | -MOJ4 SIeaLle SAINOY A JO uono’|0D YA
%G2'0 0} [enba v $JJ0-9]LIM
10 uey) ssa7 Z Allenuuy | swnjoA abie Jo 9 junowe JJo-a1ldAn awin|oA abue 2TV
siseq AjJarrenb
© U0 d0uRLIBA
wiod z SJUR2IY
® UeY} 8Jow ou WswaeIS
pue pua Jeak Alyuol pue
1e 945 01 |enba b S\v4 unowe siealle Slealle ul SJUNOdIR awnjoA able
1o uey) ssa] Z Allenuuy/ApJautend) | awnjoA abJe Jo o u1 sAep 06 JanO awnjo able TTV J0 uonds||0D Ty
S82IAU8S U01393]|0D
uolrensiuiwpy
SSAUDAIII8Y)T SSBUS) usodaq
%00T € Arenuuy U8z ge4 Ag s)d1soay xe] anss| | 8jdwoy/souel|dwo) TG€ Aundss | g€
suswsnipy
Buning ’® BurjpueH
31942 1xau 01 Joud suondaoxa Buljpuey Buissadoid uondsax3
%666 € Alyuoy pa131dwod %666 uo awn punoJeun L suondsox3 Bulig Tve Bunpg v'e
Jeak
Jad pamoje a|npayas
ain|iey Ajiep Buljig pue Buipeas S10B.AX3
3UO UM swn 01 Buip1oaoe pasedasd (avd) usodag
a1 4O %00T T Are@ Aire@ uonoeIIX3 3|14 dvd paziioyiny-aid 9¢e
Jeak
Jad pamoje
ain|iey Ajirep 3|1} JuawAed
3UO YlIM awn YIIM S3]19U0231 3|1J WawAed
aU} J0 %001 14 Alreq Alreq Nsodap yueg 0} UONeI|IdUXRY |  G'E'E
|9A37] 82IAIBS [9A87 Aiieoniud MOPUIAA pJepuels Joyedipul aJnsesn JaquinN Ainnoy
wnWIuIN JUsWaINSea N ER[IEYETEN| ERIVELS




Filed: 2011-06-20

(e}
N
S ™
do 2 01T uoISSNISIp 10} 1yelq — [eNUapU0D A9
S5x3g
=85 Yuow
WS saingrey
€ ey} aJow (S10 mau ayp Jo
OU yIIM “Jeak uolreluswajduwi ayy
Jad ._oo>>o__m Buimoljo) syiuow g
saanjrey Ajrep | 40} € [9A37 Aujeonud (105) (suonoa|j00
SZ UNIM26G9 B Se PRJS)SIUILIPE) Joy0e ‘8011185 ‘Bul||ig)
=l0< Z Alyiuowy SpU09sSs OE 321AI8S suoyds|a L s|red Buiwoou V1S
(10s) (suonos|jod
101984 ‘a21AJas ‘Buljg)
%G/ T Alrenuuy/Ajyiuoin SpU023s OE 92IAJ3S auoydala L s|reD Buiwooul eT's
101084
%06 I Apre@ SpU09as OE 99IAI8S auoyds|a L S|[eD Aouablawg 1S
101084 Juswiabeue|
%G6 T Alrenuuy/Ajyiuoin SpuU023s OE 92IAJ3S auoydaja L s|reD Aouabiswig TTS e 1’5
(suonasjjo ‘Bulyig ‘e8d1Au8s ‘Aousbaswig) S80IALSS 19€IU0D JaW0Isn)
%G2°0 0} [enba $JJ0-3)1IM
A A - A e
10 uey) ssa € [[enuuy dV Alpuns Jo o junowre JJo-a1lipn 1UN029Y Alpuns AR A~
%G 01 Jenba junowre siealre Slealle Alpuns
10 uey) ssa7 € Ajlenuuy dV Aipuns Jo o ul sAep 06 JoAQ | Ul SIUN029y Alpuns TEY JO uonaa|0) R
siseq Ajyuow
© UO 9JUBLIRA
jurod g
® UBY] 3Jow ou
pue pus Jeak e 110 uanm Jo-usnum
%G/ 01 [enba siejjoq wanbulpg S)UNod9e Juanbuijep
10 uey) SS9 Z Allenuuy//AJyiuo 19)Je|N SSBIA O 9 0 abrusalad SHO-a1LIM ey
siseq Ajyuow
© UO 9JUBLIRA
utod 0T
® UBY] 3Jow ou
pue pus JeaA e pa123]]09
9GS 01 [enba v [eul4 slunowe Jealle | SsAep 06 01 O€ - NIY}
10 uey) SS9 Z Allenuuy//AJyiuoy 19)JRIA SSBIA JO 9 [eul} Jo abriusalad -MOJJ SJealie eulq AT A
|9A37] 82IAIBS [3A87] Aljeania) MOPUIAA pJepuels Jojeaipuj ainses|N JaquinN Ainnoy
wiNwIuIA JUBWIAINSLIN ERIEIETEN| ERIIVELS




Filed: 2011-06-20

(o]
N
S ™
do 2 11T uoISSNOSIP 40§ elQ — [eNUPLU0D 93
SRS
0ae 3 aouapuodsalio)
1d192a. Xed 10}
%56 € AlyuoN | wouy shep ssauisng uonnjosay [euld 3wl punoeuiny ev'G
3ouapuodsalio)
ybnouyl paniaday
sjurejdwo)
1d1923. wouy AAIINJ9XT 10}
%G6 Z Alypuoy sAeq ssauisng QT uonnjosay [eulq awi] punoJeuin| YA A
80UapuU0dsaLIn)
1d19981 Wouy |le| Aoy Jo) juswabeuey
%G6 € Alypuoy sAeq ssauisng QT uonnjosay [eulq awi] punoJeuin| Tv'S 80UapuU0dsaLIn) v's
(10S) uewspnquo
Buipnjoul
syurejdwo)
1d1923. wouy pale|eas3 oy surejdwo)d
%S6 T AlYiuoN sAeq ssauisng QT uonnjosay euld awi] punoJeuin 1'€5 paje|eas €g
(211088
79 Buljig) 10e1u09 dousliadx3
%08 Z AlYuoN 9508 JO 8103S | 1ST UO PaA|0Sal S|eD Jawoisn) 22S
(211088
dSO yum e Buijig) synsey uonaejsies uonaejsnes
%G8 Z AlYuoN UOIJRJSIES |[RIIAO AsAIng Jawoisn) Jawoisn) 125 Jawoisn) Z'S
[1e9 o 1d189a. woly uonedlyou
%66 Z Ajpuo seIuIW Q9 UIYNIAA | SeInUIW JO JaqWINN [led punoginO | 8'T'S
S|Je2 uo1’[|0D
’® 8018S “Bulliig
ssouoe ayefalbbe | su011991|0D ‘BIIAIBS
%58 Z Ajypuony %G8 10 81005 | - 81005 Alfend ||eD ‘Bulg - Aend | LTS
s|jeD Aousbiswg Aousbiswig
%06 Z Alypuo 906 40 81005 | - 81005 AN[End 8D -AEend | 9T'G
(10s)
YAl JO aAISN|oXa
%00T Z Ajlenuuy %0T > aleJ uopueqy s|1ed Bulwoouj STG
|9A37] 82IAIBS [9A87 Aiieoniud MOPUIAA pJepuels Joyedipul aJnsesn JaquinN Ainnoy
wnWIuIN JUsWaINSea N ER[IEYETEN| ERIVELS




Filed: 2011-06-20

(o]
N
S ™
o 2 4N} uoIssnasip 1oj e — [eluspiyuod a3
S8«39
N = [¢]
ek
wwkFoon
1d19231 woly | 819]dwod pue puodsal sian97 Jakme] Juswabeue|
%56 Alyuon sAeq ssauisng v 01 8w} punoJseuin] | Joj swl] asuodsay 1'6'G Jana Jshme] g'q
1d18981 wouy S04 gapn 104
%56 Alyuon sAeq ssauisng uonN|osay [eul 3w punoJeudn Gv'g
9ouspuodsallo)
1d1898a1 wouy [rew3 Joy
%56 Alyuon sAeq ssauisng uonnjosay [eul aWI] punoJeudn Vs
|9A37] 82IAIBS [9A87 Aiieoniud MOPUIAA pJepuels Joyedipul aJnsesn JaquinN Ainnoy
winwiui A JUBWAINSeIIN ERIIESETEN| 90INIBS




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

€1t

UoISSNISIQ 0 1Jeiq — [eNUBPYUOD AD3

"sare|al
oday Ae@-eau| yans Yyaiym

Aouanbai4

V/N %I'26 e Alyuuony 01 Aep awres ay1 uo ‘wrd 00:zZ A9 1oday 3o1AleS Ae@-eau] Buniodey 9TT
‘AeQ ssaulsng
V/N %I'26 e Alyiuony Buimojjol 1xau ay1 ‘wrd 00:g Ag Aouanbali4 1oday 921A13S Ajle@ Buniodey STT
‘se1e|aJ odal
a1 ya1ym o1 1aam ayy Buimoljoy
aam ay1 Jo Aeq ssauisng
N %E'26 e Ajlenuuy | (pug) puodas ayi uo ‘wd 00:gAg | Aouanbald 110day a21AI8S AYaan Bunioday V1T
yuow
31942 ay1 Jo pua ay1 Buimojjoy
V/N %/.'T6 e Ajlenuuy | Aeq@ ssauisng Yyig ay1 uo widg Ag | Aouanbali4 1ioday 921A19S AJYIUOIN Buniodey STl
Jayrenb ajqearjdde
3yl Jo pua ay1 Buimojjoy Aousnbai4
V/N %0°S/ g Arenuuy | Aeq ssauisng yig ayp uo wdg Ag Hoday ad1nus Al1send Budoday | ZT'T spodoy
V/N %0°00T e Ajjenuuy JeaA yoea y1GT Asenuer uQ | Aosuanbali4 1oday 921IAIS [enuuy Buniodey ITT INIBS | T'T
A4
7T loneT] [oA8T] MOPUIAA piepuels Jojealpul aAnsean JaquinN AIAnoy
ELERERIVEISEED) ER] IV EIS Aipeonu) | juswainsesn ERIEIETENS| ERIIVELS
[9A97] 92IAJSS JO winwiuln

uons|dwo) %00T

poliad Jallsy

S[oAa 1 90IA IS — g¢ ¢ 9aINpayas

RTINS [9A9 ] 90IAJ19S-Y 1ed

"SUOIIBJDPISUOD 9181S 9JNINJ SSAIPPE 01 S|DAS| DIIAIDS PASIASI BY1 SUIBIUOD UOIISS SIY L

(0TOZ ‘2z Joqwia1das 1e se pasodold) S|9AS7 921AISS 241N — g2°Z 3|NP3aYIS VSID

J XIAN3ddV




Filed: 2011-06-20
EB-2011-0226

Exhibit B
Tab 4

Schedule 3

v1T

UoISSNISIP 40} el — [eNUSPLUOD dDT

S0IAJ3S Buipeay 1819\

Lauow Jepusje
oea Jo pua ay) Buimoj|oy

g¢'¢ aInpayos 03

V vd %.:\\N,\Q :Nm>mw~
90IAJ9S JO uona|dwo)
%001, popn uuinjoo
U1 Ul 1IN0 18S 8w Jo
polsad ay1 ulyym awn
8U1 40 9%00T papiAoid
3 1SNW 8JIAISS YIns
uay) ‘poriad Bunuodal
1UBAB|34 BU] UIYIM
|ona] abejuadlad
urenad e 0}
‘A|1eandge papinoid
aq 1SNW 92IAI8S

® 1eU)] sere|dwalund

suoljodesueld |
Jawoisn) Jo

VIN N %00T ¢ Alyuo Aeq ssauisng ;G 8y} uo wdg Ag 110day 991AIBS AJUIUOIN | |9A87 93IAIBS B 818U/ VT uonajdwo)d | ¥'T
uonnjosal Jo sAkeq
ssauisng QT UIYIIM SISA[eue asned
1001 JO 94,00T ‘SAeQ ssaulsng
G UIYIIM PBAJ0Sal SJuapIoul €
A111aA3S O 9466 :AeQ ssaulsng T
UM PBAJ0Sal SJUaplou| g A11IansS EENITT[o]g)
1uapIoUl JO Skep 10 966 ‘SINOY T UIYIIM PaA|0Sal 1uswabeuey suoneladQ uonnjosay pue
0T UIYIIM Panjosay %66 T Allenuuy SluspIou| T A11IBASS 10 %66 ay1 01 pauiodas syusploul | uswabeuryy 1UBpIOU| T¢T 30UBUIBA0D) | €T
TN EEY VAR IVEIS
aleD Jawoisnd
a1 JO 9 3LV
yum aouerjdwod $S820.d
ul arewnsy 1apIo
V/N %86 Z Apiauend abueyd Buuenlpa | T'ZT abueyd | 2'T
Jayrenb ajqearjdde
ay1 Jo pua ay) Buimoj|oy uodal pue AeAins
V/N %00T e Apauend | Ae@ ssauisng YIGT ayi uo wdg Ag uonaeysies ual D Ajsuend Bunioday LTT
7T loneT] [9A87] MOPUIAA piepuels Jojealpul aAnsesn JaquinN Aoy
ELERERIINEISEED) ER]TVELS Aleanu) | uswainses|N ERIIEIETENS| ERIVELS
[9A97] 89IAJSS JO winwiuIA

uona|dwod %00T

poLiad Jaljey




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

qTT uolssnasip 1oj Yeid — [eluspiyuod ao3
(1N
SSeIn)
SIUN0J2Y
JusWwAerd
-uoN
J1oJ uol
108UU02sIQ
90IAIBS
91N2ax3
90IAJSS uoI23uu02sIq pue
VIN %0°'G6 I4 AlyuoN pajnpayds usaym 108UU0JsIp 0} apew sidweny JO ssauljswi L T¢ee abeueN | €2
Juswiulodde ajnpayas
U1 JO pua 8yl JO sInOY g ulypim
3J0M 8|NPayIsal 0] PajoeIlod wawiulodde ajnpayasal pue
V/N %56 € Altpuoy sJaw01snd Jo afejuadiad Jawiolsna 19e3U09 0] Uaxe] awl | ssauljawi | €22
(e1qea1jdde
juawiulodde pajnpayas ayl Jo J1)20] [ea1sAyd Buipnjoutl)
SINOY  UIYIM 18w sjuawiuiodde Jawioisna yum uswiuiodde 6
VIN %56 € AlLpuon paInpayos Jo abelusoIad paInpays sy Bunsel sssulpwIL | 27T CMWWQmM
speay |eloads [euld
V/N %86 e Alyuony sAeQ ssauisng § pa1a]dwod 4o} awil punose-uing ssauljawi L 12 pue |e1oads | z'¢
a|npayos
V/N %66 Z AlyiuoN a|NpPayds 01 a9uaIYpPY Jad se paydwiane speas J818|N speay pasjdwo) v1e
Jeak
Jad pamoje
ain|re} lapinold
Ajrep auo Buissasolud Buljjig 921IAJ3S Bulj|ig ay1 01 WialsAs
Yum awn JoJ 8w Ul aJe JapInoid 93IAIBS Buipeas Ja1aw ay) woiy papeojdn sbuipeay
VIN 84} JO %00T Z Alreq Bur||ig ayy 1oy speojdn Ajreq aJe sy Buipeal Jajsw ||V 13BN PaISeM €1
Aoelndoy
V/N %666 Z AlyiuoN sBuipeay a1eIN20Y sbulpeay a1eINdoYy Buipeay a1\ A4 Buipesy
syuow (10s) 1N
V/N %50 T Allenuuy S3]BWIISA 9AIINIASUOD 3I0W 0 7 | 1 1Se| 8y UIYLIM peal 10U SI91aW 04 | Sarewls3 aAlINdasuo) 1712 Jenbay | 12
7T loneT] [9A87] MOPUIAA piepuels Jojealpul ainses|N JaquinN Aoy
ELERERIINEISEED) ER] IV EIS Aleanu) | uswainses|N ERIIEIETENS| ERIVELS
[9A97] 89IAJSS JO winwiuIA

uons|dwo) %00T

poLIad Ja1jay




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

91T uolssnasip 1oj Yeid — [eluspiyuod ao3
Jeak
Jad pamoje
ain|re}
Ajrep suo S 01 pajsod
Yum awn Aep SjuswAerd 01 Yorew panladey
V/N ay1 JO 9007 Z Alre@ IX8U paw.oylad uonel|Iouoday SluaWAed - UONRIJIDUOIY | S|D 01 UOIEI|I9U0JaY z2ee
Jeak
Jad pamoje
sain|ie}
Ajrep xis
uey) aiow Aeq
ou YIIm awin Ae@ ssauisng T ulyum | ssauisng yoes wd g Aq Buissasoud pai1sod
V/N a1 JO %007 T Aire@ %00T pue Aep awes U0 %86 loy Apeas aq 01 8]1) 01UO8|] sjuswWAed prepuels e
skeq she@ Buissadold
ssauIsng QT UIYUAA %86 2 AlyuoN ssaulsng G ulym paisod 9486 a|qelsodun sAeq wswAed a|geisodun A uswAed | 2'€
S1UN0JJY JUBWSIE]S
SJaWw0Isnd 0] paJaAl|ap Alyuo pue
S|1g-a paisod 79 s|jiq Jaded | awnjoA abue 19xIeN
V/N %666 € AlyauoN suoloeIyUl 0187 Ul S1J8SUl 1094100Ul = SUONJRIJU] | SSBIA JoJ suasul ||ig eT'e
Jeak
Jad pamoje
ain|re}
Ajrep auo paonpoud aj1y
Yum awn abew |11q se Aep awes Jspincid S1UN0J2Y Jawolsn)
V/N 3yl 4O %00T I4 Are@ Kep 1xau Ag %00T 9JIAI3S |19 01 paJaAl|sp s||1g9 e Joj A1anijaq g ZTe
Jeak
Jad pamoje
ain|re}
Alrep suo Alanjeq »
Yum awn Aep 1xau pajulid se Aep awes S1UN02JY JawoIsn) uonanpolid
V/N 8y} J0 %00T Z Aire@ | Aq 9%00T ‘unid yo Aep awes 9,56 1S0d epeue) 01 PaJaAlfap s||ig e Joy A1anijaq g TTE mga | tve
(s3un022y awWn|oA abaeT] 79 1) SSe|A) [edauss) — uonesiuiwpy buljg
7T loneT] [9A87] MOPUIAA piepuels Jojealpul ainses|N JaquinN Aoy
ELERERIINEISEED) ER] IV EIS Apeonud | uawaansesiy ERIIEIETENS| ERIVELS
[9A97] 89IAJSS JO winwiuIA

uons|dwo) %00T

poLIad Ja1jay




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

LTT

UOISSNISIP 40} el — [eNUaPLU0D dOT

%SL0°0
uey} ssa| 2q 03 aJow
Jo sAeq 09 pasde s||ig-oN °

SJUN0JJk dAIl0R
[e101 Jo abejuaaiad

" %E0 sa1100a1e0 I8N0 pue | ® se passaldxo , s|1qal S|I1g-ON jJo
1SD] S, AOUIOISN) Y] uey} sso| 2q 01 aJowl Ae@ 09 pue JaAQ pue Aeq O 8yl -[ooue),, 3UIpn[oxd abeiusdiad
10 sAep 0ZT UIYUAA %06 I4 Alyuopy | 4o sAeq oy pases|ig-oN e Ul s|11g9-ON Jo abejusaiad [enmoy ‘S||1g-oN 10 JaquinN 1'6¢ wnwixey | g€
uonessiulwpy Bul|ig 18xJeiN sseiN
suonoesuesy
IEIRVINeYe) 1sodap A111ndas [e Jo ajdwes
PapUaIXa JO %T © uo paseq saldljod usodap $319110d
1UBWIAIUBWIWIOD AunJas a3 yym jueljdwod usoda@ A14noss
V/N wio.y SYIUO € %00T € Alfenuuy suonoesues) pajdwes JO 9466 | SHpne uonoesuel) usodsp A1undasS | @93 yum aouerdwo) Ve
uon
ensiuiupy
SSBUBAIIBY T SSau usodaq
VIN %00T € Ajenuuy Y18z go4 Ag s1d1909y xe | anss| | @13|dwod/aouel|dwo) Ve Aundss | v'e
Yauow 1sanbal Qyd 10 dvd
Jad pamoje oy Jo 1d1202.4 S, 42P100.4J 2014428 JO
IEIRVISe%e) ain|iey sAep 4noj UIYIIM SJUNOJJR JSWOISND | uonensIuwpyY (dvd)
papuaIXa JO Ajrep auo Bunoedwi ssao0id dvd % JuswAed paziioyiny
skeq 1UBWIAOUBWWIOD Yum awn avd Buiuisouod swiajqoid anjosal | -aid % (Qvd) usodag
ssauIsng QT UIYUAA WwoJy SYIUOIN € | 8U1 40 %00T € Alre@ Alre@ 01 paJinbal syse} Jo uonsjdwo) paziioyny-aid Ve
Jeak
Jad pamoje
ain|iey
AJrep suo
Yum awn 3|14 JuswAed 3|14 JuswAed
V/N 3y} JO %00T 2z Alre@ Alre@ YiIm sa19u02a4 Hsodap yuegq 0} UOIIe1|12U08Y €ze
7T [9naT] ELER MOPUIAA pJepuels Jojealpuj ainsealp JaquinN Ainnoy
[9A87 92INIBS 93S) ERINVELS AlNeoniuD | 1uswaansesin ERIIESETENS| 80INIBS
[9A87 92IAJSS JO winWIuN

uons|dwo) %00T

poLIad Ja1jay




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

81T

UOISSNISIP 40} el — [eNUaPLU0D dOT

siseq
Alyiuow e
UO 8oUBLIBA SIUB22Y
juiod 0T JusWareIS
B uey) aiow Alquowy
OU pue pus pue
Jeak 18 40T awnjoA
01 |enba Ale pa199]]09 10U SlUNowWe sAep 06 01 O€ - NIY) abueT Jo
V/N 10 uey} ssa € | nuuy/AlyuoN dV 9AIOY awn|oA abJeT 4o 9% Jealle annloe Jo abejusdiad -MOJ} SIea.LIR 3ANIY TTV uonad|o | T'v
S3JIAI8S UO1393[|0D
188 "18S Jalaw Buinig
1312W JO 90110U JO SABP O UIYNIM |  JO 99110U JO SABp QE UIYIIM Panssl | J10j s1awoisna mau dn
skep Gy Uy %56 14 Alyiuon pa||ig Slawolsnd Jo abejuadlad | SI |19 aJaym Siawoisnd Jo JaquinN BuInas Jo ssauljawi | G'g'e
w
N0 pajrew awabeue
VIN %6 66 € Alyruoy ale spunjas ayeal|dnp (o) 01eZ Aiend Aoeinaoy v'Se punjey
aakojdwa
(oea 10} suonoesue.) ajdwes
0] JO WNWIUIW B YIIM }JOM 4ans
Buiw.oyiad sakojdws Japinoid
90IAJ3S yoea Aq paw.iopiad
Yiuow Jad suonaesue) uondaoxe Auend
Buipig paisjdwos 0og Jo ajdwies BuljpueH
® UO paseq a109s ajehaibbe - 21005 Buissadoid uondaox3
VIN %G8 Z Ayuony %G8 40 81005 | Aupend ssad0.d uondsox3 bulig suondsox3 buig €Ge Buing
S]
usunsnipy
®
awn ‘Jodai BuijpueH
punoJeuin) JueAs|al |oAaT 921AJ8S Jad awin punoJeuin suondaoxa Buissaooid uondaox3
Jo skep og ulyIMm %66 4 AjyuoN 03 Buip.0d2e pale|dwod %66 Burjpuey uo swn puno.teuin | suondaox3 buiig zse Bunng
7T [9naT] ELER MOPUIAA pJepuels Jojealpuj ainsealp JaquinN Ainnoy
ELERERIINEISEED) 80INIBS Apeonud | uawaansesiy 90Ud.13)9Y ERIVELS
[9A87 92IAJSS JO winWIuN

uons|dwo) %00T

poLIad Ja1jay




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

6TT

UOISSNISIP 40} el — [eNUaPLU0D dOT

V/N

sIseq
Alyuow e
UO 8dueLIBA
wiod

¥ e uey
alow ou

pue pua Jeak
Te %S'ET

01 |enba

Jo uey) s8]

Ale
nuuy/AjQauoiN

UV 819V 193IBIN SSEIA JO %

p8198]]02 10U SlUNowWe
Jealle aANoe Jo abelusniad

sAep 06 01 0 - NIy
-MOJ} Slealte aAlOY

ey

SENTLEI
SSEIA JO
uo12a||09

¢y

VIN

pus Jeak

e 9|geAIddal
SjUN0OJJE
aWNJOA
abre
abpuquz
J0 anjeA
Jejjop ayx
40 %520

01 jenba

10 uey) ssa

Ajjenuuy

1o
USNLIM YV awn|oA abJeT Jo 9

JJO-U3NLIM 3](BAI3d3J SJUN0IIY
awnjoA abe Jo abejuaaiad

S}0-31LIM

eETY

VIN

siseq
Alyiuow e
U0 aoUBLIBA
jutod GT

e Ueyl alow
OU pue pus
Jeak 1e o4Ge
01 |enba

10 uey} ssa

Ale
nuuy/AjyauoiN

WV [eulq awnjoA abue Jo 9

p8129]]02
sjunowe Jealre [eul Jo abeiusolad

sKep 06 01 O€ -
NIY}-MOJ} SJealle [eul

Ty

(A
ELERERINENEED)
|9A87] 82IAJSS JO
uons|dwo) %00T

poLIad Ja1jay

[9neT]
92IAIBS
wnwiulN

ELCh|
Aeano

MOPUIM
Juswiainses |

pJepuels

J101B21pU|

9dNSes|N

JaquunN
30U3.13J9Y

Ainnoy
CRIVAV I




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

0ct

UOISSNISIP 40} el — [eNUaPLU0D dOT

s||ea

SUOI199]]02 punoqui 10 PUNOGINO
Buiwioyiad Japinold 92IAIeS
Jad s]1ed su0I193]]09 G JO MIIASI

a|dwres Ajyiuow uo paseq s|jea suoI199]10D
V/N %38 [4 Aquoy %G8 J0 81035 uo1d3|(09 - 81095 Auend |1ed - Anend (18D 797 9y
lapinoid
‘W81 YSOD 99IAJBS 0} pareslunwiwod Buiaq S| MNIOM
papualIXa Jo 1UN029e Jo sAeq ssauisng om} auoyda|a) SuoI93]|09 SIle] L] [[ole)
sfeq 1UBWIAIUBWIWOD [[e9 uo1193]]09 Juabe aAl| UIYLIM |89 U01193]109 e BulAledal punogino Jo JO $$9
ssauisng G Uiyl woJ} SYIUO € %56 2 AlyiuoN | e Buiaiadal sjunodde 81q1b118 40 9 SUN09%e 093 Jo abeluadlad aourwuoylad Ajswi | TGV uae|dwo) | v
%520
01 |enba syo
V/N 10 uey) ssa € Ajjenuuy dV AIpuns Jo o junowre JJo-alldAA | -31LM JUN02dy AIpunsg AR SUN020Y
%G 01 [enba slealle Aipuns jo
VN 10 Uey] $$37 o Ajjenuuy dV AIpuns Jo o unowle siealse ul sAep 06 19AO ul SJUn029Yy Alpuns TEYy uonos|I0D | €¥
siseq
Alyuow e
Uo 3oueLIEA
juiod g
e UeY) alow
OU pue pus
Jeak 18 046/
01 jenba Ale 110 uanum sejjodg JJ0-usnlM
V/N 10 uey) ssa T | nuuw/Ajqauon snbulag 14BN SSBIN JO 9% |  S1Un022e wenbuljap Jo abeluadiad SI0-31LIMN oA
siseq
Alyuow e
UO 3oueLIA
jutod 0t
e UBy) alow
OU pue pus
Jeak 1e 0465
01 |enba Ale pa199]]09 sAep 06 01 O€ -
V/N 10 uey} ssa Z | nuuy/Alyuo dV [euld 1B SSBIN JO 9% | Slunowle Jeale [euls Jo abejuadlad | NIY-Moj4 Siealle [euld YA
7T [9naT] ELER MOPUIAA pJepuels Jojealpuj ainsealp JaquinN Ainnoy
[9A87 92INIBS 93S) 80INIBS Apeonud | uawaansesiy 90Ud.13)9Y ERIIVELS
[9A87 92IAJSS JO winWIuN

uons|dwo) %00T

poLIad Ja1jay




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

T¢T

UOISSNISIP 40} el — [eNUaPLU0D dOT

11eo uonedyou
seInuiWw OZT UIYHM %66 4 AlyuoiN seINUIL 09 UIYNAA | 0 1d1908J WOJJ SeINUILL JO JBqUINN 11ed punogqino 8'TS
‘w8l VSO0
papualIXa Jo S|[e2 Uon3||0D
1UBWAIUBWIWOD 79 921AJ3S ‘Buljjig ssoloe 90IAIBS
V/N W04y SYIUON € %G8 [4 Alyuoy %G8 J0 31035 ajeBaibibe - 81005 Aupend |1ed ‘Bunpg - Aend LTS
s|led
V/N %06 Z Altpuoy %06 JO 81025 Aouablsw3 - 81005 Aupend [1ed Aoushisw3 - Alfend 9T'S
(10s)
YAl JO aAISN|IXa
V/IN %007 [4 Alrenuuy %0T > aJel uopueqy s|eQ Buiwoauj STS
Yluow
B Ul saInjiey
€ ueyy
aJow ou
Yum ‘Ieak
Jad pamoje
sain|iey
Ajrep (10S) (suonos|j00
GZ YIMosG9 ‘801AI8S ‘Bulig)
V/N =l0< 2z Altpuoy SpU02as OF 101984 921A8S auoyda|a L s|1eD Buiwoou| 1S
(10s) (suonos|jod
Alre ‘801MI8S ‘Bulg)
V/N %G/ T | nuuw/AlyuonN SpU02as OF J10]9e4 921A3S auoyda|a L s|1eD Buiwoou| €T1G
V/N %06 T Alre@ SpU02as OF J10]9e4 921A3S auoyda|a L s|ieD Aouabisw3 ZTS u
Ale awabeuel
V/N %656 T | nuuw/AlyuonN SpU02as OF l10]19e4 921A8S auoyda|a L s|ieD Aouabisw3 TS e | T'S
(suonasjjod ‘Bulyig ‘831A18s ‘Aouabaswig) S8d1AISS 19RIUOD J8W0ISND
7T [9naT] ELER MOPUIAA pJepuels Jojealpuj ainsealp JaquinN Ainnoy
[9A87 92INIBS 93S) 80INIBS AlNeoniuD | 1uswaansesin 90Ud.13)9Y ERIIVELS
[9A87 92IAJSS JO winWIuN

uons|dwo) %00T

poLIad Ja1jay




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

¢l

UOISSNISIP 40} el — [eNUaPLU0D dOT

sAeq ssaulsng QT UIYIM

wJal ¥SOD a191dwiod 94007 7® SAeQ ssauisng 30110
PapUaIXa JO Jeak Jad € ulyum a191dwod 945, ‘Aeq S, UBWSPNqUIQ) WO
sfeq 1UBWAdUAWIWIOD sain|ie} ZT ssauisng T Ulylm 919]dwod 9452 paJlajal suoljeeass
ssauisng GT UIYMNM wo.y SYIUON € 01dn ‘0456 Z AlyauoN 1d182a1 wouy sAeq ssauisng POAJOSAI S[BLIQJAI S, UBWISPNQUIO) |  10J SWI] punoJeun | £eq
1d19224 wouy sheqg
%L%_w%%%oo ssauisng Z Ulyim %00T
sked |  juswsouawwos 1d1a2a4 woJj sheq 01Fo s uewspnquQ | SsslInbul UeWSpNqWIO
ssauisng GT UIYMM WOJ} SYIUON € %56 Z AlUiuoj | ssauisng T UL UIYUM %0L e 01 papinoid uonewopu| 10} swi] punoteuin] €S
181 YS90 1d19224 wouy sheqg
papUAD® J0 ssauisng OT UIYUM %00T o (10S)
sfeq 1UBWBdUBWILIOD 1d1903. woyy sheq sjurejdwo paje|easy syurejdwod
ssauisng GT UIYHIM WOJ} SYIUON € %56 Z AlUiuoj | ssauisng G UL UIYUM %0L e uonn|osay [euld | 4oy awi] punoleuln| 1'€'s parelessy | €'G
(8010388 79 Bung)
V/N %08 Z Alyiuoy %08 40 81035 10BJU0I 1ST UO PaA|osal S|[eD | @dualiadx3 Jawoisn) 22S
u
(CRITVEIE 0110e)sIeS
V/N %S8 [4 AquoN SO Yum uondeysnes |[eianQ | Burig) synsey AsAIng Jawoisnd | UONIBYSIIES JBWOISND A Jswoisn) | ¢'S
syuow anjamy A1ens aouo
15e9] 18 welaboud Bururesy s||S Jouuosiad 19e1U09 JaWwolsNd
1JOS JnoYy auo peaj JojonJisul JapInoid 921AI8S |e Joy welboud wswdojanaq s|IMS
V/N %66 Z [enuuy aAl| e 818]dwod sjuabe || Bururen s|1IMS YOS Jnoy suQ | UOS 19BI0D JawoIsn) ITTS
uonduoasap sanIANY Y10 juswdojanag
10 Juswiarels Jad se pawiopiad OTSY®6SY '8SY |suuosiad
V/N %00T 14 [enuuy SWall Y10/ JO JusLWaNelS PaloN ‘9'G'7 SWis}| %O/ JO JUsWaNeIS 10BU0D Jawolsn)d 0T'T'S
“JuaWUBISSe xaeq ||ed JO sinoy
81 Ulym paw.iogiad syaeq |1ed Jo
%00T ‘sINoY g UIyim pawloyiad
Jeak Jad $398q |89 40 %0 ‘10SIAIadnS awin payidads ulym
sain|ies g1 811U82 198IU0J 3|qealjdde 01 | |jed 8yl paubisse JBpIAOId 82INIBS awi] punoJeuin|
v/N 01 dn ‘0456 4 Alyluon paJiajsues) A[19al1p S||ed 0 %0€E Aq JawoIsna 01 pauinial [|eD 3oeq [[eD parejeasy 6'TS
7T TR [9n87] MOPUIAA pJepuels Jojesipul ainses|N JaquinN Aoy
[9A87 92INIBS 93S) 80INIBS Alesnuy | uswainses|n ERIIESETENS| 80INIBS
[9A87] 89IAJSS JO winwiui N

uons|dwo) %00T

poLIad Ja1jay




Filed: 2011-06-20
EB-2011-0226

Exhibit B
Tab 4

Schedule 3

ect uolssnasip 1o} el — [enuspiuod a3l
w
awsabeuey
sheq 919|dwod SIaN97 JaAmen J8na
ssauIsng QT UIYUAA %56 € Alyuony 1d182a1 wouy sAeq ssauisng ¥ pue puodsal 03 awl} punoJeun] Joj awi] asuodsay 1SS J18Ame | g6
1disoad
wou} Aeq ssauisng
W8l SO0 puod3s Jo pua AqQ %00T e
papusIXe Jo 1di222.
skeq JUBWBdUBWWOD wouy Aeq ssauisng SwI04 g9\
ssaulsng G UIYUAA WwoJy SYIUON € %66 € Alyuo XU o pus AqQ%0L e uolnjosay Jeuiq J0j Wl punoJeunt 9'v'g
1d19231 douspuodsallo) |rewq
10 sdnoy ¢ UM %56 [4 AlyuoN 1d18931 JO sInoy g UIyiMm asuodsay [enuj J0J swi punoewin Sv'S
1disoau
wou} Aeq ssauisng
W8l YS90 puod3s Jo pua AqQ %00T e
PapuaIXa JO 1d1203.
sheq@ JUBWAdUBWIWOD wouy Aeq ssauisng aouapuodsallo) [rewd
ssauisng G UIYUAA W0} SYIUO € %66 € Alyuony XU jopuda Aq%0L e uonn|osay Jeuld Joj awi] punoseuny Vs
1d19234
wouj Aeq ssauisng
W8l vSOo puodas Jo pud AqQ %00T e
PapURIXd JO 1d1203.
sheq@ JUBWAdUBWIWOD woJj Aeq ssauisng 90uapu0odsalIn) xXe4
ssauisng G UIYUAA W0} SYIUO € %66 € Alyuony XU jopuda Aq%0L e uonn|osay Jeuld Joj awi] punoseuny £v'S
3ouapuodsalio)
ybnouyl paniaday
skeq surejdwo) aA1Ndex3
ssauIsng QT UIYUAA %656 4 AluuoN 119931 Wouy sAeq ssauisng g uonn|osay |euld Joj aWi] punoseuny Vs W
3ouspuodsallnd awsabeuey
skeq |1IeIN [eAoY 3ousp
ssauIsng GT UIYUAA %56 14 AluuoN 1d1823. wouy sAeq ssaulsng 0T uonn|osay |euld Joj aWi] punoseuln] Tv'S uodsaiiod | ¥'§
T |one] ELER MOPUIAA pJiepuels Jojedalpuy ainsean JagquinN AAnoy
[9A87] 8JIAIBS 38S) ER] IV EIS Aleanu) | juswainsesiy RO ETEN | 30IAI8S
[9A97] 92IAISS JO WINWIUIA

uona|dwod %00T

poLIad Ja1jay




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

174"

UOISSNISIP 40} el — [eNUaPLU0D dOT

w8} VSO0
PapuaIXa 0
1USLIBOUBWWOD

188
1918W J0 89110U JO SAep Qg UIyIM

19S Ja18WW
10 80110U O SABP Q€ UIYIM panss]

Butlg
1o} sJawoIsnd mau dn

sAep 09 UIYUM WioJ) SYIUOIA € %66 2z Alyiuon paj|ig siawolsnd Jo abejuadlad | SI[[Ig 8I18YM SJawoIsnd JO JaquinN Bumss Jo ssauljawi | €9

dmas

alo|dwio2 aJe Jey) ajdwes 1UN022Y

WOpUeJ B UIYLIM Sp|al} e1ep sa|dwres 1sa] Jo} | eyep Jawoisnd painbal Jawoisn)
V/N %06 e Alyiuon Jawolsna palinbal Jo abejuadlad | 818]dwod ale spjaly elep Jawoisn)d J0 ssaualg|dwo) T€9 MaN | €9

MJdom yans Burwiogiad
9aAo|dwsa Japinoid adIAleS Yydea Aq

pawJopiad suonaesuel) uondaoxe Auend

Burpig pa1gjdwiod § jo sjdwes BuljpueH

B UO paseq a109s ajehaibbe - 21005 Buissadoid uondaox3

VIN %G8 Z AquoN %G8 40 81005 |  AujenQ ssad01d uondsox3 Bullig suondsox3 buig AL Bunng

S]

usunsnipy

w9l YSOO ®

awn papuaIXa JO uodal [ansT] BurpueH

punoJeuin) JueAs|al 1USWIBIUBWILIOD 99IAJRS Jad Se awi) punoJeuin) suondaoxa Buissaooid uondaox3
10 skep 0g ulyMm wo.y SYiuo € %66 14 Alyruo 0} BuipJodde pale|dwod %66 Buijpuey uo awn punoseuin suondaox3 Buig A Bunpg | z'9

w

N0 pajrew awabeue
V/N %666 e Alyuon ale spunjal ajealjdnp (o) 0487 Aend Adeindoy TT9 punjay | T'9

uoneaisiuiwpy Buljjig swnjo abieT
7T loneT] [9A87] MOPUIAA piepuels Jojealpul ainses|N JaquinN Aoy
ELERERIINEISEED) ER]TVELS Aleanu) | uswainses|N ERIIEIETENS| ERIVELS
[9A97] 89IAJSS JO winwiuIA

uons|dwo) %00T

poLIad Ja1jay




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

T4} uoIssNasIQ 40} Weid — [eNUapLU0D d93
11pald 821N0Say padnpay odd
Spun4 JuaId1yNS-UON 104 pauinial st Jeyl 11gaQ pazuoyiny-aid 4SN avd
rIgnd ybnouys passadoid sjuswAed - 11GaQ PazIIOYINy-aid avd
Spun4 JUsIdlINS-UON J04 PauINIal SI Jeyl JuswAed paziioyiny-aid 4SN dvd
J02WAS ybnoiyy passason.d syuswAed - JuswAed paziioyiny-ald dvd

"S1D 8y} U1 JUNodIe , Bulf|ig sWNjoA

abJeT,, e se palynuapl 1unode ue BulAey s1BwoIsND @93 Buipnjaxe ‘siswoisn) O3 JOAIEIN SSEN

$8INPa20.d pue S8191]0d S,Auedwo) JO UOITLIUSLINJOP Ulelulew 0} pasn WalsAS Juswabeuely abpajmoudy

SJUBpIoU| YoeJ) pue pJodas 0] pakojdap walsAs Bupjael] uapiou| papiaoid JBPIACIH 82IAIBS wiaIsAs Bunyoel] uspiou]
80URUIBA0D) - 6 XIpuaddy ul paulyap sy $3INPa20.d UOIIR[eIST JUapIau|

9A|0Sal 01 a2UBISISSE SaInbaJ ey} 80US1INI0 0 JUBAS AUy waplou|

uoIssIWsSUel | Olpey J1U0.199|3 143

Burjig s1u0499|3 1119-9

SI1D MaN Jo S| Aoeba]

Jay118 sueaw JuawydeNe SIyl Ul S| 10 ,,WalSAS UOITeWwIoU| JaWoIsny),, 0] Saoua.Ia)ay (S12) WarsAs uoneLLIojul JaLOISND

901/J3s seb Jo suone|[eisul mau sabeuew eyl abprIqul uIylIM uswedag 1uswIRda JUBWYILNY JaWwolIsn)
ueld buijig 196png dag
poLad ( ) 1UNOJ2Y SeS) payjue
19eJ1U09 © YIIM uonduwnsuod pue Buliaaljap seb siawoisnd uolyeriodsuely seb Jo Bunioday vod Vv €D pajlied
abueyd 821nosay |euonIppy odv
111g WwnWIUlA [enuuyy anv

uonIuyaq

"SUOI1BJIDPISUOD 1B1S 24N1NJ SSAUPPE 01 PIPUSIUI S|IBIDP FJOM JO JUBWIR]S PASIABL B3 SUIBIUOD UOIIIDS SIY L

(0TOT ‘2 12quiadas 1e se pasodoud) 340\ JO JUBWIILIS PASIASY d XIAN3ddVv



Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

92T UOISSNISIP 40} el — [eNUaPLU0D dOT

(weiboud S1NO) uonusne |eidads alinbai pue ssa23e

1/ Vv/d 0] JNJ1JIP 8Je ey Sialaw Is1| ya1ym (S12)Bulfjig woly s)unodve Jo 314 JuLid pue sA19eY et
1/ v/ 112 siseq AJyuow/A|>aam & U0 SNJels a1ewlss aAIIN08SU0d Uo Woday | 2'T'T
110 vid dV'S WOl 3]l S81BWNSS SAINJSSUOD |Ind | T'T'T

$812WI1S3 SAIINIASUOI 810W A0 ANOJ YLIM
sJ818W seb ssaooe-01-paey Jo sbuipeal pajnpayds Buifeuew ul paAjoAul SaIlIANDR 8y L

weaB04d sarewnnsg aAnNIasu0)

| /2 v/d $919A2 Bul||1q JUaJayIp 01 S)UNOIIe UbISSeal 03 paau ayl AJnusp] | €°0°'T

o v/1/D "palinbai se SYAIN Ul SHuUn piaypuey 1oy sebueyd uswubisse aynoJ Juswajdw] | Z°0'T

(seInoJ usamiag speal 10T
I 170 Vvid 1918W J0 Jaquinu aouejeq *6°9) saInod Buipeas Ja1aw Js101Y8 Juswajdwi pue asedald

salnoJ Buipeau ds1aw Bulaedaad ul panjoAul sailIAIOR YL

sa1n0y Buipeay 4919|\ abeur pue auedaid
(1'D 'V "d) siaployaers

SeNIANDY

110ddng uoneoljddy -
S19PIN0Id 921AI8S 48Y10
abpriqu3
BurpueH [1eD
901A19S 7 Aouabasw3
S92IAJ3S SUOI129||0D
uoneIsIUIWPY Buljjig
79 sallnbu| [edauss)
pue Bulig ‘Bunng
[84nusdoy uou]
dSHIN /Bulpeay J818IN

ONIAV3Id d313IN

diyssaumo Auadoud ur abueyd e 01 anp Ajensn ‘I19pJo 420jun pue 0] € JO UOIRUIqUIOD 3y ] (oqwio)) JepiO uoneUIqUIOD
821AI3S uonenodsuel | 80IAIBS- ]
juswdinba Js1awW 10} 3]qRIUNO0IR SI Jey] abpLIquT uIylIM Juswedag 1USWIAINSLIA WAISAS

uonIuyaq




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

12T uolssnasip 1oj Yeid — [eluspiyuod ao3
Aousnbala4 oipey bBuisn Buipeay 4819\ palewolny €71
'slollg gz
119 v 112 10 abpLIqu 3SINPY "dWV'S 01 SHAIN WoJ) speal paiajdwod yim a1y peojdn ssadold ¢t
110 V/d 110 510119 JO 9BpLQUT BSIAPY "SHAIN 0} dV'S W04 3|1} PEOJUMOP $S3004d | G'T'T
Aouabiawa ue Jo asea ul |ea 4o | , ._.
_ v/d pI3YpuURY BIA Ja1aw 3yl yum swajqoid 1odal pue ainmded X23yd A19)es [ensIA B WIoIad vel
(suonipuod Ja18wW ‘uoiedo| Ja1ew ‘6°9) &7
Vi 821A3P pI3ypueRY 8yl 03U UoITewIoul Juauiad Jaylo ajepdn pue sbuipesas Jaaw nduj
paurelqo | ..
Vi aq Jouued Buipeal J1 JaWOISNI 3yl Ag palajdwiod ag 01 pJed Bulpeal Jelaw & aAeaT] cel
walsAs apiaosd Auedwo) sy ybnou
| v/ 1 pI D8yl y Wy 21

Aj1ep sbuipeal mau peoj pue ‘Ajrep Buipeay Js1a|A palajdwiod Jo 821Aap playpuery abind

P8y ay1 ul sBuipeau 1818w BUILIEICO Ul PAAJOAUI SSIIAIDER BU L

Buipeay 4919\ Jejnbay

9
> >
dﬂu
dIJ
=
(%}
=
2 <
o 0
=
0
D=
S 2
° =
o Q
= @D
~ =
w

/2 v/d Auedwod ayy 01 sBuipeal |Nyssaans windy | 2'T'T
v/d (Inyssaoons 41) Buipeal urelqo | 9'T'T
v/d (AJessa2au UaYM) 18pJo 20| B BAIBIRY | S'T'T
v/d speal [e19ads ay} Joy Juswiulodde ue 8jnpayds 0} JBWOISNI 8y} 19BIU0D

(1 'D 'V "d) sispjoyaqers

abpraqu3

BulpueH |1eD
991A19S 79 Aousbasw3

S32IAJ3S SUOID3]|0D

uonessiuWpY Buljig
79 sallinbu| [eJauss)

pue Buipg ‘Buljig

[84mua00y uou]
dSHIN /Buipeay 191N

SeNIANOY

ONIAV3d d313IN

AN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

8¢T

UOISSNISIP 40} el — [eNUaPLU0D dOT

diysaaumo ul
abueyo e si 819yl aaaym Buipead asyaw Jeuly e Buia|dwod ul paAjoAUl SBITIAIOR By L

sbulpeay 1NQO 9AOIA / U] SAOIN

v/d 110 “Jswoisn) Aq paisanbal se sjnpayos Jejnbal Jo apisino syuswuliodde [e1oads s1euIplo-0) | /1T
sdnoJb jeuonesado 01 anquIsIp pue peojdn wol) suondadxs U0S 'SIO | ...
v/ I3 @93 01 speojdn pue JaPIACId 821AI9S Bulpeay Jala|N WOJ) YI.g S3|l) JOpJO YIOM aAI909Y vl
| v/d Auedwo) 01 paureigo sBuipeal Jo 3|y uindy | S¥'T
AousBusws | . .
Vi Ue JO 8Sed Ul |[ed 10 swajqoid 1odai pue ainided '28yd A1ajes [enSIA B WI0ad v
v/d (suonipuod Ja1aw ‘uonedo] Ja1aw B a) uonewsoyul Juauilad Jsyio pue Buipeal urelqo | ST
v/d uonsjdwod pIaly 1oy speal %9ayd / [e193ds JO 9|1} B 9AI993Y | 7' T
| v/d uonajdwod pialy 1oy sarep J1319ads 10} d'S WOL) SISPIO0 YoM peal [e10ads 10enx3 | T'7'T

V/d

‘Buipea. 1s1sw
snolnaad e AJ149A 01 sBulpead Ja1sw d0y pe Bunajdwod ul paAjoAUl S3ITIAIIIR 8y |

sbuipeay 29y / |e1oads

paJinbal se siaplo abueyoxa anssi pue a1ebsaAul ‘SadINsp
playpuey Buipeas 1a18w Aduanbaly oipeld pue syun | ¥3 Aljne) 1odas pue Apnuspi

AN

V/d

siseq Ajrep e uo waisAs papinoid Auedwo) ayy ybnouayl sbuipeas
Ja1aW | Y3 Mau ay) peo| pue sBuipeas Jalsw ] 43 pa1ajdwod syl aAladal pue puas

TeT

(1 'D 'V "d) sispjoyaqers

abpraqu3
BulpueH |1eD

Aousnbauy o1peu ybnoayy spead aalaw Buliinbae ul paAjoAul S3ITIAIR 8y |

SeNIANOY

991A19S 79 Aousbasw3
S9JIAJ8S SUOI129]|0D

uonessiuWpY Buljig
79 sallinbu| [eJauss)
pue buiig ‘bulg

9
> >
dﬂu
dIJ
=
(%}
=
2 <
o 0
=
0
D=
S 2
° =
o Q
= @D
~ =
w

[84mua00y uou]
dSHIN /Buipeay 191N

ONIAV3d d313IN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

6¢T

UOISSNISIP 40} el — [eNUaPLU0D dOT

V/d

smels pa1e|dwod e yum Japio yJom aepdn pue 198UU0dsIp Buluunp wiogiad

¢LT

V/d

uona|dwod pials 10j SI9PIO HI0|PaY JO 3]l) B 9AI909Y

TLT

JuswAed-uou J0J $32IAIBS BuITRUILLIB)Y Ul PAAJOAUI SAINIAILOR 8y |

JUsWAed-UON 40 32IAI8S JO UOIRUILLID| 10) S0 4818N

Vo1

| vy Auedwo) 01 pauteiqo sbuipeal yum siapio Jo o)1} uiniay
Aouabiawa ue Jo ased eoT
Vi Ul []9 J0 J318W 8yl yum swisjgoid 1odas pue ainided 98yd A1ajes [ensIA B WI0ad
(suonipuod Jslew ‘uoieIo| | _. .
Vi 118w "68) uonew.oul usunJad Jayio Aue urelgo pue ‘Jalew 320] ‘Buipeal urelgo ¢ot
v/d uona|dwod pIaly 10} SI3PI0 40| JO 3|14 B dAIRIY | T'O'T

90| 4818W pue Buipead 4818w [eul) e Bunsjdwod ul PaAjoAUl SSIIAIDE 8L

$3207] 4318|A pue sBuipeay |eui

1
>
©
=}
(%}
job)
=
o
-]
wn
C
©
©
(@]
=
2

O
=
>0
D
J
w
®
e
s.
o
@
U
A
(@)
s.
Q.
)
o
w

| v/d Auedwo) 01 pauleiqo sbuipeal ylm s1apio Jo afiy uiney | ¥'G'T
Aouablawa ue Joaseo | . .
Vi Ul |]B2 10 Ja1aw ay) yum swisjgoud podai pue aimde) 32ayd A1a)es [ensIA e Wiogiad €st
vy (suonipuod Jaisw ‘uoiedo| Jaraw "6-8) uonew.oyul uauiad Jaylo pue Buipeal ulelqo | Z'S'T
V/4 uo118|dwod pIaly 10} SIBPIO0 ¥I0JUN PUE XI0] JO B]1} B dAIBIDY

(1 'D 'V "d) sispjoyaqers

abpraqu3

BulpueH |1eD
991A19S 79 Aousbasw3

S32IAJ3S SUOID3]|0D

uonessiuWpY Buljig
79 sallinbu| [eJauss)

pue Buipg ‘Buljig

[84mua00y uou]
dSHIN /Buipeay 191N

SeNIANOY

ONIAV3d d313IN

7aT1




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

0cT

UOISSNISIP 40} el — [eNUaPLU0D dOT

wreaboud A3y Buipeal 1s15W J1aw01snd ayl Buibeuew ul paAjoAUl SBITIAIIDR YL

weabouad Aoy Buipeay Ja19N

| v/ Auedwo) 01 pallajsue.y elep Bulpeas Jsjaw Jo AoeIndde ajepljeA 0 $28Yd Ajlep wiojad | §'8'T
| v/d SaNssI 1aWolsnd Apawal 03 SHSIA UOIJR)SITeS JaW0ISnd AIosIAIadNS wiopad | ¥'8'T
sIseq sNonupuUod | . .
_ Vi e uo Aoeinade Bulpeal alenjens 01 uoledlylian Buipeal Js1aw A1osiAIadns Wioad €8l
S| | \V4 Adoeinaoe Joy sbulpeal 1591 19NpUOI pue SadiAap Bulpeas Jajaw 01 seyepdn atemuwily Ajddy | Z2'8°T
Vv/d palinbal se NOY LI YNM S321Aap playpuey 0} Jredal 8jeulpiood | T'8'T

Buipeaa Jajaw 10}
$855920.4d soueuansse Aijenb Bunuswsa|dwi pue Buluueld ul PaAJOAUL SBINIAILOE 8y L

aoueanssy Alljend Buipeay 1819IN

9
> >
dﬂu
dIJ
=
(%}
=
2 <
o 0
=
0
D=
S 2
° =
o Q
= @D
~ =
w

| vy Auedwo) 0] paurelqo sBuipeas Ylim sIapJo Jo ajiy uiney | 9°2°T
Aouabiawa ue JO ased Ul |[ed 10 Ja1ew ay) &)
v/d yum swsjgo.d 1iodas pue aimded *(8]q1ssadde Si Jalaw JI) %93y2 A1ajes [ensIA e Wiogiad
abpuqu3 Aq papinodd | . .
2 _ Vi A3y anjen Buisn anjen Buisojo Ag a91A18S a1eUIWLIA] ‘9]ge[IRAR 10U SI J31aW 0] SS8J98 J| Vil
(suonipuos
o) I v/d Ja1aw ‘uonedoy Jalaw "6-9) uoiewopul usuiad Jaylo Aue urelqo pue ‘ad1Asp Bupjdol | €11

abpraqu3

BulpueH |1eD
991A19S 79 Aousbasw3

S9JIAJ8S SUOI129]|0D
uonessiuWpY Buljig
79 sallinbu| [eJauss)

pue bulig ‘bulpng
[84mua00y uou]
dSHIN /Buipeay J818|N

papinoid abprqu3 Buisn Ja1aw 320] ‘Bulpeal urelgO ‘s|ge|IeAR SI J31aW 0] SS8JJ. ||

SeNIANOY

ONIAV3d d313IN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

€T UOISSNISIP 40} el — [eNUaPLU0D dOT

ONIT11d 1 IHAIVIN SSVIN

I v/d uolrewIoful Aay Jawoisnd o1 sarepdn palinbal Aue jo Japinold Burjjig waoul | G'6°'T
v/d 901A3p 96.10IS PaXI0] pUR 3INJ3S B U SA3Y UIRIUIRIA | ¥7'6'T
v/d speal A|iep Joj pasinbal se skay urelqo | €6'T
v/d Jajsue.y diysiaumo Jo awil Je SA8) 0 UOIIINIISAP IO UINIal 81eUIPJ00D | 2'6'T
sBulpeal Ja1aw Ajyiuow-1q ayy Joy Ay e | _. .
Vi apIA0Jd 01 SBUSIM JBLLIOISND PUB 3]qISSAIIRUI SI Ja18W BIaYM SIBWO0ISNI WO} SASY UreIqo 16T

(1 'D 'V "d) sispjoyaqers

SeNIANOY

abpraqu3
BulpueH |1eD
991A19S 79 Aousbasw3
S9JIA9S SU0I123]|0D
uonessiuWpY Buljig
79 sallinbu| [eJauss)
pue buljig ‘Bulng
[8amusdoy uou]
dSHIN /Buipesy J818N

9
> >
dﬂu
dIJ
=
(%}
=
2 <
o 0
=
0
D=
S 2
° =
o Q
= @D
~ =
w

ONIAV3d d313IN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

49

UOISSNISIP 40} el — [eNUaPLU0D dOT

v/d | 3|qel a1el urelurew pue Aeanade AJLiaA ‘sabueyd alel arepdn 1T

V/d | S19 ut 8npayds Buljig pue Buipess ay) ureyurew pue peojdn VT

v/ | S19D 01 sqol Buipeal Jayow anoidde pue AJsA 1T

e \v4 | sgol Buipeal Ja1aw Jo uonejidwod uny YA
110 v/ 3|npayds Buljig pue Buipeas Ajyuow sy exepdn pue dojansQ 112

119 8Y1 Buire|Nofed Ul PaAjoAUI SBIAROR Y L

uonendfed ||id
(018 ‘uoIEWIO}UI 19810

V/d ‘Sap02J a1eJ ‘sawreu) palinbal Se UOIJeWLIOUT JUNOJJR Jawolsnd arepdn G0¢
sasod.nd 10€1U09 JaWwo1sNd
Vv/d pale|aJ 11paJd pue Buljjiq 10§ UoIIeWIOLUI UOITedIJuUapI Jawoisnd 1sanbay oz
v/ ©LI811ID YS1 paiyioads Auedwo) Jad se pasinbai Ji 11sodap A114n2as 1senbay €0z
S1uawialinbal
v/d A111n28S aUIWIB1EP 0] JBPJO Ul SIBLI0ISNI MaU 10} M3IA3I 11pald e 1sanbay 2072
wswuedaq UswWyIeNny Jawosn)
v/d 112 Auedwo) 01 uoljewopul 8j9A9 Bulpeal Ja1aw pue Buljjig 8yl apIAcid 102

0
> >
dn.U
dJ
=
(@l
=
2 <.
o 0
5 @
w3
c
(@]
©
< =
o Qo
= @
~ =
w

(1D 'V ‘Y) sisploysxels

abpriqu3

BuljpueH |0
991IAJ8S 79 Aouabiawg

S32IAJS SUOID9]|0D

uonessiuIWpPY Bul|ig

79 saldInbu| [edsuss
pue Bulg ‘bulyig

dSHIN /Buipeay J818N

010334 JUN0JJe Mau dn-135

SPJ03Ja. JuNnodJJe ulejulew pue Mmau dn 18

SeNIANOY




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

€eT

UOISSNISIP 40} el — [eNUaPLU0D dOT

v/d SJUN0J9® 0] SUOIJBSUR) [enuew 1S0d GTTZ

Vv/d | S1UN0JJ. 0] SUONJBSUeL] 1S0d YTTZ

v/d | pajuasaid A|[ea1uoi199a /pajulid aq 01 S|j1q Jawolsnd JO 3j1) Ajrep a1eal)d eTTe
uonnjosal

v/ | anssi pue ‘Buinpayas ‘unJ yareq Joj oddng uoirealjddy yum adepiaiu| AR A
Buifig rea1jako

v/d | Allep JO anjeA Jejjop [e10] 8y} 10} Jabpa] [elauas) ayl 01 UOIIJBSURI] B puUssS 1TT2
Aujenb uorenojed

| v/d 1119 10} s2dA) JunoaIe snoLieA Jo (S|J1g 1s81) ajdwes wopuel e MaIAaY 0T'Te

S| \4 SNoLJeA JO S|[1g 1591 Jo ajduies wopuel e 1sanbay 612

Vv/d | sabessaw |]1q U0 palds|as oy sadA) Junoade Be|4 pue Ajluap| T2

Vv/d | suasul Buljjig pa129)as Joy sadA1 Junodae Be|4 pue Ajuap| 1'T2
[11g 1Ua.LIND 31ea10 pue syuswnsnipe Ajdde ‘sjnpayas
v/d | ajel Ajdde ‘uonduwnsuod ayejnajes 01 Ajybiu uni si ssa20.ad yareq 1eyl AJLIBA

9
> >
dﬂu
dIJ
=
(%}
=
2 <
o 0
=
0
D=
S 2
° =S
o Q
= @D
~ =
w

sbprLiqu3

BuiipueH |1ed
991A18S 79 Aouabisw3

S32IAJ3S SUOID3]|0D

uonensiuiwpy Buipg
79 sallInbu| [edsuss

pue Buljjig ‘buljig
dSHIN /Bulpeay J818N

SeNIANOY

ONIT119 1L IHIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

veT uolssnasip 1o} Yelq — [enuspuod o3
o/l Vv/d $$800.d UONEZIIOYINE PaYSI|qeISe MO]|0- v'ET
| Vv/d (pungaa) upald ayy Jo Aoeunage ayl AJLIBA eee
UoISId3p punyal 0}
| Vv/d Jolid ssaippe 391A18S Mau 0] AlljIgeJajsuei] AJLIBA ‘S1IPaJd UN0dIJe [eul) 104 et
| v/d SJUN0JJE 8AI19E UO Spunyal o) 1s8nbas JawoIsnd ssasold 1€2
spunyaJ Buinssi pue Buissasoad ‘BulAjLIsA Ul PaAjOAUL SAITIAIIOR 8y L

19XJe Al SSeA - Juswiabeue punjay

v/ 111g abeisod ayy Aed 9'¢¢
abejusoiad
v/d AoeIndge ssaippe ylm Buljrew Jo Juswisiels Ajrep 1wqgns pue adnpoid G'2e
v/d I 1504 epeur) 0} (owsw) A3eINdJe JO JUSWSTRIS [enuUUe JIWgNS pue 8anpold v'ee
1/0 v/d SUOI1991109 SSaIPPE UM SpJ0dal Bulf|ig 19xJeIA SSelN arepdn €22
v/d I A2eIN2oe SS3IPPE Bulwexa 0} sodal aanpoid 22t
v/d I sarepdn apod [e150d 1504 epeURD Pa|NPayds sAladey 122
saled Buijrew X|ng 4o} spaepuels 1504 epeue) 01 Huipaodade
sassalppe Buljrew Buiurelurew pue Burisyyed ul PaAjoAUl SBINAIIDE 8y |

SeNIANOY

abpriqu3
BunpueH [1ed
991A18S 79 Aouabisw3
S92IAJ8S SUOI129]|0D
79 saluinbu| jedsuss
pue Buing ‘buljg

Q
—
>0
D
=
W
@D
=
=
[}
@D
o
=
o
=.
Qo
D
=
%

dSHIN /Buipesy Js18 N

1
>
©
=}
(%}
job)
=
o
-]
wn
C
©
©
(@]
=
2

uolesiuIWpY Bul|l

ONIT119 1L IHIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

GeT uoIssnasip 1o} Yelq — [enuspiyuod ao3d

| v/d Aanoe jo Arewwns Ajyiuow aedaid R

I paJinbau se suai abpriqu3 abreyosiq IR

I v/d sieak (/) uanas Joj (sa1dod paey) siema| JoAMe| SAIYIIY 9z
Bunum ui

I v/d JaAme| JopuaA ayl 01 suoljesiBal 8111 JO UOITEDIJII0U puUR Siealie apIA0id Gz
(320] |e21SAyd ‘prad Jaraw “'a°1) uoljewiopul

I Vv/d Jawiolsna ayepdn pue ‘diysisumo Jajsued] 0] 1sanbal dJom e 81eal)d Ve
(asanbas Auedwoooe

| v/d 1snw JuswAed :810N) 1sanbai JaAme| 1oy 93} JuswAed ssad0.ud pue 1291|100 ey
Aured ajenidoidde

I v/d Bunoejuod Aq papinoid si uolewIolul 313]dW0dUl 3IaYM SANSSI 9A|0SaY e
wa1sAs papinoid

I v/d JOpUBA 01Ul UBIS ‘UOITeLIOUl S1epI[eA pue a1ep A 110S ‘S1aNa] aAladay Tve

V/d

UOIeLWIIOUI USl| pue saea.te apiaoid pue 1aAme| 118 Jo 1senbal
U] 18 S19PJ0 9AO0L 43W01SNd BuIssao0ad Ul PaAJOAUI SBITIAIIDR BY L

juswiabeur|y 1o1197] JaAme]

Jawoisnd 03 Buljrew
10} JopuaA 01 1uss pue uonninsul jeroueuly Auedwod Aq panssi si anbay)

L'EC

uonnsul [eloueuly s,Auedwod ay) 01 a]1f J1U0III3|3 U. puas

9€¢

anbayd e ssad0.d
01 WalsAs uolewlogul Jawolsnd Auedwod ayp ul uondesuel) e aledaid

9
> >
dﬂu
dIJ
=
(%}
=
2 <
o 0
=
0
D=
S 2
° =S
o Q
= @D
~ =
w

sbprLiqu3

BuiipueH |1ed
991A18S 79 Aouabisw3

S32IAJ3S SUOID3]|0D

uonessiulwpY buljig

79 saluinbu| jedsuss
pue Buing ‘buljg

dSHIN /Buipesy Js18 N

SeNIANOY

ONIT119 1L IHIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

9T uoISSNaSIP 10} yeid — [eAUspLU0D AD3
v/d uonoae J10J Aured aeridosdde 03 sjjig Buljpuey [e1oads premio T1T'G6¢
v/d Buijrew o0y Joud Bupuey [e1vads asinbal 1eyy sjj1q 10S 0T'S2

(sx98y9 Auenb Japinoid uld |19 sepnjoul)

| Vv/d Ajjenb juswiuasaid pue juiid |1q 104 S|Iq 4O 9jdwes wWopuel & MaINSY
v/d uonoadsul [eaisAyd 1oj sadojaAus Jawo1snd Jo ajdwes e 19eiX3 8'G6¢C
| v/d sabessaw s||1q a1elidoidde sapnjoul s|jiq 16yl ALLIBA 1§
| v/d adojanus ayj ui suasul ayeridosdde apnjoul s|jiq 16yl ALLIBA 967
v/d sdojanus pue suasul ]1q papiacid Auedwod Jo A10jusAul UlRIUIRIA G'G¢

("1 Buijage| ‘Bulbexoed ‘sadAy

ploy ‘sadA1 ysiul) ‘azis ‘ssaudaIyl ‘)ybiram 1asu| 6°8) uoniasul |ji1g arel|ioe)
v/d I 01 SuOIIea14193ds JapInold 891AJ8S Buljjig 01 Buipodde suasul apIncid v'SC
v/ swioy 8||redg /youai /yst|Bu3 uo |jiq Jawoisnd Julld £4¢
v/ [ Japinod |119-2 01 3|1} |11g-2 Ajtlep puss | Z'GC
I v/ S]11g 91U04398]8 pue pajulid JawolsnI JO |14 Ajlep aAIadaY 162

9
> >
dﬂu
dIJ
=
(%}
=
2 <
o 0
=
0
D=
S 2
° =S
o Q
= @D
~ =
w

sbprLiqu3

BuiipueH |1ed
991A18S 79 Aouabisw3

S32IAJ3S SUOID3]|0D

uoneisiuiwpy bulg
79 saluinbu| jedsuss
pue Burig ‘Bulpg

dSHIN /Buipesy Js18 N

$921A18s Bulj|igs pa1soy 1o saded Joj ajjreag 410 youai4
‘ysnBuz ui - A1aA1j9p pue uondnpoud |[1g Ul PAAJOAUL SAILIAIDE 8y |

Adanljp@ pue uononpoad ||ig

SeNIANOY

ONIT119 1L IHIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226

Exhibit B
Tab 4

Schedule 3

LET

UoISSNISIp 10J eI — [RIUBPILUOD

ass

V/d

V/d

SIseq A[X9aM & U0 WalsAs uolewlojul
Jawoisna Auedwo) o1 ayepdn pue ‘Japiaoid Buissaooid uswAed paoinos
JopuaA woJy suonedljdde Qvd paziioyine Jo 3|14 21U0I1I8|9 dAI9IY

uonessiulwpy (avd) weaboid 1gaq paziioyine-aid
SJ13wWo3sng |Je 404 syuswAed Buissadoad ul panjoAul SAITIAIIOR 8y L

Buisse204d JuswAed

(0190 ‘seanou ‘siema] ‘suswiarels ‘sadojanus
‘swioy |1q “*6°9) swloy paiyioads Auedwo) a101s pue ‘Y201s ‘ulld

1,7¢

179¢

paJinbal se sadiA8s JuLId 3pIACId

S9JIAUSS Julld

v/d sdojaAusa pue suasul [[i1g Ajyiuow Jo Alojuanul Joy aoeds abelols ulelureiy 8T'G'C

(sadojanua uinjal pue sadojanua
v/d Burrew ‘swioy |[1q) SWJoy [[1g 18XJeIN SSBIA JO AlojusAul abeueip JAR WA
I v/d 1504 epeur) 01 punoJeuin] AIBAIIBP |1q uo Lodal Ajyiuow aeald | 9T°G'¢
v/d 1504 epeur) 01 Alanljep abuely GT'G¢
I v/Y [rew JejnBas 1oy Buljrew Jo JUBWaYelS 8yl areald |  $1°'G¢C
v/d S||1q a|puey [e12ads uo abelsod ayeridoidde X1 €192

1
>
©
=}
(%}
job)
=
o
-]
wn
C
©
©
(@]
=
2

Q
—
>0
D
=
W
@D
=
=
[}
@D
o
=
o
=.
Qo
D
=
%

(I

sbprLiqu3

0

A

BuiipueH |1ed
991A18S 79 Aouabisw3

o)

slapjoyayels

S32IAJ3S SUOID3]|0D

‘Bunng

79 saluinbu| jedsuss
pue Bulg

uonessiulwpY buljig

dSHIN /Buipesy Js18 N

suasul ajeridoidde pue sjjig Buljpuey Je19ads yum sadojaaus Jns Ajjenuep

SeNIANOY

ONIT119 1L IHIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

8¢CT

UOISSNISIP 40} el — [eNUaPLU0D dOT

uonensiuiwpy (dvd) weaboad JuswAed paziioyine-aid

(1D 'V ‘Y) sisploysxels

9
> >
dﬁ_u
dIJ
=
(%}
=
2 <.
o 0
=
0
D=
S 2
S =
o Q
= @D
~ =
w

BurjpueH |1ed
901A8S 79 Aousbasw3
$39IAJ8S SU0I193]|0D
uonesiulwpy bulpg
79 sallInbu| [eJauss)

pue Buing ‘buljg
dSHIA /Buipesy 1818|N

SeNIANOY

ONIT119 1L IHIVIN SSVIN

(991n48S Jaysuell/|aourd/puadsns
‘uollewoUI Yueq “B'a) UoITRWIOUI PaSIA AUk UlIM
Vv/d WIA)SAS uoljewojul Jawolsnd Auedwod ayp Ul JUnodge Jawoishd ajepdn 0T'L'?
AJlep walsAs uoljewIoul JBWOoIsSnI
| v/d Auedwo) ay1 0] passadoid sjunowe Qv d 01 1sodap Mueq aj12uo0dsy 6,C
"91ep anp a8y} U0 WSISAS UOITRWIOUI JaWOISNI
v/d I Auedw o9 ay) ul JunoaJe S JawoIsnd ajepdn 03 aj1) JuawAed $s320.1d 8¢
uonnuisul
v S| [e1ouRULY 8Y) 0] ‘palliWIsSuURI] SJUNoWe Qv d 40 uonel|1auodal Ajieq 1’12
v pS| s9INJ (WdD) UoneIdossy uawAed ueipeued yum Ajdwo)d 9/.C
JuawiasInquuial 10y
Swield pue saIndsip J8WoIsnd ‘uoliewogul Yueq 19a1109ul Buipaehial s108la1
v/d uonnsui [eraueuly Buipnjoul ‘swajqold JuswAed Qv d Ajyluow anjosay G2
uoIIBWLIoLUI JUNOJJE 10 Bumjueq
v/d 1021100U1 0} anp passado.d aq Jouued Jeyl suoiedijdde Qvd aAj0SaY V.12
Ado9 puey 1o) poriad Aloinjels uo paseq
v/d anbaya proa Buipnjoul suonealjdde Qyd Jawolsnd Jo sa1dod pJey aAlydIy A
3Inpayas Buljjig sy Jad se siseq
AJrep e uo uonnsul [eloueul sAuedwo) 01 a1} Qv d Nwsue) pue atedald




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

6€T

UOISSNISIP 40} el — [eNUaPLU0D dOT

S1UN022Y 13XJe|A Sse|A 404 Buissasoad juawAed

(8211485 Jajsuely/jaaued/puadsns
‘uollewoUl Yueq “B'a) UoITRWIOUI PaSIA AUk UlIM
v/d WIISAS UoIjew.Iojul Jawoisnd Auedwo) syl ul Junodoe Jswoisnd axepdn | T2°2°C
Ajrep wia1sAs uolrewogul Jawoisnd
| v/d Auedwo) sy 01 passado.d siunowe 4vd 03 1sodap yueq a]19u028y 0z'Le
"91ep anp 8y} UO WaISAS UOITeWIOUl JBWOISNI
v/d Auedw o9 ay) ul Junoae s JawoIsnd ajepdn 03 aj1) JuawAed $s320.1d 6T'L'C
\4 o uonnINsUI [erouBUL Y 0} ‘papIUsSURI) SJUNoWe dyd Jo uoneljiouodal Ajleq | 8122
\4 o sa|nJ (Y dD) uoneloossy uawAed ueipeued yum Ajdwod | 9T°2°C
JuawWasINgquiIal 10}
SWIed pue $aIndsip Jawolsnd ‘uolew.lojul yueq 1931100ul Buipaebal s10a(al
v/d uonnsul jeroueuly Buipnjoul ‘swajqoad wwswAed dvd Ajyiuow anjosay GT'L'C
uollewIoUI JUN0Je J0 Bupjueq
v/d 1991100U1 01 anp passad0.d aq Jouued Jey suonesijdde dd anjossy | tvT1°L'C
Ado2 paey o) poriad A101n1eIS UO paseq
v/d anbaya proa Buipnjoul suonedljdde dvd Jawolsnd Jo sa1dod piey aAIydly | S£T°.°C
a|npayas Buijfig ayp Jad se siseq
v/d I AJ1ep e uo uonniisui fe1dueuly s,Auedwo) 01 3|1 dvd Hwsuel) pue aledald AN
siseq Apjoam e uo walsAs uonew.ojul
Jawoisno Auedwo) 01 ayepdn pue ‘Japiaoid Buissasoid uswAed
P221N0S J0pusA Woly suonedljdde dyd paziioyine Jo 8|1} 91U0J1I3]8 aAIBI8Y

9
> >
dﬁ_u
dIJ
=
(%}
=
2 <.
o 0
=
0
D=
S 2
S =
o Q
= @D
~ =
w

BurjpueH |1ed
901A8S 79 Aousbasw3
$39IAJ8S SU0I193]|0D
uonesiulwpy bulpg
79 sallInbu| [eJauss)

pue Buing ‘buljg
dSHIA /Buipesy 1818|N

SeNIANOY

ONIT119 1L IHIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

9
> >
dﬂu
dIJ
=
(%}
=
2 <
o 0
=
0
D=
S 2
° =S
o Q
= @D
~ =
w

orT uolssnasip 1oj Yeid — [eluspiyuod ao3
v/d UN022Y Yueg sy} ul spsodap 01 saj1y JuswAed 1sodap-uou a[12u0d8Yy vel'e
111 3y 40 uorKod JaWwolsnd ay} YHm papiwgns siuswAed yueq 1o ‘Jsquinu
1UN0J2. pIjeAUl Ue Ylm sjuswAed 21U01198]8 ‘IBgUINU JUNOJIL OU LYIIM
v/d sanbayo 63 ‘Hunsod 03 Jonid 1n220 yaIym suondadaxa JuswAed abeuey €e)'e
| v/d sa|1) JuawAed 03 susodap Mueq a]19u0day AN
1UN029® Yueq s,Auedw o) ay) 01 paliajsuell
| v/d anjeA Jejjop ay1 Ajrep uawiredsp Ainsean sAuedwo) 03 aleolunwwWo) | TE.'C
v/d paisod Aj193.1100ul Usaq aney Aew ey siuswAed uo dn mojjo4 0£,'2
v/d (4aquinu Juno23e 19a4100ul “*6'8) syuswAed ajgeisodun anjosey 6212
v/d (swall 4SN “'68) suiniad A d pue senbayd pau.inial abeuely 82°1'C
v/d sauljapInb paiyioads Auedwo) Buisn sanbays palep-1sod abeue|y 1212
wig)sAs uolewIojul
| v/d Jawoisnd s, Auedwo) ui palsod syuswAed 0] panlagal siuswAed a[10u029y 92'1'¢
WIA)SAS uoIjewIoUI
Jawoisna s,Auedwo) ul SjuUNo9de Jawoisnd 01 sjuawAed 1sod Ajjenuew pue
v/d Jopuan Buissadoid juswAed woiy sjuswAed [enuew anosdde pue anladay YA A
WalsAs
uoIjewoul JaWwoIsng s,Auedwo) ul SJUNnoIde Jswolsnd 0} sjuawAed 1sod
v/d | pue JopusA Buissaso.d JuswAed woly o)1) JuswAed snoidde pue aA1gd8Yy ve'le
v/d uonNuIsul [eroueuly s,Auedwo) ayl Ul Xxoq 20| 1isodap JO SIUBJU0D SS8d0ld | €2°/°C
v/d X0g 32140 150d S.Auedwo) wou) syuswAed 1aw0Isnd analey YA

(1D 'V ‘Y) sisploysxels

sbprLiqu3

BuiipueH |1ed
991A18S 79 Aouabisw3

S32IAJ3S SUOID3]|0D

uonessiulwpY buljig

79 sallInbu| [edsuss

pue Buing ‘buljg

dSHIN /Buipesy Js18 N

SeNIANOY

ONIT119 1L IHIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

114"

UOISSNISIP 40} el — [eNUaPLU0D dOT

v/

19PIN0d 82IAJBS 0] UOITeW0jul paburyd/Mau a1edlIunwiwo)

UOITeIIUNWIWOD 34eD 13wWwolsnd

palinbai se synsaJ (J]ed 1o Ja1a]) 193RI SSEIAl YIIM 81ed1unliwo)

€6°¢

V/d

T'6°2 ul sdais ayy
wJoyiad 0 patinbai (019 ‘uonesiiion uswdinba ‘speas Jalaw [e1aads B a)
uollBWLIoUI [eUOIIPPE UIRIGO 0] 153nhal JapJo XI0M 133JeW SSew anss|

c6¢

V/d

"painbal se |1q pa193.1109 & 8onpoud pue (‘019

‘sBulig annaeonal ‘suonaesuey asjdwodur ‘uondwnsuod Buiiodas sislw
pax20] ‘sia1aw A1jney pa1oadsns ‘spjoysalyl 8oue.s|ol Buipaadxa syunowe
111q “*6°8) |]1q 8Y1 1981109 0] J3pPJO Ul Suoldaoxa Bul||iq 19)Jew ssew JoAA

176°¢

sjuswisnlpy pue suondaox3 Buljjig abeuen

siuawisnlpy pue BulpueH uondsax3 buljjg

Vv/d | aoueleq ueld |jelano uo Hodas Arewwns apiAold €8¢
Buifig parewnss ‘sa abesn [enioe souejeq

v/d 110 01 (Ma1Aa1 pus JeaA Buipnjoul) Jeak Jad sawil € SMAINAL 499 JaISIUIWpY '8¢
UOI1B||93URD ‘UOIIRIILIPOW

v/d ‘dn-13s Buipnjoul 499 ay ui uoiredioiled JBWIOISND JBISIUILLPY 182

1
>
=)
o
Q
QD
=
o
=)
w
c
=}
o
o
=
—~

(1D 'V ‘Y) sisploysxels

sbprLiqu3

Q
—
>0
D
=
W
@D
=
=
[}
@D
o
=
o
=.
Qo
D
=
%

BuiipueH |1ed
991A18S 79 Aouabisw3

S32IAJ3S SUOID3]|0D

uonessiulwpY buljig

79 saluinbu| jedsuss
pue Buing ‘buljg

dSHIN /Buipesy Js18 N

(dgg) ue|d Buijjig 186png Js1SIUILIPY
ueld Buijig 1e6png

SeNIANOY

ONIT119 1L IHIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

T uoISSNOSIP 40§ el — [eNUPLIU0D 93

v/d _ (51) sydisoai xey anss| | €TT'C
sauljapinb

Vv/d | Auedwo? Jad JUN0IJE JBWIOISND HPaID pue ISaIB)ul A1UND8S aXeInded | ¢2'TT'C

v S| Ajyuow 1sodap A11indas mau [e10) 11odal pue a]19u0day TITC

wreabo.d usodap A114n2as ay1 Bulaaisiuiuupe ul PaAjoAUl SAINIAIDR 8y |

uoneisiulwpy Hsodsq A11uandss
(1auuosiad uren ‘sabueyd

v S| ssa20.d / swiaisAs) Auedwo) ayr Aq panoidde suonnjos ayedunwwo)d | §0T'2
suonnjos dojanap 01 Auedwo) ayp
o)l v/d YU AJSA1IRIO0RI[0 YJOM PUR ‘SpuaJ) anssi Jawolsnd Jodal pue Aynuapl | +¥0T'C
| Vv/d €0T¢
"(T°0T"Z 99s) saaAo|dwia J1apIn0Id 321AI8S 01 abpliqu3
Aq pareaiunwiwod sabueyd JUSLIUOIIAUS SSaulsng [eJauab pue ‘sweiboud
Buneyew ‘ssonoe.d ‘sa1oijod ‘spepuels 01 serepdn urejdxa pue JaAlIRQ
JeI1s Jspinoid
I v/d 92IAI8S M3N Pa1daye 0] UoledIuNwWWod paleniul Auedwo) iseapeolg | 2012

JUSWIUOJIAUBS Ssaulsng [elauab pue sweiboid Bunaxrew
‘saanoeud ‘salaljod ‘spepuels 0] satepdn Aue Jo Japinoid ad1A1as AJoN

SeNIANOY

abpriqu3
BurjpueH |1ed
991A18S 79 Aouabisw3
S3JIAI3S SUOI93]|0D
79 salInbu| [edsusD

Q
—
>0
D
=
W
@D
=
=
[}
@D
o
=
o
=.
Qo
D
=
%

uoneisiuiwpy bulg
pue Buljjig ‘buljig
dSHIN /Bulpeay J818N

1
>
©
=}
(%}
job)
=
o
-]
wn
C
©
©
(@]
=
2

ONIT119 1L IHIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

274 uolssnasip 1oj Yeid — [eluspiyuod ao3

v/d I 19pIN0Id 921AISS Japeay Jo1aA 01 91} SBTeWIISS SAIINISSU0D PUsS | /'2T'C
sdnoJb jeuoijesado 01 ANQLISIP
pue peojdn wo.j suondadxs U0S "WaISAS uolewoul JawoIsnd 03 speojdn

v/ /0 v/d pUB I3PINOI- 321AIS Buipeay Ja1a| WOJL) YI.q S|1j JOpJ0 YIOM aAI898Y | 9'2T'C
lapinoid
90IAJaS Buipeay Ja1ap\ 01 puas pue (S320]pal ‘s420] ‘soquiod ‘sfe1dads)

I I v/d salep 21419ads 10} WaISAS UOITRWIOLUI JBWOISNI WOU) SIBPJ0 MJOM 10enxT | G212
JapInoid adInles

vy /0 /0 lapeay Ja1a|\ 01 Speal [ensIA [enuue ] ¥3 0} 8|Npayds puas pue aredald | +'21°2

v/d | (219 318 anQ ‘sa1eq 99463 H9) sigweled S| Indu| AN
S1D oI panndul pue

10 VI 10 pauIn}al aJe ‘I8PIN0Id 80IAISS Bulpeay Jsls|N 01 uss 8|l 1D IR AMIBA | 22T°C
31942 Buljjig 1xau

vy /0 /0 10} Japinoid ad1ales Bulpeay Jala|A 01 Speal pajnpayds puas pue anoclddy |  T'2T°2

V/d

Buipeay 4918|A UI PSAJOAUI SBITIAILIR 32110 X9eq ay_L

uonesIuILpPY Buipesy 4819\

BLI911IO paly1oads
Auedw o) Buipiodoe Ajjenuew sunodde 0] s)paJd sodap A11undas Ajddy

ST1T¢

2119110

paioads Auedwo? Buipioade sjunodde 03 SuPatd usodsp A1undas Ajddy

sbprLiqu3

9
> >
dﬂu
dIJ
=
(%}
=
2 <
o 0
=
0
D=
S 2
° =S
o Q
= @D
~ =
w

BuiipueH |1ed
991A18S 79 Aouabisw3

S32IAJ3S SUOID3]|0D

uonessiulwpY buljig

79 saluinbu| jedsuss
pue Buing ‘buljg

dSHIN /Buipesy Js18 N

SeNIANOY

ONIT119 1L IHIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

T uolssnasip 1o} Yelq — [enuspuod o3
(pasnbai J1 ‘J1apIn0Id 92IAISS
| v/d 2 lopeay JB1BIAl U1IM YJOM) SaNSSI JaWIOISNI Pale|eIss aA|0Sal pue dA1edaY | 6T'2T'2
| Vv/d s19b4e1 WIS pue awil Be| uo Bunodal Buipeas Jalaw yum abpriqu3 apinocld | 8T'ZT'C
v/d 119 31eMY0S 10 AJIAIIOBUUOD YIIM SaNsSI [eaIUyda) Aue aAjosayY | /T'2T2
Vv/d "WdIsAs SYAIN dre1edO | 9T'2T'C
qT¢l’¢
v/d pajrew pue paonpoud aJe $1a113] S1eWIIS AIINIASU0D Tyl AJUBA | vT°2T2
| v/d I UOIIeWLIOLUI 81BWIISS BAIINJ3SU0D Lodal pue yoel] | €T°ZT2
v/d I I SI913| 81BWIISE SAIINJASUOD [IeW PUe 1I0S ‘BA1809Y | ZT°2T'Z
v/d I paJinbai J1 o1joga. Buipnjoul $8IN04 Mau 0} slunodde ublissy | TT°ZT°2Z
V/d [ SID Ojul Jajsuel) pue |lewadlon YAl equdsuel ] | 0TCTC
pauodal Usaq aney Sapo2 |qnoJl
Kyayes 104j0 10  ses [[ows, Aue AJuo A Auedwoo,eare 9jeridoidde 0y spuss
| v/d pue SYAIN wody (sselb uaxoiq — suiodal apod ajqno.y) suodas peojumoq 6212
lapinoid
80IAI3S Buipeay JBIBIAl W04} SBTRWIISS 8AIIN28SUOD Pale|dwod aAIaday

sbprLiqu3

9
> >
dﬂu
dIJ
=
(%}
=
2 <
o 0
=
0
D=
S 2
° =S
o Q
= @D
~ =
w

BuiipueH |1ed
991A18S 79 Aouabisw3

S32IAJ3S SUOID3]|0D

uonessiulwpY buljig

79 sallInbu| [edsuss

pue Buing ‘buljg

dSHIN /Buipesy Js18 N

SeNIANOY

ONIT119 1L IHIVIN SSVIN




MASS MARKET BILLING

1oddng uoneoljddy -
S13PIN0Id 3DIALBS 41310

sbprLiqu3

BuilpueH [1ed
991A18S 79 Aouabisw3

S32IAJ3S SUOID3]|0D

uoneisiuiwpy bulg
79 saluinbu| jedsuss
pue Burig ‘Bulpg

dSHIN /Buipesy Js18 N

Activities

=
@)
<
2
N
(%]
o
[<B)
=
o
<
(3]
X
©
+—
w

2.12.20 | Complete all Meter Reading correspondence received from customer

Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

145

EGD Confidential — Draft for discussion



Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

1
>
K=}
©
o
jsb)
=
o
S
w
c
=}
o
o
=
~t

®)
=
>
@D
=
w
D
=
=
Q
D
o
=
o
=
Q
@D
=
%

T uoIssnasip 1oj e — [elusplyuod a3
v/Y (91epdn ‘dn moj|o4 ‘@3e|N) stuswaduedle JuswAed a3eue|p 8'1'€
1/2 v/d 1/2 SJUNO0JJe paINdsIp SA|0SDY L'T€E
v/ 8'€ U01199S 01 4943 - (pPUNOgINQ / punoqui) SuljpueH |[eJ Uo13||0) 9'T°€
(92130U USLIIIM BUO|EPUE]S JO ‘JUBWleISs/||Iq Alyluow uo .
v/d papnjoul ““3'9) udiedwed 4ad se sa2110U Siealle |lew pue ‘npo.d sTe
J3pPINOIJ 3DIAIBS .
Z /3 0} puds pue waisAs papinosd Auedwo) ayi ui ugiedwe) dn 3135 vie
v/Y v/ Y A333e43S ||eJan0 ylim uije pue sudiedwed |edi3oel dojanaq €'T°€
(019 ‘so8ueyd a31kJ ‘SUOIIPUOD JIWOUOID ‘SUOIIBLIBA
2/V Y |euoseas “8°9) s1010e4 SulduaN Ul JBPISUOD pue ‘SaAINI[qo TT'E
pue s|eo3 ||eJan0 aA31Yde 0} s31891e43S SUOI3D9||0d dojanaQ
siseq Ajlep e uo
v/d Iseq Ajlep I'T'e

(1 'D 'V ‘d) sispjoyaxers

abpriqu3

BuljpueH [1ed
901A19S 7 Aouabasw3

S32IAI3S SUOIY3|[0D

uonesIuIWpPY Bu|ig

79 seldInbuy [easuso
pue Buiig ‘Bulng
dSHIN /Buipesay J818|N

sa110891e0 sJeause SuiSe ay3 JO Yoea ul Sjunowe 3|gqeAladal aie|nge |

Sujuue|d A19n0334 pue uoljeuIwidldp sieday

A13n0234 uon9||0d
9A1129J3 SulnNsua pue siealse SuiSeuew ul PIAJOAUI SIIMAIDE dY ]

SJUN022Y 13)Je[A] SSBIAl JO UOIIB||I0D) T'€

SSIMAIOY

SNOILD31TT10OD AHANNS ¥ LIHNIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

A uoIssnasip 1oj e — [elusplyuod a3

v/Y [IbW pauin1al uo sa2in1as bujon.y dnjs waofiad 6T'L'E

(°1€pdn .
v/¥ ‘dn moj|o4 ‘©3e|Al) S||1q |eul} Joj syuswaduedle JuswAed a3eue|p 8sT'TE
1/2 v/ 1/2 SJUN02de paINdsip 9A[0SdY |  LI'T'E
v/d 8'€ UOI3S 03 J3jal - (PUNOQINQ / punoquy) uljpuey |[eJ UoldL||0]) | 9I'T’E

(@2110U UBIIIM BUO|EPUE]S JO IUBWILRIS/||Iq Ajyluow uo .
v/ papnjoul “3:3) udledwed Jad se $32130U [|Iq |euUly |lew pue ‘9dnpold STTE

J9PINOId 3IIAIDS O] pUSS pue .
£ /3 walsAs papinoad Auedwo) ay3 ul sudiedwed 31n2axa pue dn 19§ e
v/Y wa3sAs papinoad Auedwo) wody 3|14 9AIRIRY | £T°T°E

uoIi}39]|0J sieal.e jeuld

9
> >
da
dJ
=
(@l
=
2 <.
o 0
5 @D
v I
c
(@]
©
< =
o
= @
~ =
w

[ v/Y SJ13513e3S SJealle pue sduewJoyiad Uuoi129||0d Joday ZT'T'E

1/2 v/4 su3iedwed 0} syuawisn(pe ayew pue s} NsaJ MIIADY IT'T'E
BLI91ID

v/Y 3S1 payypads Auedwo) 4ad se j1sodap Aydnoas 3sanbau pue m.mwm.m,q 0T'T’e

v/d /2 S9IIAJIS 3UI||9SUNOD HPIJD pue S3IouUd3e |B1D0S YUM 3Sler 6'T°€

(1 'D 'V ‘d) sispjoyaxers

abprqu3

BulpueH [1eD
901A19S 7 Aouabasw3

S32IAI3S SUOIY3|[0D

uonesIuIWpPY Bu|ig

79 salaInbu| [edsauss)

pue bulpg ‘Bulpg

dSHIN /Buipesay J818|N

SSIMAIOY

SNOILD31TT10OD AHANNS ¥ LIHNIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

148 uolIssnasip Joj Jeid — [elusplyuod o3
v/d sa11dnaueq WOJ4 PAAIDIAI Se ‘SpuawWasIngsip ||e Ajddy 0€°'T’E
| v/Y e1493140 papiroad Auedwo) 4ad se sjuswa|11as d1e1l03aN 6Z°IL'E
v/d J9AI922J 3Y3 JO BWEU 3y} OJUI JUNOJJE J3Suel] | 8Z'I°E

diys1an1939y pue ‘sapuanjosu] ‘sapidnijueg Jo uoid||0)

v/Y ua>le] SUOIDEe YUM J2pJ0 YJom a1epdn
LCTE
(413350 e
v/ aY31 X207) SUOIIINJISU] JDPJO YJOM MO||O} PUB ‘UOIIBNHS SSISSY sTTE
sasiwaud .
v/ J3Wo1sNJ 3y3 01 J0323]|02 p|al ydledsip 03 JOPJO YJOM aNSS| STTE
(aunodoe uo .
v/ Alanoe jensnun “3'9) Suljpuey |eads Sulinbaa sunodde Ajiusp| vZ’TE

uoI123]|0) p|3I4 pue uonesnsanu| jepads

I v/d S213511L1S SJedJJe pue 3duewload uol3a9||0d 1oday ez T'e
1/2 v/d suSiedwed 03 syuswisnipe ayew pue syNsal MaINRY | ZZ'T°E
v/d Aduage uo1199]|02 01 J9jSuel] pue s||Iq |eul} pPa3Id||odun 3ej IZ°T'€E

UOI32B UOI123]|02 Jayuny dols 0}

v snje1s a1epdn pue (saidnuyueg ““8§:9) s|iq |euly 3|q1329||0dun Sej4 0cT’e

(1 'D 'V ‘d) sispjoyaxers

SSIMAIOY

abpriqu3
BulpueH |1ed

901A19S 7 Aouabasw3

S9JIAUSS SUOI3I9]|0D
uonessiuiwpy bulng

79 salaInbu| [edsauss)

pue Buiig ‘Bunng
dSHIN /Buipesy 818N

0
> >
da
dJ
=
(@l
=
2 <.
o 0
5 @D
v I
c
(@]
©
< =
o
= @
~ =
w

SNOILD31TT10OD AHANNS ¥ LIHNIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

6vT uoIssnasIp 10 yelq — [enuspyuod do4
v/4 (239 “1ISIA 31IS ‘Xe} ‘49133 ‘||ed) uoIloe Sjelidoidde sulwidlaQ raras >
/2 v/y UOI30e UOI323]|02 3JINb3aJ YdIym Sunodde 3z/31J01d T'C€E

S3UN0J22Y AIpung JO UOIIIJ|0d Ul PIA|OAUL SINAIIE Y|

S1UN022y AJpuns jo UoiI3||0)

paJinbau se (s)Jap|oy

1
>
K=}
©
o
jsb)
=
o
S
w
c
=}
o
o
=
~t

®)
=
>
@D
=
w
D
=
=
Q
D
o
=
o
=
Q
@D
=
%

v/d d 93e330w ayl yum s3uizssw uolieilogau Juawa|ias ul aledidijed 9e'T'E
| v/Y elaud papinoid Auedwo) Jad se Ssyuswa|11as 21e1l03aN GE'IT'E
v/Y swaisAs papinosd Auedwo) ajeladoidde syl ul S910U UOIDE PI0IDY vE'T'E

uola|dwod 01 y3noayi Moj|o4

3uipn)puj uooe ajeudosdde a1eiyul pue ‘(UOIRIBUUOISIP AJIAIDS .

v/d ‘uolleAIde 92IAIBS ‘dIYySIauUMO JO Jdjsuedy “9°1) a|ge|ieAe suopdo EETE

pue ‘snjeis 90IAJISS ‘Suipuelsino sieadle Jo Japjoy 23edriow ISIApY

Jap|oy 98ed1iow [enpIAIPUL JO ‘UOIINIASUL [BIDURULL “3°1) JBP|O

v/ (43pjoy |enpiAIp _ 4 “9'1) J3pjoy ZET'E

(1 'D 'V ‘d) sispjoyaxers

abpriqu3

BuljpueH [1ed
901A19S 7 Aouabasw3

v/4

S32IAI3S SUOIY3|[0D

uonesIuIWpPY Bu|ig

79 salaInbu| [edsauss)

pue Buifig ‘Bulyig

dSHIN /Buipesay J818|N

93e3pow woJj 9duapuodsaliod ||e 03 puodsas pue HOoS ‘DAY

uoliIssassod ul s2a8eS1oN pue ajes Jo J9aMOod JO UoiIvj|o)

swa3sAs papinoid Auedwo) ajeladoidde syl ul 910U UOIDE PI0IDY

SSIMAIOY

SNOILD31TT10OD AHANNS ¥ LIHNIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

0ST uolssnasip Joj YelQ — [eluspiiuod o3
20| 4932w |eaisAyd Joud sinoy .
v/Y 8 ‘U0I1I3UUO0DSIP 10} PAINPAYIS SI2WO0ISNI 0] S[|BI PUNOgINO EA EeE
UOoI323UU0dSIp .
v/d Suipuad si5wo3sNJ 03 UOIIBIIHIIOU UDIJIM JNOY 87 SPINOId cee
v/d 1uswWAed-uou 40} Pa123UUOISIP 3 03 SIUNOIJE BUIWIIR(Q T'€€

SuoI3I3UU0ISIP
921A13s Su1INJ23Xa pue SulUIWI3}3P Ul PIAJOAUL SRIHAIDY dYL

(39))4e N SSelAl) s;unoddy

JusawAhed-uon 40} U0I1I9UU03Ssig 92IAI9S 91NJdaX3 pue 98eueln

9
> >
de
dJ
=
(@l
=
2 <
o 0
5 @D
v I
c
(@]
©
S =
o Qo
= @
~ =
w

I v/Y SJ13513E3S SJealle pue sduewJoyiad Uuoi193]|0d Joday 6'CE
Auedwo) Aq

_ v/d 8'Te
uolloe pue [eaosdde 4oy SpUnodJe 214193ds JO UOI1R3IH| PUBWWOIDY
Auedwo) Aq

_ v/d L'TE
uolloe pue [earosdde 104 SJUNOIIE I14129dS JO S40-D1IM PUBWWOIDY

v/Y JIDW PaUIN3aJ Uo S32INI3S BuidnJl diyjs waofiad 9°C’€

v/4 (@1epdn ‘dn moj|o4 ‘@xelN) siuswalduedse JuawAed adeuelp S'CTE

1/2 v/4 SJUNO0JJe paINdsIp SA|0SY v'es

v/4 8'€ U0I123S 0] 43jal - (punoginQ / punoqui) 3ul|pueH ||eD uoi133||0D €TE

(1 'D 'V ‘d) sispjoyaxers

abpriqu3

BuljpueH [1ed
901A19S 7 Aouabasw3

S32IAI3S SUOIY3|[0D

uonesIuIWpPY Bu|ig

79 salaInbu| [edsauss)

pue Buifig ‘Bulyig

dSHIN /Buipesay J818|N

SSIMAIOY

SNOILD31TT10OD AHANNS ¥ LIHNIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

16T

UOISSNISIP 40} el — [eNUaPLU0D dOT

uonensiuiwpy Aduasy uoi3dajjo)

wa1sAs L
v/Y papinosd Auedwod ul suo13dadXa UOIFIBUUOII IIAIDS 913|dWOo) SVE
v/4 /2 XXXXX 212]dwiod uaym RAAS
J3PINOIG DIIAIDS MIN AJI3OU pUB UOIIDBUUOIDI IIIAIDS W04
wa1sAs L
v/Y papinosd Auedwo) ayl uisn UOI}D3UUOII 10} }1SaNbII YJOM B BNsSS| EvE
a|npayods papinoid .
! v/d Auedwo) 8uisn Jaw03sNd 3Y3 Y3Im 31ep UOIIBUUOIDJ B 3|NPaYIS CrE
sadJeyd 921A43s 3|gedijdde pue j1soda
v/ yd 991 [9ed| pue p IvE

Apanoas Suipnpout ‘iny ul pied si JUNOJJE JOWOISND 1Y} WUIHUOD

SU0I199UU0234 IIAIDS SuiSeuew ul PIAJOAUL SBIMAIDE BY L

Auedwo) Aq pawiojiad si UOI}IDUUOIDL DIINIDS
|edisAyd :910N- (39)4eIAl SSBIAI) UOIIIBUUOIDI DIIAIDS dSeuen

(sanssi pa1e|easa-4awo1sno)

0
> >
de
dJ
=
(@l
=
2 <
o 0
5 @D
v I
c
(@]
©
S =
o Qo
= @
~ =
w

_ v/ SuOI1eN}S JJO-9UO U] SUOIIIBUUOISIP IIAIDS ‘Auedw o) 03 91e|eds] IEE
sniels pa1a|dwod e YyUm JapJo .

! v/d 340M 3epdn pue (S320] 1939W) SUOIIDDUUOISIP BJIAISS W0 SEE

v/4 (300] J219W) UOIIDBUUOISIP DIIAIDS SO} JDPIO YJOM 318D v'ee

abpriqu3

BuljpueH [1ed
901A19S 7 Aouabasw3

S32IAI3S SUOIY3|[0D

uonesIuIWpPY Bu|ig

79 salaInbu| [edsauss)

pue Buifig ‘Bulyig

dSHIN /Buipesay J818|N

SSIMAIOY

SNOILD31TT10OD AHANNS ¥ LIHNIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

¢St uoIssnasip 1oj e — [elusplyuod a3
v/Y 9) SJUNOJJe 199||0J 0} pash s1d1uds [|ed pue syusawndop Aduade anouddy
01T'G€
| v/d Aouda8e 3uipiedas siow01snd wodj syulejdwod 03 puodsay ‘6°S°E
Vi Y Aduagde / Auedwo) sy 1sutede swie[d 031 asuodsad Ul 1sISSy 8'6'c
saullapind Auedwo)
_ v/ d L'S°E
J9d se AouaBe mau 03 udissead pue SJUNOJJe PIIB||0JUN ||BIDY
v/Y Aduade yoes yum suswugisse Junodde Jo 30| e ulelule|A ‘9°G°€
ESUETIETINEN .
v/d J pue sjuswaduedse usawAed au Adjjod pue uol3daJIp apIroId 55¢€
sauljsping .
/2 v/d Auedwo) Jad se (sa1)Aduade uo1393(|02 0} SJUNOIJE |euly HWgNS vse
saulaping
I/4 v £9€
Auedwo) Jad se (sa1)Aduade uoi129||03 03 SJUNOJJE |eul} 10eJIXT
/2 v/Y 2ouewJsopad (sa1)Aouade adeue|p Z'S’s
dduewJoyad uo paseq oljojyod
1/2 v/d ’ Poseq olo) I'SE

S|]19 |euly 3yl d|puey o} (sa1)Aduade areludosdde 10395 pue yuey

0
> >
de
dJ
=
(@l
=
2 <
o 0
5 @D
v I
c
(@]
©
S =
o Qo
= @
~ =
w

(1 'D 'V ‘d) sispjoyaxers

abpriqu3

BuljpueH [1ed
901A19S 7 Aouabasw3

S32IAI3S SUOIY3|[0D

uonesIuIWpPY Bu|ig

79 salaInbu| [edsauss)

pue Buifig ‘Bulyig

dSHIN /Buipesay J818|N

sa1puase uoi23]j0d Ayied paiyy oy

pausisse oljojuod |jiq [eulj 3y) SuiSeuew ul paAJOAU] SD1IAIIIE dY L

SSIMAIOY

SNOILD31TT10OD AHANNS ¥ LIHNIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

€at

UOISSNISIP 40} el — [eNUaPLU0D dOT

v/d

wa1sAs papinoad JapIACId 9IIAIBS MBN 03Ul UBDS
‘uoljewJoyul d1epijeA pue a1ep Ag 110s ‘90UspuU0dsaliod SAIDIDY

A

92uapuodsatiod Jawoisnd |je Suissadoud ul panjoAul SAIJIAIRIE Y|

jJuawaSeuey dduapuodsalio)

| v/Y 14odas Astewwns Ajyjuow apiaoud ‘9'9°¢

[ v/Y UOIIN|0SaJ pUE S|IBIAP Noed| 5'9'€
4/3/1 v/ J2W03sNd a3y} 03 Joeqpaay) apiaoid pue E_m_m_&mh“ﬁﬂ Mw/ﬂ_mm\smw v'ye
v/Y $s220.4d UoI1e[RISD PaYS!|qe1Ssa Y} Moj|04 €9€

2/ v/Y sjurejdwod pale|edsa ayl a1esiisanu| 9°€

[ v/Y sjuie|dwod pale[edsa 9y} pJ0JaJ pue dAI9IY 1°'9°€

0
> >
de
dJ
=
(@l
=
2 <
o 0
5 @D
v I
c
(@]
©
S =
o Qo
= @
~ =
w

abpriqu3

BuljpueH [1ed
901A19S 7 Aouabasw3

v/4

S32IAI3S SUOIY3|[0D

uonesIuIWpPY Bu|ig

79 salaInbu| [edsauss)

pue Buifig ‘Bulyig

dSHIN /Buipesay J818|N

sjulejdwod paje|edsa aA|0osaL pue aeuep

sjuiejdwo) pajejeasy

duewJoyiad
Aduade uo01329]|02 4o podals Asewwns Ajyiuow e 3dnpoad

SSIMAIOY

SNOILD31TT10OD AHANNS ¥ LIHNIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226

Exhibit B
Tab 4

Schedule 3

ST UOISSNISIP 40} el — [eNUaPLU0D dOT

sadinbui suo1323]|02 03 SuipuodsaJ Ul PaAJOAUL SAIHAIDE 3YL

(punoqinQ pue punoquj) JuawasSeue ||€d

| v/Y Ananoe jo Aewwns Ajyiuow asedaud 8'/'€

v/Y sJedA (/) uanas 4oy (s91dod paey) 20uapuodsaliod dAIYDIY YAVALS

) v/Y s91e|dwa} 49119 WJo4 suodsas J,awoisnd dojanaq 9°/'€
(019

[ v/Y ‘s|1e19p W04 9344 ‘SOP0I 92uUapuodsallod “3'9) walsAs uoliewuolul S'L'€E
Jawo3snd papinoldd Auedw o) ay3 ul sjie1ap uolnjosad ainiyde)
walsAs 3upjoeuy papinoad Auedwo) ayy ui (Auedwo) ayi pue

¥/2/1 v/Y (s,49p1n04d 331A19S UBIMIDQ JNJ20 Aew 3ulinod) ss9204d uolin|osal VLS

pue CO_“mm_“mm;C_ oy} r_m:O.:\_u OUCOUCOQmM.COu JoeJ} pue apo)

/ 1sonbaJ uodn sisawo01snd .
v/ 03 9Jn1eJa1l| Auedwod |lew 03 J9PJO Ul DIIAIDS JUBWI|I}|NJ SPINOI( €Le

0
> >
de
dJ
=
(@l
=
2 <
o 0
5 @D
v I
c
(@]
©
S =
o Qo
= @
~ =
w

(-039 ‘syuswisn(pe ue|d 3ulj|ig
193png ‘diysiaumo Jo asueyd ‘syuswisnipe anuanas “3'a) waisAs
v/Y papinoid Auedwo) ayi uisn suolldesuedy ay3 ujwaogad 3uipnjoul TLE
‘Xej pue ‘gam ‘|lew ‘|lew - s|puueyd SNOLIeA BIA 9dUdpu0dsallod

Jawo3lsnd 3ujwodul 03 puodsal pue ‘9A|0SaJ ‘OAI9I9Y

(1 'D 'V ‘d) sispjoyaxers

SSIMAIOY

abpriqu3
BuljpueH |[ed

901A19S 7 Aouabasw3

S9JIAUSS SUOI3I9]|0D
uonessiuiwpy bulng

79 salaInbu| [edsauss)

pue Bulpig ‘bulpg
dSHIN /Buipesy 818N

SNOILD31TT10OD AHANNS ¥ LIHNIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

55T UOISSNISIP 40} el — [eNUaPLU0D dOT

/2 v/Y Ajljeuonouny Juawagdeueln 93pajMmou| SpIA0Id S'8'€

(239 “ suondo pjoy jpnyain buipnjoul ‘sadessaw
o) v/d |euoliewJojul Suipnoul uiessaw pjoy-uo ‘suswadunouue '8’
Wil Jlem palew|lsd “3'3) p|oy uo siawoisnd a3euew AjDAI309447]

Aypedes

8uijelp punogqino juaidiyns pue Alljigeded Juade aAl| 01 J9jsueuy
109241p Y1M J3jelq SAIRIpaId ‘Wusawadeue|n 10e3u0) ‘Suioday
‘Buninoy paseg s||1¥S ‘BuIpJ033Y (8D %00T ‘11D ‘(Uonido pjoH

1oN2IA) YAl ‘ADV :SMOJ|0} Se JudWZeuew JaWO0ISnI dAI1ID443 d|qeud
01 aJnjonJaisedju| SuljpueH 3ejuo) pue Auoyds|a] palinbai spinoid

9 v/ €8¢

‘wdlsAg uolewJdoul Jowoisn) s, Auedwo)
v/Y 9y} woJ4 s3|i pue syodas uo paseq syunodde ui3da)|od o sasodind 8'€
9y3 4o} sudiedwed punogino pajewoine pue juade aAl| 91N23xJ

(-039 ‘diysssumo

40 93ueyd quawAed jo d2130u ‘sjuswaduedse JuswAhed “3:9)

walsAs papinoad Auedwo) ay3 Buisn suoiydesuedy ay3 sujwaoyiad
Buipn|oul ‘sjjea Jawolsnd Sujwodul 0} pUodsaJ pue ‘DA|0S3J ‘DAY

v/ 1'8°€E

(1 'D 'V ‘d) sispjoyaxers

SSIMAIOY

abpriqu3
BulpueH |1ed
901A19S 7 Aouabasw3
S391AU9S SUOI193]|0D
79 salaInbu| [edsauss)
pue bulpg ‘Bulpg

®)
=
>
@D
=
w
D
=
=
Q
D
o
=
o
=
Q
@D
=
%

uolreasiulwpy bulg
dSHIA /Buipesy Je1sIN

1
>
K=}
©
o
jsb)
=
o
S
w
c
=}
o
o
=
~t

SNOILD31TT10OD AHANNS ¥ LIHNIVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

99T uoIssnasip 1oj e — [elusplyuod a3
v/d (sAepijoy d11qnd Buipn|oxa) INd9-INVS 4-IN - suolesadQ Jo sinoH | TT'8'E
I v/4 sy odad dduewdopad pajnpayds Aleindal ssedaud 0T'8S’€

$s920.d uol3e|easa palyoads

/5 v/ Auedw o) 3uimoj|o} (A1essadau J1) salinbul Jawolsnd 33e|easy 6’8’

(sepoo |easod
v/Y ‘S30B3UOD ‘Saweu ‘suaquinu suoydala] 1) uissiw S| Jo padueyd 8'8°€
Sey 9|1} UO UOI1BWIOLUI 3Y] USYM UOIIBWIOJUI JOWO03ISNd alepdn

(019 ‘s|ie1ep
[ v/Y wJoy4 9344 ‘S9pod uolysodsip [|ed “8'9) walsAs uoewJloul JOWoIsnd L'S'€
papirosd Auedwo) ayi ui sjieisp uolnjosas Alinbuj aunide)

sweusgoud .
J v/Y papinoid Auedwo) snoliea ul siawoisnd dn udis pue ajowold IeE

SSIMAIOY

abpriqu3
BuljpueH |[ed

901A19S 7 Aouabasw3

S9JIAUSS SUOI3I9]|0D
uonessiuiwpy bulng

79 salaInbu| [edsauss)

pue Bulpig ‘bulpg
dSHIN /Buipesy 818N

0
> >
de
dJ
=
(@l
=
2 <
o 0
5 @D
v I
c
(@]
©
S =
o Qo
= @
~ =
w

SNOILD31TT10OD AHANNS ¥ LIHNIVIN SSVIN




Filed: 2011-06-20

EB-2011-0226
Exhibit B
Tab 4

Schedule 3

1
>
=)
o
Q
QD
=
o
=)
w
c
=}
o
o
=
—~

Q
—
>0
D
=
w
@D
=
=
[}
@D
o
-
o
=
(oF
)
=
w

(1 'D 'V "d) sispjoysers

sbprLiqu3

BunpueH [1ed
991A19S 79 Aousbasw3
S9JIA9S SU0I123||0D
uoneisiuiwpy bulg
72 saldInbu| [edsauss
pue bulig ‘bulpng
dSHIA /Buipesy 1818N

BuijpueH |1ed Aousbasw3

SeNIANOY

1OVINOD d3dINOLSND LIAHVIN SSVIN

/ST uoISSNaSIP 10} yeid — [eAUspLU0D AD3
v/ J8][e9 01 (paxdiLos d93) suonanasul Aayes apinold | 2T
v/d walsAs papinoid Auedwo) ui sjie1sp [[ed 821AJ8s plodal pue199jjod | T'T'V

s1sanbau JspJo 301A18s J3y10 03 Buipuodsad Ul PaAjOAUI SBINIAIIOR B |
BulpueH |[eD 8d1A8S J18U10
v/d (2/72) »oam Jad sAep ; ‘Aep Jad sinoy g - suonesadQ Jo sinoH | 60
AJinbur JawoIsNd Uo paseq [eAlLIe JO a1 PaIRWIISS BUIWIBIaP .
o) v/d 01 pjoysaJy1 asuodsa. Buipaadxa s|jed uo yaredsip abpriqu3 yum dn mojjo4 80v
ainsodxs 0D JO SwoldwAs ylm .
Vi S|[e9 apIxouow uogJed Bujwiee Jo sased ul Juawiredaq 8414 UM asiel] L0
v/d sasodind jeansiels 1oy adAl [[ed pi0day | 901
v/d "yoredsip Aq panlagal A||njssadons sem |[ed ayl Jeyl wiiyuo)d | g0y
v/d wia1sAs papinoid Auedwo) ul J1apJo yIom axepdn Jo anssifareald | 0
v/ 13][e2 01 (pa1diias d93) suonoaniisul A1afes apInold | £0'v
v/d walsAs papinoid Auedwod ul sjie1ap |jea Aousbiaws piodal pue 199jj0) | 20V
v/d (015 ‘xe} ‘gam ‘|rews ‘|rew ‘9910A “6°3) S19€1U0D JBWO0ISNI Bulwooul abeuely | T'O'V
's1sanbau J8pJo
921A8s Aouabaawia 01 asuodsad a1elpawiwl Ul PAAJOAUL SAIMIAILIR 8y |




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

89T uolssnasip 1o} Yelq — [enuspuod o3
/0 vy sjule|dwod pale[edss anj0say | 9'2'Y
siurejdwod Jo .
S vid Bunuodal pue Bupjoes ‘quswabeuew ay) 10} SS3201d 9AI11934)3 U JUSLINI0Q Secy
/0 v/ |1e4an0 pabeuew AjaAndays Bulaq ale sjurejdwod yeyy ainsug | 2y
1/0 vy sure|dwod pare[edss ajebnsaAul | €27
/0 v/d wialsAs papinoad Auedwod Buisn siurejdwod pajeease oell | 22
1/0 vy 8Inpa204d suoIe|eISa paysi|gelse syl mojjo4 | T2t

S43W01SND WO SUOITR|RISA |[ed Buljpuey Ul PSAjOAUIL SBITIAIIDE 8Y L

BurpueH [1eD parefess3

v/d (2/72) »9am Jad sAep ; ‘Aep Jad sinoy g - suoneladQ Jo sinoH | 8'T'¥

Wwawabeue 1981U0D
‘Bunioday ‘Bunnoy paseg s ‘Buip109sy |1ed %00T ‘11D ‘(uondo

2 Vi PIOH [eNUIA) Al ‘DY :SMOJ|0) Se Juswabeuew JaWO0ISNI aAI1084)9 LTy
a]qeusa 0] ainjonJisegu] BuljpueH 19e1u00 pue Auoyds|al paiinbal apinoid
AJnbui 1aW0Isnd UO Paseq [eALLIR JO a1l Palewilse aullialsp 0] pjoysaiyl -
9 Vi asuodsaJ Buipasdxa s|jea uo yaredsip Auedwo) ayr yum dn mojjo4 Ty
i adA1 |jeo ploday | STV
v/d wa1sAs papinoid Auedwo) ui Japao yiom arepdn 10 anssiya1eal) | ¥'TY
v/d waisAs papinosd Auedwo Buisn sawiy wswiutodde syeudosdde sjnpsyss | €TV

(1 'D 'V "d) sispjoysers

SeNIANOY

abpriqu3
BulpueH |1eD
991A19S 79 Aousbasw3
S32IAJAS SUOI19||0D
72 saldInbu| [edsauss
pue Buljjig ‘bulng

Q
—
>0
D
=
w
@D
=
=
[}
@D
o
-
o
=
(oF
)
=
w

uoneisiuiwpy bulg
dSHIA /Buipesy 1818N

1
>
=)
o
Q
QD
=
o
=)
w
c
=}
o
o
=
—~

1OVINOD d3dINOLSND LIAHVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

65T uolssnasip 1o} Yelq — [enuspuod o3
v/d ubredwes andex3y | v'v'y
| v/d 1duIos punogino papinoid Auedwo) ploday | €'
I vy 3|1} Jawoisnd 186e) BAI809Y | ZV'Y
Vv/d | 3|1} Jawolsn 18bue) apinoad pue Ajnuspul | Ty

(Aep 1xau) Japulwad
901AJ8S auoyds|al punogino palewolne Buiew ul paAjoAUl SBINIAIDY

Slapulway uswiuloddy ad1A18S

_ v/d ynsasyoday | GEV
v/d ubredwes andex3 | 'Sy

| v/d 1duIas punogino papinodd Auedwo) ploday | €€¥

I v/d 3|1} Jowoisno 10bue) aA1RIRY | Z'E'Y
v/d _ 8|1} Jawolsnd 1a6e) apinoid pue Apnuspl | T'EY

sabeINo 321A49S 81BIIUNWIWOI 0] subredwed
auoyds|a1 punogino pajewoIne Bujew ul PaAJoAUl SAIIAIIOY

subredwe) suoyda|a pazijeloads

1/ v/d sjurejdwos pajejeass azAjeuy | 82

Vie} v/d Wwa)sAs papiaoid Auedwod ayy ul uoiInjosal syl uswndoqg | L2

SeNIANOY

abpriqu3
BuljpueH [1ed

991A19S 79 Aousbasw3

S9JIA9S SU0I123||0D
uoneisiuiwpy bulg

72 saldInbu| [edsauss

pue bulig ‘bulpng
dSHIA /Buipesy 1818N

9
> >
dﬁU
dIJ
=
(%}
=
2 <
o 0
=
o
D=
S 2
S S
o Q
- @D
~ =
wn

1OVINOD d3dINOLSND LIAHVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

09T uolssnasip 1oj Yeid — [eluspiyuod ao3
Vv/d JeaA Jepuajed Jad |suuosiad 19€1U0D JBWOISNI JBPIACID 82IAISS "
= a|qe|rene [e Ag papusie ag 01 SBUIjeaW |8y UMO] Z JO WNWIUIW B 19Npuo) 95y
(1ouuosiad uren ‘sabueyo .
v d ssa204d / swialsAs) Auedwo) ayl Ag panoidde suonnjos s1ealUNWIWOD §sv
Vv/d suonnjos dojansp 01 Auedwo) -
N aU1 Y1m AJoAITeI0qe[[02 YI0M pUR ‘SPUaJl aNnss Jawioisna 1odal pue Apnuap) vsy
(1T'g'y 99S) "seakojdwia JapIA0Id 821AIBS 01 abpliqul
| v/d AQ pajealunwiwiod sabueyd JuswuolIAUL ssaulsng Jesauab pue ‘swelboid
Bunaxew ‘saanaeld ‘saloijod ‘spiepuels 01 seyepdn ulejdxs pue JBAIldQ | €S’V
JeIs J8pInold | 5ecp,
I v/d 90IAJ8S M3N Paldaye 0] UoIedIUNWWOI pareniul Auedwo) i1seapeolq
1USWIUOJIAUB SSaulsng [elauab pue ‘swelboid Bunasysew "
v/d | TSvy

‘saonoeld ‘sa1o1jod ‘spaepurls 01 sarepdn Aue Jo Japinoid 931A18S AJIION

9
> >
dﬂu
dIJ
=
(%}
=
2 <
o 0
=
o
D=
S 2
S S
o Q
- @D
~ =
wn

sbprLiqu3

V/d

BuljpueH [1ed
991A19S 79 Aousbasw3

S32IAJ3S SUOID3]|0D

uonlessiulwpY Buljjig

72 saldInbu| [edsauss

pue Buipg ‘Buljig

dSHIA /Buipesy 1818N

19PIN0Id 8DIAIBS 0] UOITRWI0jUl PaBuryd/MaU 81eaIunwiwo)

BunpueH [1ed

]|nsaJ 1odey

SeNIANOY

1OVINOD d3dINOLSND LIAHVIN SSVIN

Yy




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

19T uolssnasip 1o} Yelq — [enuspuod o3

1XJeN

SSeA - 1uawabeue |[eD saliinbu] eaauas) 7 Buljjg
| v/d uodai Arewwns Ajyiuow apinoid | 9'9'y
I v/d uonN|osal pue sjieIBp MoeIl | GOV

(leauan | ..

d/o/l v/ 10 UBNILIA) JBLI0ISNI Y] 01 4orgpas) apinocid pue Jurejdwod ayl anjosey vy
v/ $s800.d uoIye|edss paysi|gelss ayi Mojjo4 | €9y
/l Vv/d sjurejdwiod payejedss ayy ayebnsaAul | 2'9'y
I v/d sjure|dwod pajejeasa ay) pJodal pue dAIedeY | T'9'Y

sjuIe|dwod paje|eIsa aAj0sal pue abeue|y

19BN SSeIA - Ssturejdwo) pale|easy
‘saakojdwa 10e1U0D
o) v/ Jawoisna Bulwogiad ybiy oy weiboid spreme Japinoid adiales areladO

-*|[auuosiad 1081U09 JaW0ISNI JBPIAOI BIINIBS
01 9oue)sIsse pue 1oddns asuepind ,,awi [eal,, apiaoad 01 saydeod Bulweoy

[auuos.ad 198109
1awoisna Aq patinbal s aouelsIsse A10sIAIdNS 818UM SJUSAS JO Jaquinu | 8'SY
ay) 110daJ pue 3ae.1 0] 21Npa320id 10 WalSAS B urelulew pue uswajdu|

V/d 'SISeq |enuue ue uo paliodas aoueljdwod pue
N $2102S Ynm welBbouad Bulureny aAll S|INS YOS Jnoy auo e 919]dw o9 syuabe ||v

(1 'D 'V "d) sispjoysers

0TSy

6'GY

LSy

SeNIANOY

abpriqu3
BulpueH |1eD
991A19S 79 Aousbasw3
S32IAJAS SUOI19||0D
72 saldInbu| [edsauss
pue Buljjig ‘bulng

9
> >
dﬁU
dIJ
=
(%}
=
2 <
o 0
=
o
D=
S 2
S S
o Q
- @D
~ =
wn

uoneisiuiwpy bulg
dSHIA /Buipesy 1818N

1OVINOD d3dINOLSND LIAHVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

29T uolssnasip 1o} Yelq — [enuspuod o3
I Vv/d suodas aouewiopad pajnpayas Apeinbas aredald | 6L
ssa00.4d uone|eass .
= v/ paiyoads Auedwo) Buimojjol (Aressadsu J1) saLinbul Jawolsnd a1ejeass 8Ly
(sepo9 [e1sod ‘s)1or1U0d ‘Sawleu ‘slagquinu suoydsial “a'1) Bulssiw SI .
v/ 1o paBueyo sey 3|14 UO UOITEBWLIOJUI 8Y) USYM UOIRWIOLUI JaW0Isnd alepdn Ll
(019 ‘s|1e19p WIOJ 9314 ‘SaP0I uonisodsip [[ed B a) WalsAs uolew.ojul .
_ v/ Jawoisna papinoad Auedwod sy ui sjrelsp uonnjosas Alinbui ainde) gLy
o) v/d sweibo.ud papinoid Auedwo) snotteA ul siawoisnd dn ubis pue sjowold | S§'L'Y
$9559201
T V1Y HIRaR;

ssaulsng aJe) Jawoisn) - Aljeuonouny juawabeuely aBpamouy] apincid

(019 ‘suondo pjoy fenuiA ‘safiessaw euoirewloul
o) v/d Buipnjoul Buibessawl pjoy-uo ‘sjusuadunouue awil 1lem pajewnss “6a) | €/
Sjuawialinbal jeuonrelado ayj Jad se pjoy uo siawo1snd abeuew AjAnday3

FeHO-GeA-ptie-'sI8][ed JO %00T O}

SASAINS UOIOBYSIES JaWOISND [[BD 1504 Buliayjo pue juswabeue|y 108IU0D
2 Vv/d ‘Bunioday ‘Bunnoy paseq s|INS ‘Buipiodsy 18D %00T ‘I.LD ‘suondopjoy | 'Ly
[enuiA Buipnjoul AL ‘ADV :SMO]|0) Se Juswabeuew JaWoISNd SAI103)S
3]qeus 01 ainjonaselpu] BuljpueH 1981U0D pue Auoyds|al palinbai apinoid

(38 ‘syuswnsnipe ueid buig
186png ‘diysisumo Jo abueyd ‘syuswisnipe anuanai “H3) walsAs papino.d
Auedwod ayy Buisn suonaesuel; syl Buiwiopiad Buipnjoul ‘sjjeo Jawoisnd

Buiwosul 0] puodsal pue ‘aAj0sal ‘JaW0ISNI JO ALIUSPI WILUOD ‘BAId0Y

| V/d LYy

sallinbul reaauab pue Buljjig 01 Bulpuodsad ul PaAjOAUl SAILIAIDR 8y |

(1 'D 'V "d) sispjoysers

SeNIANOY

abpriqu3
BuljpueH [1ed

991A19S 79 Aousbasw3

S9JIA9S SU0I123||0D
uoneisiuiwpy bulg

72 saldInbu| [edsauss

pue bulig ‘bulpng
dSHIA /Buipesy 1818N

9
> >
dﬂu
dIJ
=
(%}
=
2 <
o 0
=
o
D=
S 2
S S
o Q
- @D
~ =
wn

1OVINOD d3dINOLSND LIAHVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

€91

UOISSNISIP 40} el — [eNUaPLU0D dOT

/0 v/d saye|dwal Jana| Woy ssuodsal Jawoisnd dojensg | 9'8'%
(019 ‘s|1e19p WIOJ 931y ‘SBP0I 3dUBPUOdsaIInd B a) WalsAs cg
_ v/ uolew . oul Jawoisnd papinoid Auedwo) syl ul S|ielap uonnjosal ainyde) 8v
wialsAs Buroen papinoid Auedwo) ayy ul (Auedwo)
/41 v 3Y) pue (S)JapIA0Id 321IAI8S MBN Udamiaq nado Aew Bunnou) ssaooud | 8%
uonnjosaJ pue uonebnsaaul ayl ybnoayl 8ouspuodsaliod }Iei] pue apoD
1senbas uodn gy
v/ Slawolsnd 01 aJnyesal] Auedwod [1ew 031 J3PJO0 Ul 831IAISS JUBW|14NS BPINCId
wialsAs papino.d Japinoid adinles -
V/d . . 87
0JUl UBJS ‘UoljewIojul ajepijen pue ajep Ag 110S ‘90uapuodsaliod anladay
(019 ‘syuaunsnipe ue|d Buljjig 186png ‘diystsumo jo abueyd ‘suswisnipe
v/ anuanal “'6'a) waisAs papinoid Auedwo) ayy Buisn suonoesues ey

ay Buiwioyiad Buipnjoul ‘Xey pue ‘gam ‘[rews ‘jrew - sjpuueyd SnoLeA
®IA 30U3pUOdSa1I09 JBLOISND BuIIOdUI 0) puOdsal pue ‘aAj0Sal ‘aAIfdaY

90uapuUOdsa1109 15w 0IsnI |[e Buissad0ad Ul PaAjoAUl SBITIAIOR By L

194N SSeIA - Juswaleur|n souspuodsalio)d

[pa1s19p 8q 01] "sauinbut
Buijig pue a21A8s ‘Aousbiswa Jawoisnd 93 Joj 1eyd gsp 1oddng

WA %

9
> >
dﬂu
dIJ
=
(%}
=
2 <
o 0
=
o
D=
S 2
S S
o Q
- @D
~ =
wn

sbprLiqu3

BuljpueH [1ed
991A19S 79 Aousbasw3

S32IAJ3S SUOID3]|0D

uonlessiulwpY Buljjig

V/d

(1 'D 'V "d) sispjoysers

72 saldInbu| [edsauss

pue Buipg ‘Buljig

dSHIA /Buipesy 1818N

(sAepijoy a1jgnd Buipnjaxa) INA9-INVS d-IA - suonesadQ JO SinoH

SeNIANOY

1OVINOD d3dINOLSND LIAHVIN SSVIN

oT'LY




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

7971 uolssnasip 1oj Yeid — [eluspiyuod ao3
I v/d ynsaiuodey | 6V
I Vv/d ublredwed andax3 | €61
apInb [ed papinoid "
_ v/ Auedwod juswajdwi 4o 1d119s punogino papinoid Auedwo) pioday ce
| v/d 3|14 Jowoisnd 196.e) 1999 | T'6'Y
sweuboud

Auedwo) mau Buipaebad s1awi01SNI Y1IM a1ediunwiwiod 03 subredwed
auoyds|al punogiNo pajewoIne 10 aAl| Bujew ul PaAjoAUl SAIIAIIOY

swelbold Auedwo) - subredwe) suoyds|a ] pazijeloads

| v/d Auanoe jo Arewwns Ajyiuow ssedald | 8'8'¥

v/d s91d09 pJey Joj poriad A101nJels UO paseq aouspuUodsalInd BAIYALY | L'8'F

SeNIANOY

abpriqu3
BuljpueH [1ed

991A19S 79 Aousbasw3

S9JIA9S SU0I123||0D
uoneisiuiwpy bulg

72 saldInbu| [edsauss

pue bulig ‘bulpng
dSHIA /Buipesy 1818N

9
> >
dﬂu
dIJ
=
(%}
=
2 <
o 0
=
o
D=
S 2
S S
o Q
- @D
~ =
wn

1OVINOD d3dINOLSND LIAHVIN SSVIN




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

591 UOISSNISIP 40} el — [eNUaPLU0D dOT

aWIN|oA 86Je - [enueA S34NpPadntd pue sal

uoneasiuIWpY Bulfig ‘seiinbul [essuso pue Buljjig ‘Buljiig
v/d sebueyo Juswaidwy | §'T'G

I
| v/ SUOISIAaJ 81edIUNWWOYD | +'T'S
o) v/ sa)9]op Jo/pue sarepdn ‘sppe ssnasig | €°T°S
I v/d sa1o1j0d 813[3p Jo/pue alepdn ‘ppy | TS

v/d I saloljod dojane@ | T'T'S

19BN SSBA 10} UOII0UNy uoieaIsiulwpy Buljig ‘ssiainbuj
[edauas) pue Buljig ‘Bulig ayi Jo sessadoad syl Buipinb saioijod [easush
8yl Surejuod [enuew Siyl jenuew siyl buiurejurew paAjoAul SaIMAIDE aY |

194N SSBIA - [eNUBIA S31NPad0Id pue saldijod

uonesiuIWPY Bulfjig ‘saiiinbuj reasuss pue Buljjig ‘Buljig

| | V/4 sabueyo Juswajdwy] | §0°G
| | v/ SUoISIARI aJeIIUNWWOD | #'0'G
o) | V/4 sa)9|ap Jo/pue sarepdn ‘sppe ssnasig | €°0°S
| | Vv/d sa101j0d 818|8p Jo/pue 8yepdn ‘ppy | 2'0°S
v/ I I saldljod dojpred | T'0°S

uoilouny Buipeada Ja1aw ayy 4o} sassadoad ayy Bulpinb saioljod jeasuab
8y} SuIelu0d [enuew Siy ] ‘[enuew siy) bulurelurew paAjoAul S3ILIAIIDR 8 |

[enue|Al Sa1NpPadoid pue saldljod Bulpesy 1819 0°G

~

| ‘D 'V “d) sispjoyaxers

SeNIANOY

]
>
=}
©
Q
QD
=5
o
S5
w
c
o
o
o
=
~+

SI3PIN0Id BDIAILBS J3Y10
sbpriqu3
dSHIA /Buipesy J818N

NOILVLININWNDOd




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

991 UOISSNISIP J0J Jeid — [enUsPLUOD 93
o v/d sa19|ap Jo/pue sarepdn ‘sppe ssnasig | €S
| V/d sa10110d 818|9p Jo/pue ajepdn ‘ppv | ZV'S

V/d | saloljod dojane@ | T'V'S

uonouny sadlAes BuljpueH
11D 321A48S pue Adusbaswi ay) Jo sassadoad ayy Buipinb saioijod jeasuab
AU} SUIBIUOI [enuew SIY L ‘[enuew SIyl Buiurejurew ul paAjoAul SallIAIIOe ay L

[enuel saanpadoid

puUR S3101]0d $82IAI8S BuljpueH [[eD 821AJ8S pue Aousbiswig

I v/d sabueyo uawajdwi| | G'€'S
| v/d SUOISIARL BleOIUNWWOYD | ¥'E€'G
o) v/d Sa19|ap J0/pue sarepdn ‘sppe ssnasiqg | €°€°G
| v/d sa101j0d a19|3p Jo/pue ayepdn ‘ppy | Z'€'S
v/d | sa1o1jod dojane@ | T'E€'S

uoI1oUN} S3JIAIBS UOI193]10D Y1 Jo $assado.ad ayy Buipinb saioijod eaauab
8U1 Sureluod [enuew Siyl ‘fenuew siyl buiurejurew ur paAjoAUl SBIHAILOR dU L

[enuBA S3UNP3J0Id PUR SaIdI[0d S32IAISS UOID3]|0D

| v/d sabueyo Juswajdwy) | §'2Z'S
I v/d suoISIABL BleOIUNWWOD | ¥'2°S
o) v/d Sa19|ap J0/pue sarepdn ‘sppe ssnasiq | €2
| v/d sa1o1jod 819|9p Jo/pue ayepdn ‘ppv | 2°C'S
v/d | sa1oljod dojane@ | T'Z'S

awnjoA abueT 104 uonoduny uoneISIUIWPY Buljig ‘saiinbul
[edauas) pue Buljig ‘Buljpg ayi Jo sassadoad ayy Buipinb saioijod [easuab
U3 sUIeIU0D [enuew sIy1 “fenuew siyl Bulurelurew paAjoAUL SBIMAIIOE 8y |

~

| ‘D 'V “d) sispjoyaxers

SeNIANOY

]
>
=}
©
Q
QD
=5
o
S5
w
c
o
o
o
=
~+

SI3PIN0Id BDIAILBS J3Y10
sbpriqu3
dSHIA /Buipesy J818N

NOILVLININWNDOd




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

19T uolIssnasip Joj Yyeiq — [enuspyuod dog

A10B31eD 921A48S YIea Ul SUOIIouUNy paleloosse

ay1 Buiuanod sjenuew Bulureal auljuo sy Bulurejurew ul PaAjOAUL SBITIAIIR By L
110 v/ sabueyd Juswajdw] | £'9'G
/0 v/d SUOISIA3I aJedlunwwo)d | 9'9'g
Vv/d Vv/d sa)9]ap Jo/pue sarepdn ‘sppe ssnasig | §9'G

sassao04d .

v/ vid [ednpado.d Jo/pue [euolloeSURI] ‘WBISAS 0] pale|al Slalew 919|ap Jo/pue arepdn ‘ppvw v'9's
Vv/d Vv/d papino.d sa01AIBS 338]9p Jo/pue 8repdn ‘ppy | €'9'G
v/ v/ satoljod a33]9p Jo/pue ayepdn ‘ppy | 2'9'S
v/d v/d sa1o1jod dojane@ | T'9°S

Juswabeuew
abpajmoun| 104 saanpasoad auljuo ay) Bulurejurew ul PaAJOAUI S3ITIAIOR By L

$91NP30.Id pue SaIdIj0d Juswiabeue|n abpajmou

v/d | o]l sebueyo swseldw] | §'G'S
v/d | /l SUOISIAal 8ledlunuwo) | 'G5’
v/d o) /1 s819]9p Jo/pue sajepdn ‘sppe ssnasiq | €'G'S
sassa004d .
vid Il I [ednpaooid Jo/pue eUOIIESLRI] ‘WBISAS 0] Pale|al SiaNell a1e|ap Jo/pue arepdn ‘ppy ¢as
v/d 2/l 2/l papinoid sa01AIsS 813]8p Jo/pue sxepdn ‘ppy | T'S'S

V/d

swia1sAs papinoad Auedwo) 4aylo pue ‘walsAs
UOIJeLI0LUT JBWOISNI 8Y} 10} [enuew SIY) Bururejurew ul PaAjoAUl SBILAILDE 8y |

|enuejA Se1npas30.dd pue Saldljod Eoum\Am uoljew.uojuj dswolsnd
sabueyd Juswadw]

S

~

9
> >
da
dIA
=
(@]
=
2 <
o O
> @
U
L3
S 2
o =
o Q
= @D
—~ =
w

sbpriqu3

V/d

dSHIA /Buipesy J818N

SUOISIA®A 21821UNWILWOYD

SeNIANOY

NOILVLININWNDOd

A4S




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

89T uoIssnasip 1o} Yelq — [enuspiyuod ao3d
| v/d V/d sabueyo Juswajdwy] | §'8'G
| v/d v/d SUOISIAaI 8Jedlunuiwo) | '8'g
o) v/d v/d se19]9p Jo/pue sajepdn ‘sppe ssnasiq | €'8°G
2/l v/d v/d sassa20.4d ssauisng a18jap Jo/pue aepdn ‘ppy | 2'8°S
v/d | | sassaooud ssauisng dojanag | T°8°S

$855900.d ssauisng BunUaWINIOP Ul PAAJOAUI SBIIAIIOR 8y L

awINjoA abae - [enuepy ssa004d ssauisng

_ v/ v/ sabueyd Juswajdw] | §'2'G
_ v/ v/ SUOISIA8J S1EDIUNWIWOYD | °2°G
o) v/ v/ saja|ap Jo/pue serepdn ‘sppe ssnosia | €2°G
Il v/d v/Y sass900.d SssauIsng a13jap Jo/pue ayepdn ‘ppy | 2°L°S
vy I I sassa00ud ssauisng dojaneq | TS

$955920.d SsauIsNg BuiUBWINIOP Ul PSAJOAUI SSINIAIDE BU L

19BN SSeIA - [enuelA SS320.1d Ssaulsng

9
> >
da
dIA
=
(@]
=
2 <
o O
> @
U
L3
S 2
o =
o Q
= @D
—~ =
w

~

sabueyo Juswajdwy | 2Z1°9'S
| Vv/d
| v/d SUOISIA8J a1edIUNWWOD | TT'9'S
35 v/ $a19]9p Jo/pue sajepdn ‘sppe ssnasiq | 0T°9'G
sassaoodd | 6°9°G
an v/d [einpado.d Jo/pue [eUOIIdBSURI) ‘WIBISAS 01 pajejal Staljew a18|ap Jo/pue ajepdn ‘ppy
3 v/d papinoid Sad1AI8s 818|9p Jo/pue arepdn ‘ppy | 8'9'S

sbpriqu3

| ‘D 'V “d) sispjoyaxers

dSHIA /Buipesy J818N

SeNIANOY

NOILVLININWNDOd




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

169

EGD Confidential — Draft for discussion



Filed: 2011-06-20
EB-2011-0226

Exhibit B
Tab 4

Schedule 3

0LT

UOISSNISIP 40} el — [eNUaPLU0D dOT

V/d

V/Y

SOHY/SOYY Moel L
Juswabeur|y SOYH/SDUY

J10)1pny 1apuadapu] 0] SS8098 ‘sjusWNd0Q

¥1°0'9

v/d v/ pue e1eq BuiAjLiaA pue Bunaidiaiul ul 8dURISISSE ‘SlUBLLIND0OQ pue Bleq 9pINOId €709
v/d Vv/d sjuswialinbal uolew.oyul |[14ns 01 painbal S)UBWINI0Q pue eleq 19910 2109
v/ sjuswalinbal uorewloul anssi pue dojaasd 1109
Vv/d 10})1pny juspuadapu] ubissy 07109

... v

| v/ v/ abpliqu3 0] 15823104 [enuuy 1sulebe saoueLeA Ajyiuow 1ioday 609
| v/d Vv/d siseq AJYluow B UO 15823104 [enuuy/ O} S|enioe oel | 809
| vy vy abpriqu3 Aq paisanbal se 1seda104 ale) JaWolsnD ojul Indul apInoid 109
\V4 2/ 2/ 15823104 pue ue|d BuneladO enuuy dojansq 9'0'9

Bunebpng pue Hunsedssio

suoIdUNy [e1oURULY 48410 pue Bunebipng ‘BuIISLaI0) Ul PSAJOAUI SAILIANDR 8Y L I

aoueUIH

gel suoday 991AI9S 99S) s1uI0day 921A18S Jo oljojiod arepdn

(

s110day 29IAI8S

v/d Juswabeurw abpriqu3 1oy} suodal ajepljosuo) 509
| V/d v/d sJoday 801AJ9S JaAlled 7’09
| v/ v/ Aoeinage Joj suiodal Malney €09
| V/4 V/4 (oe1 suoday 991A18S 89S) suoday aedald 209
A\

109

abpraqu3 01 spioday 891A19S BulaaAlap pue Buidojansp ul PaAJOAUI SBITIAINOR By L I

sbprqu3

9
> >
da
dld
=
(@]
=
2 <
o O
> @
U
L3
S 2
o =
o Q
= @D
—~ =
w

dSHIA /Buipesy 1818|N

SeNIANOY

LNINIOVNVYIN FDIAG3S




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

LT UOISSNISIP 40} el — [eNUaPLU0D dOT

suonedliunwuwo)

v Y sabueyd JoJ JJo-ubis uonanpoud-ald XOS 209
(uoneluswinoop [0nuU09 pue sdew ssaosoad

| v/d 01 sarepdn :a1) Auedwo) ayy 01 suiodal Buriojiuow AjJanrenb JaAljap pue 8dnpoid 1€°09

\v4 | sabueyd J10J UoIIRIUBWINIOP |01JU0I pue sdew $$320.d JOUUOIA 0£°0'9

uoneuaWINIop |01uod pue sdew ssaosoud XOS dojansg
suoday aoueljdwo) (XOS) As|xO-saueq.aes
s196pnq pue ued 198foid jsurebe aouew.lopiad mainey

| v/d v/d s19bpnq pue ue|d 10a8lo.d jsurebe asuewJloylad 1oday 1209
I v v/ s19bpnq pue sjosfosd el | 92'0'9
\v4 | | s189bpnq pue suejd 198(0id anoiddy G209
I v/d v/d s19bpnq pue ueld syosfoid dojered | ¥2'0°9

Buiyoe. ] 1998load
v/d 3910AU| anolddy €209
v/d v/d abpliqu3 01 A]|e21u01193]9 SBII0AUI BNSS| 2209
v/d v/d $9210AUI AJyluow Jo AJeInJJe ajepleA 1209
Vv/d v/d SOYYH/SOYY J0j 11paJd 1o 3d10Aul Ajyuow dojansg 0209

S32IAJSS Buljaseq 10} adloAul Ajyuow dojanag

Buiolonu|

| Buiorid uo 19edwi sy aulwise
| v/d v/d 8010AUI AJyauow uo Joedul pue S1SBI104 DHYH/OYY Moday LT09
| V/d v/d SOHY/SO YV 1sed8.04 9T'0'9

|

v/d v/d auljaseq woJj saoueeAoday | ST0'9

~—~~

‘D 'V 'Y) slapjoysxeIs

SeNIANOY

abpraqu3
dSHIA /Buipesy 1818|N

9
> >
da
dld
=
(@]
=
2 <
o O
> @
U
L3
S 2
o =
o Q
= @D
—~ =
w

LNINIOVNVYIN FDIAG3S




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

LT UOISSNISIP J0J Jeid — [enUsPLUOD 93
0 v/ v/ seaJe Juawanoidwi ssaippe 01 ased ssauisng dojansqg A
0 v/ v/ aouewWIoIad pue sjanaT 891AIBS ‘SaIAIBS anoadwi 01 senuniioddo Alnuspi v'z9

juswanodw| snonuliluo)

Bujsewyouag

IIII JuswaAoLdwi snonuiluod pue Juswabeuew asuew.I0y1ad Ul PaAJOAUL SBILIAILOR 8 |

JusWaA0AdL| SNONUIUOD PUR SoURWI0JI3d

v/d vy v/d JaxjJewyouag Juspuadapu] 0] SS399e ‘UoITeIUSWINI0 ‘Bleq ‘adurlSISSe apIAOId €79
Sjuswialinbal uonewloul anssi pue dojaasg
(4exJewiyousg
Juspuadapul) o) 2 2
Vv/d
¢'¢9
V/d V/d [ 13ysewyousg juspuadapul ubissy 129

| v/d v/d JueI|dWOD UOU 3JaYM SUOIIIL 9AI1931100 3R 8'T9
v/d 1o0das aoueldwod snoiddy L'T9
\v4 | | 10daJ soueljdwod uoneaIuNWWod aredald 0'T9
v S| S| sainpadold 72 saioljod ynm soueljdwod JoNUOIA G'T9
| v/d SUOIIRIIUNLILLIOY J8W0]SND 81eUIPI00I PUR anss| ¥'T9
v/d o) | suonRIIUNWIWOI Jawolsnd dojanag €19
(218 Aouanbauy ‘suonRIIUNWIWOI JO SPOYIaW “*3°1) SI9PIN0Id
v/d 110 | 32IAI3S pue abpLiqu3 Joj sainpadold 72 saidljod uoneaIuNWWOoI Jawolsnd dojeasg Z2T9
v/d o) | ABaleils uoneIIUNWWOI JawoIsnd dojansq TT9

O

]
>
=}
=2
Q
QD
=5
o
S5
w
c
o
o
o
=
~+

S13PIN0Ad 3IIAISS JBL]

abpraqu3

dSHIN /Buipesy Js18 N

‘(suolreaiunwiwod) (s)JapIn0cdd 321AIBS MaN
pue uoneziuebio ayl ssodde sabessaw Buire|nailae Ajaes|d ul paAjoAUl SaIlIAIDR 8y |

SeNIANOY

LNINIOVNVYIN FDIAG3S




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

€LT uoIssnasip 1o} Yelq — [enuspiyuod ao3d
o) Vv/d o) o) sa191j0d Juswabeuew |01u0d abueyd sulyaqg G2'29
|043u0) abuey)d
Vv/d o) Vv/d Vv/d syap1ou| g Aiond pue T Aiolid Joy sisAeue asned 1004 30npuod 2’9
v/d | v/d v/d wia1sAs Bunoeay anssijwajqoad ul ssaiboad paodal pue syusplou| asoj) €229
Vv/d | Vv/d V/d uonnjosas 03 ybno.y s)uspIou xoed | [444)
siabeue|y wajqold A106a1e) 391AI8S pue Jabeue|y wa|qold abpriqul
S| A4 S| S| YU swia|qoJad/sanssi o ssa160.d uoinjosal ayedlunwiwod o1 sbulssw 19nNpuo) 1229
Vv/d | v/ Vv/d $3INpadoid UoIe|eIST JUapIdU| YIIM 8dUBpI0IJe Ul SJUBpIdU| 81e[eds] 0229
v/ I v v aleuBisap Jo Jabeue|N wajqold abpliqu3 o1 sjuspioul g Ajiolid pue T Aold e yoday | 6T°2'9
Vv/d | v/ Vv/d wisiuey2aw Buiael) anssi UoWLWoI e Buisn sjuspiou| yael | 8T'2'9
sali0ba1e)) 99IAISS Paldajje Jaylo WOl
v/d | v/ v/ Jabeuew wajgqoid yum uonnjosal 01 ybnoy) SJUSPIdU| 81eUIPI00I 0 Jebeuew Wajqoid JANA)
| v/d v/d aleubisap 10 Jabeuely Wa|qoid abpliqu3 o1 syuapiou| g Aliolid pue T Aol |je 1oday 91’2’9
v/d | Vv/y V/y sal106a1e) 921AI8S paldayfe wod) (s)iabeuew wajgoad wiogu| GT'29
Vv/d | v/d v/d sa1i0Ba1eD 901A48S J3U10 S1oedWI JUBPIdU JI sulWIReQ 14XA)
v/d I v/d v/d Jafeuew wajqoid e UbIssY | €129
Vv/d | v/d V/d A1oBajeD 391AI3S B} UIYHM S33IAIBS Wody Buisiie syuapiou] Aynuspl ¢r'e9
Vv/d | v/ Vv/d A10Ba18D 89IAI8S BU) UIYIIM SIUBPIdU| J0J S3IIAISS J01IUOW AJaAoeold AL
| | v/ | Buipeay Ja1a\ pue abpriqul 01 WalsAS Buixoel ] JUSPIdU| 0] SS8IIR BpPINOId 0T'2'9
I /1 v/d I WIsAS Buiyoel ] JuspIoU| UOWWOD 8PIA0Id 629
uoleuUIpI00D aNss| 7 Wia|qoid
ue|d JuswaAoidwi Snonunuod uo 1odas pue urelurew ‘dojaasg
v/d | | s1sanbay abuey) anoiddy 129
(siusuodwiod ased ssaulsng Buipnjoul) 1senbay abuey) asiey

~—~~

SeNIANOY

sbprqu3
dSHIA /Buipesy 1818|N

9
> >
da
dld
=
(@]
=
2 <
o O
> @
U
L3
S 2
o =
o Q
= @D
—~ =
w

LNINIOVNVYIN FDIAG3S




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

VLT uoIssnasip 1o} Yelq — [enuspiyuod ao3d

| V/d V/d 1s9nbay abueyd Juswajdwi| o'Z9

\V4 2/ 2/ s1sanbay abuey) aznuiolid Sr'Z9

v/d | | s1sanbay abuey) snoiddy A

o) v/ v/ (susuodwiod ased ssaulsng Buipnjaul) 1sanbay abuey) asiey £V'29

v S| pS| pabueyd aq 01 paau suondwinsse J1 8sed ssaulsng asiney A A

v S| pS| slapjoyaxels yum suondwnsse alepifeA 79

v N N asea ssauisng dojanaQ or'z9
(019 ‘s1019®) 3ANElIeND

o) v/d v/d ‘syndul eroueul) “a°1) ased ssaulsng dojansp 01 padinbal eyep Alessadau ayl urelqQ 6£29
(219 uonEWOINE MO|JMI0M

A4 S| S| ‘sjuswianoadwi ssa004d ‘swiaisAs 0] sabueyd “6a) senlrenIul ssad0.ad/ssauisng Ajpnuap| 8€'2'9

uonezniiolid 7 uswdojansq ase) ssauisng

V/d | V/d V/d abuey Jo synsal 1oday LEC9
V/d V/d V/d V/d syoedwi aAleBau aAeY Jou pip pue saA1va[go 18w abueyd ApLIBA 9€'C'9
V/d | V/d V/d abueyd juswsa|dwy| GE'C9
v/d I v/d v/d abuey Jo siapjoyaxels pajoaye AJION | ¥E'C'9
v/d I v/d v/d sabueyo panosddessl | €€2°9

| v/d | | s1sanbay abuey) anoiddy 229
v/d o) v/d v/d (aburyo Jo 1oedwi pue 1509 BulApnuspl) sisanbay abuey) dojaasq T1€'29

I v/ I I 19pJO abuey)d snoiddy | 0£'2'9
V/d o) V/d V/d ajewns3 abueyd anssi pue dojensa 6¢'C9
Vv/d Vv/d o) o) s18pJQ 8bueyd dojansg 8¢'C9

pS | \v4 pS | pS | Sjuawalinbai jouod abueyd Apnuap) 1229

(I

9
> >
da
dIA
=
(@]
=
2 <
o O
> @
U
L3
S 2
o =
o Q
= @D
—~ =
w

o)

abpraqu3

slap|oyayels

dSHIN /Buipesy Js18 N

$5300.4d |0.1U02 3BURYD PaIUBLINIOP 0)-Ppaalbe moj|o-

SeNIANOY

LNINIOVNVYIN FDIAG3S




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

S/T UOISSNISIP 40} el — [eNUaPLU0D dOT

SUONIPUOD 79 SWJIS] UM 80UBLLLIOIUOD

9OUBWLIOLUOD 10B1IUO0D Bulurelurew ul PsAjoAUl S3ITIAIIDR Y |

9dueWwL.IOjUOD 13e.ajuod

I/l v/ v/ suoljeoadxe aouewioyiad ssauisng yum ubife 01 seAleniul ssadoad/ssauisng Apnuap| Sv9

v o/ v v suole1dadxa aoueLLI0LIad SSaUISNQ puBISIapUN 01 8BPLIGUT YIIM MJOAN 9
JusWabeUR | 39URBWI0LISd SSauIsNg

V/d V/d V/d V/d sainpaoold Jouo) abueyd az1inn €v'9

v/d | vy v/d suswialinbal ssauisng azijeuoneiadQ Zv9

Sjuswiaiinbal ssauisng mau Apnuap|
uoniulaq swuswalinbay ssauisng

sjuswaainbau ssauisng Bunedionue AjAIRoe0Id Ul PAAJOAUI S3ITIAINOR BY L
wucw_(cwg_:_uww_ SSauisng
Aanuns diysuonejay Ajlanend) Japinoid adialas/abpliqu3 1onpuo)d

S| Vv/d S| S suedisiunod A1oba1e) 82IAI8S YIIM UOIIN|0Sa JUSPIJU| 81eulplood pue abeue|n| 9'¢'9
bS| v/d S| pS| suediaiunod AloBared aoiales yum sweabold sjuswanosdwi snonunuod dojaasq g'e9
bS| v/d bS| pS| suediaiunod AloBared a21AlaS yum sbuieaw 19npuod 7'€9
S| Vv/d S| S| $9559204d 92RJI8)UI/UOIRIIUNWWOD dojansq €€e9
S| S| S| suedisiunod Juswabeuew pue Jeuoneiado Asy Ajnuap]

sdiysuone[y ds-ds pling
sBunaaw aoueUIBA0S) Ul 8)edIdled

SJ9PIN0Id JDINISS
M3N Usamiaq sdiysuoinelad Bulureurew pue Buidojanap ul paAjoAUl SAINIAILOR 8y |

SeNIANOY

abpraqu3
dSHIN /Buipesy Js18 N

9
> >
da
dIA
=
(@]
=
2 <
o O
> @
U
L3
S 2
o =
o Q
= @D
—~ =
w

LNINIOVNVYIN FDIAG3S




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

9.7

UOISSNISIP 40} el — [eNUaPLU0D dOT

Juswabeur|n uaWeaIbY Alied pig 79 19SSy

| V/d V/d ssalfoud uonnjosal 1oday 02'G9
| Vv/d Vv/d uolnjosal 3oel | 6759
| Vv/d Vv/d uejd uonnjosal yuswajduw 8799
0)l| v/d v/d suondeoxa pue salouedaiosip 1oy uejd uonnjosal dojansg IT'S9
v/d o) o) 1usWwaleurW JapIAoid 821AIBS YlIM suondadxa pue salouedalosip ssnasig 9T'G9
v/d I I Modal yipne asedald | GT'S'9
v/d | | suondaoxa pue salouedalasip uswnaog ¥1'G'9
1pne 19e.11U09
| v/d v/d 319]dw02 0 a1eUBISAP 10 aBpLIGUT 01 SS32Jk ‘UOIIRIUBWINIOP ‘BIep ‘9IUL]SISSE SPINOId €769
110 Vv/d V/d 1IpNY 10} sjuswialinbal uorewLIoul |[1iny 0} palinbal elep 198]j0D ZT'S9
v/d | | 1PNy J0J Sluswialinbal uolewloul anssi pue dojanag 1G9
Vv/d | | 108J1U0D 0] 3OUBWIOJUOI J9PINOI 8DIAISS 1PNy 0T'S9

UpNY 19e43U0D

Vv/d Vi V/id Sjuswipuswe 4Je. | 6'99
Vv/d V/d Vv/id sjuawpusLLe Juswa|du} 8'99
Vv/d v/ Vv/id sjuslipuaue ayenofsN LS9
v/d vy /e Sjuswpuale 10eu0d dojansg 9'G'9

SlusWwpuswy/ 10equod

v/d v/d v/d soue1|dwoo-uou Apaway §'S'9
Vv/d V/y V/4 3ouBUIBA09 ybBnoiyl aoueljdwod-uou a1eedsy 959
v/d v/d v/d aoueljdwod-uou Hoday €69

\v4 b | b | SeaJe Jueljdwod-uou Juswnaoq 2'S9

9
> >
da
dld
=
(@]
=
2 <
o O
> @
U
L3
S 2
o =
o Q
= @D
—~ =
w

SUOINIPUOD pUR. SWLIS] 19841U0D YIIM 3oueljdwod Moel |

sbprqu3

dSHIA /Buipesy 1818|N

SeNIANOY

LNINIOVNVYIN FDIAG3S




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

LLT uolssnasip 1oj Yeid — [eluspiyuod ao3
A/ Y Y ABa1ens ate) Jswoisn) abpLigul malnsy ¥'9'9
v S| S| ABarens ale) Jswolsn) abpliqu3 1oj seapl ‘indul apIn0Id €99
v/d | ABajeais ate) Jswoisn) abpuqu3 dojansq 299

ABareas aaed Jswoisn)d
ABojouy2s) Jay1o pue LUOINRISHIOM UlelUIRA

sjuawalinbay uoireanbIpu0D arempieH UOIIRISHIONAA

"saanpadoJad 7 saio1jod

‘sa1fa1ea1s 01 soualaype Bulansus pue Bulurejurew ul PaAJOAUI S3ITIAINDR By L
[041U0D 79 Juswdojansg a4nNpPadndd 7 Adljod

MJ0MmaedH Apawiay [9AdT] 92IAIS puUe dAIIUAIU|

v /4 /4 I0Mmaleld Apawiay [oAa7] 991AI8S puUR 8AIUBIU| 0] SaBueyd puswwodsy 2£°69

v/d S9AIUBIU| pue Saljjeuad anolddy €69

| v v aeuoliel pauoddns YlIM SB2I0AUL UI SBAIUBIU| pUR Sall[euad apnjoul 0£°69

v S| S| SsauljapInb yJomalel) uo paseq Ajjeaipoliad SaANUBdU| JO/pue SalljeuUad 31e|ndjeDd 62'G9
Juswaalby ay) Jo

v S| Y ¥ 9191V Y1IM 80URPIOIIE Ul YIOMaWRIH Apawiay [aAaT 39IAI8S puR SAIUBdU| abeue|A| 82'G69

v/d | Sjuswaalfe sourUUIRW J0/pUR S1asSe Bulpeay Ja18|A Mau anolddy 1269

v S| s1asse Buipeay 4218\l Mau Joj suonisinbal asrey 92'G9
S19SSY PapIN0Id DT - T°8°Z 8INPaYdS ul papiaold

| v/d se Jeyaq s,abp1iqu3 uo sjuawaaibe pue s)asse Bulpeay Ja19|A Ulelulew pue abeue|n| GZ'G9

| v/d v/d $10B11U09 Jsulebe aouewoylad (101oenU0IqNs) ALred pig J0JUOIN ¥2'9'9

v/d v/d s19e.11Uu09 (1019eU0IgNS) Aled pIE abeur €2'G9

v/d v/d S19sSe paplAoid JapIAOLd 801AI8S MAN Uleulew pue abeuen| 22'G9

9
> >
da
dld
=
(@]
=
2 <
o O
> @
U
L3
S 2
o =
o Q
= @D
—~ =
w

sbprqu3

V/d

V/d

dSHIA /Buipesy 1818|N

s1asse papInoad JBPIAOId 321IAISS MaN 81n201d

SeNIANOY

LNINIOVNVYIN FDIAG3S

1¢'59




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

8.1 uolssnasip 1oj Yeid — [eluspiyuod ao3
(a4muadoy
110 v/d Aq pa1s|ep aul| - d93 Aq parosley uons|e) - UONBIUBWNDOQ [BIIUYDS | UTBIUIRN T12°9°9
| v/d v/d [enuew sainpadoid Buielado urejureln 02'9'9
| V/d v/d sfelisle|N weiboid utejure\ 6799
| v/d v/ sjuswiabuelie Aued pug |fe Jo uondiiosap pue Alojusaul dojaasQ 8799
| v/ v/d uonduoasap pue AI0JUsAUI 31eM0S PAUMO pUR 8JeMI0S JBPIA0IG 921AI9S dojanag /199
| Vv/y V/y uondiiosap pue A10jUsAUI a1emy oS Aled paiyl dojansq 91’9’9
| v/ v/ uondiiosap pue AI0jusAUl S18ssy pue Juawdinb3 Japinold a21Ales dojanaq GT'9'9

AK1o0Ba1e) a01A18S 8y 01 parejal Ajealy1oads
S921AJ8S 3y Jo Asanljap Bulobuo ayl 1oy pasinbal 918 asempiey ‘Sasuadl| a1emiyos

| Vv/d Vv/d ‘s921n0saJ uewny ‘syasse Buipnjoul Alobaje) ad1AleS yoes Uo) suondiasap dojansq $1°9'9
(a4muadoy

110 v/ Ad paajap aul| - 93 Aq pajosley uons|aq) uoneuswnd0g [edluyds L dojpasg | €T°9°9

| Vv/y V/y |enuew sainpado.d Bunelado dojanag 21'9'9

| V/d V/d sfelsare|\ weibold dojaasq T7°9°9
S31I01UBAU| 79 S[eldale| weabold ‘uoneiuswnioq Jo Juawabeuely

v S| S| suoday Alore|nbay dojanaQ 0799

v/d o) sjuawialinbal Buniodas asuerjdwo) Alorejnbay Apnuap] 699

| V/4 V/4 sjuawalinbay Alo1ejnbay yum asueljdwod JapIAoid 321IAISS 1oday 899

Siuswalinbay Aloje|nbay
pue SaInpasnid pue Saldljod YIIM aouel|dwiod ulelurew 0] S8dIAIaS Jojiuow pue sbeur|y

aoueldwo) Aiojejnbay pue ainpadoud ‘Adijod
v N Y ABarens 1surebe ssaiboid Jo11UOW 999
v pS| pS| ABarens ased Jawoisn) JaAljap 01 sabueys Apnuap] G99

~—~~

SeNIANOY

sbprqu3
dSHIA /Buipesy 1818|N

9
> >
da
dld
=
(@]
=
2 <
o O
> @
U
L3
S 2
o =
o Q
= @D
—~ =
w

LNINIOVNVYIN FDIAG3S




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

6.7 uolssnasip 1o} Yelq — [enuspuod o3
v S| S| paalbe se 1o A|[enuue sue|d AlINunuo) ssauisng pue A1sA02ay Ja1sesiq 1S9 8299
| Vv/d Vv/d suejd 1s9] Malnay €99
S| v v sue|d pue sjuswalinbal 1531 AlINUUOY Ssaulsng pue A1aA093Y JalsesIq Ysljoeis3 9£'9'9
S| v \4 abpuqu3a yum suejd Alinunuo) ssauisng pue AIaA02aY 191sesIg Malnay GE'9'9
$2INPa20.4d pue $198IU0I UOITL|RISD
| vy v/d pUB UOIBIIUNWIWOI AJINUIUOD SSsaulsng pue A1aA02ay JalsesI a1ediuniwo) ¥£9'9
| vy vy spJepuels A1snpul 188w sueld AUNuRUo) ssauisng pue AIan093y Jelsesig 1ey) arepljeA €£°9°9
| v/d Vv/d sue|d AlInunuo) ssauisng pue Alanoday Jaisesig dojanag 299

Burioliuon 7 Buluue|d Msiy ssauisng / Buluue|d A1an02ay Ja1sesiq

SalI0JUaAUl pue

| v/d Vv/d UOI1LIUBWINIOP JAYI0 PUB UOIIRIUBWNI0Q [BIIUYID] ‘Sfelalely weiboid ul sdeb Ajnosy T€99

Vv/d V/d v/d €€°9°9 Ul palynuap! se sdeb sa1by 0£9'9
S31101UBAUI pue

v/d v/d Vv/d UOITeIUSWINI0P JaY10 pue-UOoITeIusWNI0( [ed1uyda] ‘sferale| welboid ul sdeb Aynuap) 62'9'9
abpliqu3 0] uoneUBWNIOP

| v/d v/d pue SaLI0JUaAUI JBY10 [[e pue LOITLIUBWNI0Q [BIIUYIS] ‘S[elale|A Weiboid apinoid 82°9'9

| V/4 V/4 sainpado0.d pue saioljod Jo Alonsodal urelurey 1299

| V/4 V/4 sjuawabueiie Aued pug |1e 4o uondiiosap pue A10JUsAUL UIRIUIRIA 92'9'9

| v/ Vv/d uondiiosap pue AI01UBAUI 3JBMIJ0S PAUMQ PUB 8JeM0S JBPIACI BDIAISS UIRIUIBIA| G2'9'9

I v/ v/ uonduosap pue Alojuanul a1emyos Aued paiyL UleluIeiN | ¥2'9'9

| v/ v/ uonduoasap pue AlojusAul S1essy pue Juawdinb3 JapIncld 891AISS UIRIUIRIA €2°99

(1D 'V ‘Y) siaploysxels

A106a1e] 921AI8S 8y 01 parejal Ajealyioads
S32IAJBS 38U 40 Asanljap Bulobuo sy o) palinbal 218 alempiey ‘Sasuadl| 8JeMU0S
‘s921n0sal uewny ‘syasse Buipnjoul A10Ba1e) 821AI8S Yoes 4o} suondiasap uleiule|p

abpraqu3
dSHIN /Buipesy 1818\

9
> >
da
dIA
=
(@]
=
2 <
o O
> @
U
L3
S 2
o =
o Q
= @D
—~ =
w

SeNIANOY

LNINIOVNVYIN FDIAG3S




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

08T uolssnasip 1o} Yelq — [enuspuod o3
v/ | v/d Vv/d S|oAsT 921AS parelBalul Bullaalap 01 sebuajjeyd 1odsy 6.9
S| A4 S| S| S|oAsT 991AISS parelbalul abeuel 8.9
S| V4 S| pS| S|aAaT 921A3S palelBalul JO AIBAISP 03 UOIINGLIUOD JIOHUOIA] 1’19
v/d | Vv/d Vv/4 S|aAaT 921AS pajelbalul JaAljap 01 SIaPIAOI BJIAISS JaYl0 YlIM 81eulpioo) 9’29
v/ | v/d Vv/d S|ansT 991AJ8S palelBaul 1iodal 01 palinbal elep apinoid G/.9
/l Vv/d /l a/l SV71S - 9'2'2 3INPay9s Ul s|aAsT 01AI8S pajelbalu] syepdn )
(QELERERITVELN
Vv/d Vv/d v/d v/d paresfaiul) SISPIAOI BIIAISS MBN |[e 01 UOLIWOD 3. Jey) S|aA8] 89IAJSS ALIuUap| €9

o

@

Juswiabeue|n 79 JuswdojaAaq [9A8] 92IAI3S pareabalul

S[eLIBIe 80UBIBJaY Ulelurew pue ayepdn

L9

SMBIASY 321AISS 21poLIad ul aredionued

7.9

(S)49pIN0ad 92IAIBS MBN

S11 pue suolleaado aaed 1swo1snd abpriqu3 ay) Buibeuew pPaAjoAUl SAINIAILOR 8y |
Juswabeur|y aoURW.I0LI3d [euoilelad

sad1jod A111n2as 0] sajepdn apino.d

\'4 Y e supne abpliqu3 pue [eussiul sjeN|Ioeq | 999
I v/d v/d suome|olA AJundas anjosey | 67’99
I v/d v/d suone|olA Alundss Lodsy | ¥7'9°9

sa191j0d A111n2as ysijoe1s3
Burioniuon 7 Buluueld A114n29s

ueyd A18A003Y J21SESIQ UM 30UBPIOJIR Ul J3ISESIP 81eaIuntuwo)

suejd Ayinunuo) ssauisng pue Alanoday Jaisesiq arepdn

799

sainpado.d Alanodal Alinunuo) ssaulsng pue L1809y Ja1sesiq uawnaoq

0v'9'9

9
> >
da
dIA
=
(@]
=
2 <
o O
> @
U
L3
S 2
o =
o Q
= @D
—~ =
w

s)nsal Ue|d AInunuo) ssauisng pue A1aA023y J91sesiq a1eaiuniwo)

abpraqu3

dSHIN /Buipesy Js18 N

SeNIANOY

LNINIOVNVYIN FDIAG3S




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

181

UOISSNISIP 40} el — [eNUaPLU0D dOT

v/d | I Buruuejd A1oeded 0] Jusuliad spuail ssaulsng apIAOId 1219
2 v/d vy sjuswalinbal Anoedes Buiwoadn 15893404 0] SpUBL) SSBUISNG 34NNy d1enjeAl 9z'.'9
o) v/ v/ JUSWIUOJIAUB 8y Ul Sabueyd 01 Buljelal suoclepuawWLIodal Ajioeded apinoid GZ'L9
| v/ v/d ue|d Anoeded ayp urelutew pue dojpasg v2'1'9

Buluueld Aloede)

2 Vv/d Vv/d 15808104 an0Jddy €C’L9
v/ o) o) suondwinsse 1583210} MaIASY 2219
\v4 S| pS| sBunssw Bunsesalo) awnjoA Ajyiuow 19npuo) T2°L9
| v/ v/ puewap Pa1seIalo) Jo 3 nsal e se Bulolid uo 19edwi sulwisg 02,9
\V4 S| S| SBWINJOA Ul 8S88198P/asealoul aulwIalap 03 918 spuaJi Buisn isedaloy asedald 6T°L9
v o s pUewWap a1niny J0} s10Jedlpul ‘eep |ed1I0ISIY ‘spust} urelqo 8T°L9

Bunsedsslo puewsq

| v/ v/d SI01BJIPUI PJRI3I0IS parelBialul ansIyde 0] SIBPIAOIG 3IIAIBS M3N JaUl10 YIIM MIOMN /119
| v/d v/d pJe23109s Jsulebe aouew.opiad [enjoe 1oday 9T','9
v N o pJe22102s 01 Sabueyd/siualuaAcdLLl pUBLLWOIDY ST'2'9
v N N pJe2aloas dojansg AWA)

1uswabeur|y 7 Juswdojansq paedsdoos
S|9AaT 391AJ3S 1sulebe souewlopiad jenoe 1oday

SV1S - d'¢'Z 3Inpayas ul

V/d

V/d

SV1S
- §'2'Z 8INPaYIS Ul PauIlLap Se S|9AST 801AI9S 0] saburyd/SIuBLLIBA0IdWI PUBLILLIOIDY

¢l'L9

9
> >
da
dld
=
(@]
=
2 <
o O
> @
U
L3
S 2
o =
o Q
= @D
—~ =
w

SVIS - 9°2°Z 8InNpayos 1surele aouewioyiad [9A8T 80IAIBS 2INSEAIA
jusWwabeuR A 79 UsWdo|aA3Q [9A3T] 32IAISS [BNPIAIPU|

17°'L9

S|anaT $99IAIS pateifialul JO 9ouUBLLIOLIad-UOU SA|0S34 0] S21198) UOIIN|0sal Apluap] 0129

sbprqu3

Ipeay J919|N

dSYIN /Bu

SeNIANOY

LNINIOVNVYIN FDIAG3S




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

182

EGD Confidential — Draft for discussion



Filed: 2011-06-20
EB-2011-0226

Exhibit B
Tab 4

Schedule 3

Q
> =
da
S 5
=9
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

(1 ‘D 'V 'Y) s18pjoysxels

abpriqu3

BulpueH
[1eD 321A13S 79 Aouabiawg

S80IA19S SUOID3|[0D

uonesIuIWpY bullg
79 sauInbuyj [e1suss)
pue bulpg ‘Bulng

dSHIN /Buipesay 4818\

1UsWaIeIS
AJYIUOIA 72 GA 10J SPA0234 JUNOJIL Ureurew pue mau dn 189S

SONIAINOY

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V

€8T uolssnasip 1o} Yelq — [enuspuod o3

1L

v/d | (sean10u ajea pue Alajes) suasul ||1q pa1d3|as 1oy sadAl Junoaae Bely pue Apnusp|
110 JUa.11NJ a1ea.d pue syuauwnsnlpe Ajdde ‘sinpayas | €12

Vv/d | aleJ Ajdde ‘uondwnsuod ajenajed 01 Apybiu uni si ssa204d yoareq 1eyl AJLIBA
CTL

v/d | 3]qe) ajeJ urejurew pue sabueyd axel ayepdn
uonenofes [11q swnjoa abrejaoy | TTL

Vv/d | uonealjdde Juswalinses| Wa1SAS 93 wody elep Buipeal Ja1awW JaWOoIsNd aA1929Y

(119 3Y3 Buizenaed Ul PaAJOAUI SAIMAIE By |
(939 ‘uoIrewoul g0

| o) v/d 10B1U09 ‘S9P0J 81eJ ‘SaWeu) palinbal se uoirew.ojul JUNOJ9k JBWoIsnd alepdn
patinbal se sasodind 1oeuoo | 70°L

v/d o) v/d Jawolsnd pareal upaJd pue Buijjig 40y UOITBWIOLUI UOITEDIUSPI J8W0Isnd 1sanbay
€0L

| o) v/d BLI9114O Ys1 paiyioads Auedwo) Jad se pasinbai Ji 1sodap A11un2as 1sanbay
Sjuswalinbal oL

I o) v/d AJ1IN23S BUILWISIBP 03 3P0 Ul SISWI0ISNI M3U 10} MIIA3I 1IPald e 1sanbay
Juswedaq awydeny | 0L

| v/d Jawoisnd Auedwo) 01 uoirewoyul 8j9A9 Buipeal Jslaw pue Buljjiq syl apiInoid

pJ02a4 3Unod9e mau dn-13S




Filed: 2011-06-20

EB-2011-0226
Exhibit B
Tab 4

Schedule 3

v8T

UOISSNISIP 40} el — [eNUaPLU0D dOT

SpJepue]ls 1S0d epeued

STTL

Vv/d | SI1D U1 3jnpayds Buljjig pue Buipeal 8y} urelurew pue peojdn
vTT L

/0 v/d a|npayas Buljjig pue Buipeas Ajyiuow ayl arepdn pue dojansg
eTT.

v/d | pajuasald Ajfeaiuoos)a /pajutid aq o1 S|jig Juswarels Ajyluow Jo ajiy A|iep a1eald
(d139N) | eTTL

MBINY dJBJIaIU| A11011198]3 SeS [eAnTeN 8yl JO 1jNsal e Se SIaW0ISnd aWnjoA

| v/d abue| Jo 1oddns ay1 Buipnjoul pasinbal se suoioesuel] Bulj|iq jenuew wioiad
TT.

S| v SIUN022Y awnjoA abueT 0] sabiey)d Alfeusd 19e4ju0) 4o suonoesuel ] 1s0d
‘suondaoxa paseq-wajsAs wouy paresauab | 0T'TL

v/d Bul)]1g 198.4100U1 01 8NP aJe 1eyl SUOII81I0I UO paseq Ssiuawisnipe axew ‘gAT 404
6TL

S| \V4 SIUN022Y awn|oA afJeT 01 suonoesuel| [enuely 1s0d
8TL

d v I pajuiid 8 03 s|11q J8WOISND Jo B Ajrep 8yeald
8TL

v/d | uonNjosal anssi pue ‘Bulnpayads ‘uni yareq Joy Loddns uonesljddy yiim adepiaiu|
s)unogae awnjoa abrey o Bung | LTL

v/d | [e21]9A2 A|Iep JO anjeA Jejjop [€10] ay) J0oj Jabpa] [elsauas) ayl 01 UOIJBSURI] B puss
9T'L

I Vv/d Alljigeuoseal 1oy s|[ig J0 ajdwes e Malnal Ajjenuep|
STL

v/d | sabessalll |]1q Uo palds)as oy sadAy unodde Be|4 pue Ajnuap|

Q
> =
da
S 5
=9
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

abpriqu3

BulpueH
[1eD 321A13S 79 Aouabiawg

S80IA19S SUOID3|[0D

uonesIuIWpY bullg
79 sauInbuyj [e1suss)
pue bulpg ‘Bulng

dSHIN /Buipesay 4818\

SONIAINOY

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V




Exhibit B

Filed: 2011-06-20
Tab 4

EB-2011-0226
Schedule 3

68T uolssnasip 1o} Yelq — [enuspuod o3
anbayo geL
v/d © $592904d 0] WAISAS UOIIBLWIOLUI JBW0IsSnd Auedwo) ay ul uoroesues] e aredald
7'eL
I/ v/d ssa00.4d uoiezIIoyIne paysijgelss mojjo4
€eL
| v/d (punyai) Upaid ay) Jo Ageindge ayl AJLIBA
uoisoap | C€L
I v/d punjaJ 01 Jolid Ssalppe a21AI8S Mau 0] AJjIqeJajsuel] AJLIBA ‘S}IPaId JUN0JJe [euly J0S
TeL
| v/d SJUN0JJk 8AI1R UO Spunjal o) 1s8nbai JawoIsna ssadold
spunyau Buinssi pue Buissasoad ‘BUIALLIBA Ul PaAJOAUL SBITIAIIOR By L

awn|oA abaeT - Juswabeury punjay

v/ 111q aBe1sod sy Aed set
L

v/d abeiuaalad Aoeanage ssalppe yum Buijrew Jo Juswales Ajiep 1wgns pue aonpolid
Vel

v/d | 1504 epeur) 0] (owsaw) A2eINIJe JO JUSLBIL]S [ENUUR NWQANS puB 83NPold
AV

S| v SU011921109 SSalppe YlMm spJodal Buljjig swnjoa abe| ayepdn
[ArAVA

v/d | AgeIndge SsaIppe aulwexa 0 spodal 3npold
TeL

v/d | sayepdn apo9 [e1s0d 1S0d epeuURD PajNPayds aAleday

saled Buljiew X|nq 10} spaepuels 1504 epeued 01 Buipaodde

sassaappe Buijrew Buiurejurew pue Buriayleh ul psAjoAul SaIIAILOR BY |

SONIAINOY

abpriqu3
BulpueH
[1eD 321A13S 79 Aouabiawg

Q
> =
da
S 5
=9
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

S3JIAI3S SUO1199]|0D
uoneasiuiwpy buig
79 sauInbuyj [e1suss)
pue Buljg ‘bunng
dSHIN /Buipesy Ja18IN

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

98T

UOISSNISIP 40} el — [eNUaPLU0D dOT

$921AU9s Bul|igs paisoy 40 Jaded Joy ajj1eag
10 youaua4 ‘ysibu3 ui - Auaaljsp pue uononpoud |jig ul PaAjOAUl SAINIAILOR 8y |

AJaAl[a@ pue uonanpoad |9

v/d AnAnae jo Arewwns Ajypuow aredaid | LV'L
v/d palinbal se sual abpuqugy ebreyosig | 9 VL
SYL

v/d s1eak (1) uanss 10) (sa1dod paey) sisanbai diysiaumo Jo abueyd aAlydIy
v/d BUILIM Ul JaAME| J0pUBA B} 0] SUOITE.ISIBAI B]111 JO UOITedIII0U pue Siealie apinosd | V7L
(>20] [e21sAyd ‘peal Jajaw v

v/ “9'1) UOIBWLIOJUI JBWOlsNd ayepdn pue ‘diysIauMo Jajsuel) 0] 1sanbal 3Jom e 81esi)d
Aured YL

v/d aleridoadde Bunoriuod Aq papiaoid si uoljewogul 819jdwodul 91aYMm Sanssl aA|0SoY
wia1sAs 1vi

I v/ papIA0Id JOPUAA OJUI UBIS ‘UOIBLLIOJUI 1epIjeA pue a1ep Ad 110s ‘sisanbal aAIa0ay

V/d

uoIRWIOLUI U3I| pue sJealde apinoad pue aahme| d19Y)
J0 1sanbau ay1 1e susp.ao snow J18woIsnd Buissedoad Ul PaAjOAUL SBIIAILOR By L

awnjoA abuae - diysasumQ Jo abueyd

uonnnsul eroueuly s,Auedwo) ay) 01 8|1y puNal d1U0II3|S LR puas

Q
> =
da
S 5
=9
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

abpriqu3

BulpueH
[1eD 321A13S 79 Aouabiawg

S80IA19S SUOID3|[0D

uonesIsiuIwpy buljig

(1 ‘D 'V 'Y) s18pjoysxels

79 sauInbuyj [e1suss)
pue bulpg ‘Bulng

dSHIN /Buipesay 4818\

Jawoisng
0] Buljrew 1oj 10puaA 0] JUas pue uonmsul eoueul. Auedwo) Ag panssi st anbay)d

SONIAINOY

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V

9¢.




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

Q
> =
da
S 5
=9
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

abpriqu3

BulpueH
[1eD 321A13S 79 Aouabiawg

S80IA19S SUOID3|[0D

uonesIuIWpY bullg
79 sauInbuyj [e1suss)
pue bulpg ‘Bulng

dSHIN /Buipesay 4818\

SONIAINOY

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V

18T uolssnasip 1oj Yeid — [eluspiyuod ao3

1162

| v/d 1504 epeur) 01 punoJeuin) AIsAlap |[1g uo 1odai Ajyauow a1eald
0T's'.

v/d 1504 epeue) 0] AJaAljap abuelly
Vv/d | uonae Joj Aured ayeridoidde o1 sjjiq Buljpuey [eioads premioo 65t
Vv/d | sabessaw s|1q ayeridoidde sapnjoul s|jiq eyl ApIsA 851
LS.

v/d s|1q Buijpuey [e1oads uo abelsod syeridoidde xipy
96,

v/d suasul ajeridoidde pue sjjig Buljpuey Je19ads yum sadojanus Jnis Ajjenuey
(Buirew 01 Jorid uonaadsul §q.

v/d [ea1sAyd) Aujigeuoseal 10} MalAal pue sadojanusa JawoIsnd Jo ajdwes 198X
v'e'L

| v/d adojanus ay) ul suasul ayeridosdde sapnjoul Juswialels Yoea 18yl AJLIBA
€GL

v/d (seanou ael pue A1ages) suasul papinosd Auedwo) Jo AI10JUsAUL UIRIUIRIA
(010 Butjaqey | 754

‘Buibexoed ‘sadAy pjoy ‘sadAl ysiuly ‘azis ‘ssauxaiyl ‘ybram uasuj -6°3) uolasul

v/d | 111g 81e11]198) 01 SUOITRIII3dS JBPINDIL 32IAJIBS Buljig 01 Buipiodde suasul apInoid
€aqL

v/d AJ1ep swuoy [enbuljig uo JusWaYLIS JaWo1sSNI Julid
[AA

v/ [ Japinod |119-9 01 81y [119-8 Ajrep puss
6L

v/d I pajulid ag 01 JUBWAIE]S JBWOISNI JO 31} AjIep puas

1uswaels Ajyauoln




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

Q
> =
da
S 5
=@
(@]

=
2 <
o 0
> @D

0
L =
S 2
T =
o Q
)
~ =
(%)
1

(1 ‘D 'V 'Y) s18pjoysxels

abprqua

BurjpueH
[1eD 321A13S 79 Aouabiawg

S80IA19S SUOID3|[0D

uonesIuIWpY bullg
79 soldInbu| [eJauso
pue Buljpg ‘bulpng

dSHIN /Buipesay 4818\

SONIAINOY

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg

SININTILVLIS ATTHINOW & JINNTTOA 394V

88T uolssnasip 1oj Yeid — [eluspiyuod ao3
126.
l v/d 1S0d epeur) 0] punoeuiny AJsAIap |[ig uo 1odai Ajyauow a1eald
0¢'SL
v/d 1504 epeue) 01 A1aAljap abuelly
6T°GL
v/d S||1g Buljpuey Jei1oads uo abeisod areridoidde X1y
81'G.
v/d suasul ajeridoidde pue sjjig Buljpuey Je19ads yum sadojanus Jnis Ajjenuey
(Burjrew oy Jonid uondadsui feaishyd) | LTS
v/d AlljIgeuoseal 10} Malnal Ajfenuew 01 sadojaAua Jawolsnd Jo ajduwres 10eax3
9T'G’L
| v/d sabessaw ||1q s1eridoadde sapnjoul 11q 18yl AJLIBA
ST'GL
| v/d adojanua ay) ul spasul ayeridosdde sapnjoul s|jiq eyl ALLIBA
Y1'6°L
v/d (seanou ayes pue A1ajes) suasul papiaocid Auedwod Jo AlojusAul urejuley
ETs’L
v/d Alrep sw.oy [enBuljig uo [j1q JawoIsnd ulid
v/d I Japinoid |11g-a 03 3114 |]19-3 AJ1ep puss
8L
v/d I pajulid ag 01 JUBLWISYE]S JBLUOISND JO BI) Ajlep puss
awnjoA abueT
€16
Vv/d suasul Ajyiuow Jo AlojusAul oy adeds abelols urejurey
AR
(sadojanua uimal pue sadojaAua Buljrew ‘swioy |11q) swioy |11q Jo Alojuanul abeue|n




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

68T uolssnasip 1oj Yeid — [eluspiyuod ao3
L9,
\4 d uonNIISUI [eIdUBULS 3Y) O} ‘PanIwWSUeI] SJUnowe y/d JO uolelj1ouodal Ajreq
99,
v S| sa|nJ (WdD) uone1sossy juawAed ueipeue) yum Ajdwod
UEESTGTTE) G9L
J0J swiejo pue sandsip JawoIsnd ‘Uoirew.osul Yueq 1981100u1 Buiplebal
v/d s198fa1 uonnnsul [eroueuly Buipnjour ‘swajqoid JuswAed Qv d Ajyiuow anjosay
uonew.ogur junodge | 9L
v/d Jo Bupjueq 1981100u1 03 anp passado.d ag Jouued 1eyl suonedijdde Qwd anj0sey
Adoo puey oy pouad Aioiners 9L
v/d uo paseq anbayad p1oa Buipnjoui suonesljdde Qwd Jawoisnd Jo sa1dod pley aAlydIy
aInpayds Bulpig ayy Jad | 9L
v/d | se siseq Ajiep e uo uonnuisul jeroueuly s,Auedwo) 01 3|1} Qvd Nwsuel) pue aredald
siseq Apjgameuo | 97
wia1sAs uonew.ogul Jawoisnd Auedwo) o1 axepdn pue ‘Japiaoid Buissasolid JuswAed
v/d | Pa21n0s JopuaA woJy suoiredijdde Qd paziioyine Jo a1} 21U0I1I3|3 dAIBIDY
uomreIsIUIWPY (AVvd) weabold 1gaq paziioyine-aid
$13Wo01sna |e 40} syuswAed Buissadoad ul paAjoAul S3ITIAIOR By L

V/d

Buissa001d JuswAed

suasul Ajyiuow Jo A10jusaul 10) a9eds abelols uleuieln

€C9’L

Q
> =
da
S 5
=9
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

abpriqu3

BulpueH
[1eD 321A13S 79 Aouabiawg

S80IA19S SUOID3|[0D

uonesIsiuIwpy buljig

(1 ‘D 'V 'Y) s18pjoysxels

79 sauInbuyj [e1suss)

pue Burnng ‘bung

dSHIN /Buipesay 4818\

(sedojanua uinal
swioy [119) swoy J11g awnjoA ableT Jo Alojuanul abeue|n

pue sadojaAus Buljrew

SONIAINOY

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V

(442




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

06T uoISSNISIp 10J 1elq — [eNUapU0D A9
S1D ul suondaoxa se paynuapr | 81792
Vv/d uaaq aney yaiym (swiall 4SN “H9) suinial gd pue sanbayd pauinial abeuel
IT9L
v/d saulapinb paiy1oads Auedwo) Buisn sanbayo parep-1sod abeue|
walsAs uonewoyur | 91794
| v/d Jawoisna s,Auedwo) ul paisod syuawAed 0] paaladal sjuawAed a|1ouoday
W31SAS UOIeWIOUI JaWOoISNI s, Auedwo) 01 suswiAed 1sod Ajfenuew pue | ST79Z
v/d Jopuan Buissadsoud juswAed ay woly sjuswAed ajgeisodun anoidde pue anlgdey
WB]SAS UOIBWIOLUI JawoIsnd s,Auedwod Ul SJUN0IJe Jawolsnd 0] sjuswiked | 71792
v/d | 150d pue Jopuan Buissaesoud juswAed wouy a1y uawAed anoidde pue anladay
€19,
v/d uonninsul jeroueuly s,Auedwo) ayl Ul Xog %20] 31Isodap Alajes JO S1UsJu0d SSad0.d
[ANC WA
v/d X0g 39140 150d S,Auedwo) wouy syuswAed Jawo1snd analiey
1179
S1UN022Y 1UsWAL]1S AJYIUo pue awn|oA abae] oy Bulssasoad JuswAed
(901AJ3s JaysurLy/|3ouRI/PUSASNS ‘UOITEWIO UI Yueq “68) uonew.ogul pasiasl | 0192
v/d Aue yum wialsAs uolewaojul Jawolsnd Auedwo) syl ul Junodde Jawolsnd arepdn
AJ1ep waisAs uolrewogul 692
I v/d Jawosnd Auedwo) ayl 0] passadoid siunowe qyd 01 11sodap yueq aj1ou0day
*3]ep anp ay] uo WajsAS UOITeIoUl 89,
v/d | Jaw01snd Auedwod ayl ul JuUNo9Je S,JawW0Isnd arepdn 01 a)1) JuaWAed $s320.d

SONIAINOY

abpriqu3
BulpueH
[1eD 321A13S 79 Aouabiawg

Q
> =
da
s 0
=9
(@]
=
2 <
o 0
> @D
0
D S
S 2
T =
o Q
)
~ =
(%)
1

S3JIAI3S SUO1199]|0D
uoneasiuiwpy buig
79 sauInbuyj [e1suss)
pue Buljg ‘bunng
dSHIN /Buipesy Ja18IN

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

16T

UOISSNISIP 40} el — [eNUaPLU0D dOT

V/d

(Ajuo
S1UN029Y awnjoA abae) pasinbal se sajep [emaual 19.U09 Alipoww o9 seb ayepdn

gLl

V/d

Z°0T 2 u1 sda1s ay1 wuopiad 01 pasinbai (019 ‘uoiedilian uswdinba ‘speal
1818w JeIdads “*Ba) UOITRWIOLUI [RUOIIIPPR UIRIGO 0] 1Sanbal JapJo YoM gAT anss|

L'l

V/d

‘paJinbal se ||1q pa19a.109 © 8dnpoud

pue (019 ‘sBuljjig aAldr0.18. ‘suonaesuel) a)a|dwooul ‘uondwnsuod Buniodas
Slajaw pax0] ‘sialaw Al ney pajoadsns ‘spjoysalyl aduelsjol Buipasdxa sunowe
1119 ““6°9) |11 8y1 1994100 01 JapJo Ul suondaoxa Buljjiq payeald walsAs gAT oM

TLL

suswisnipy pue suondaox3 bBuijig abeuen

sjuawsnlpy pue BuljpueH uondsox3 Buljg

Q
> =
da
S 5
=9
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

abpriqu3

BulpueH
[1eD 321A13S 79 Aouabiawg

S80IA19S SUOID3|[0D

uonesIsiuIwpy buljig

(1 ‘D 'V 'Y) s18pjoysxels

79 sauInbuyj [e1suss)

pue Burnng ‘bung

dSHIN /Buipesay 4818\

SONIAINOY

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V

vZ9'L

v/d 1UN022Y Yueg ays ul syisodap 01 sajiy JuswAed 1sodap-uou a]19u029y
111G 8U1 J0 uonJod JBWOISND ay) YIM papiwigns sjuswihed | €€ 92

yueq Jo ‘Jaguinu 1unodJe PIfeAUl Ue YlIm siuswAed 91U041998 ‘daguinu 1UnodJe

v/d ou yum sanbayo *6-3 “Bunsod 01 Jo1id In220 Yoiym suondaoxs JuswAed sbeuein
29,

| v/d sa|1) uawAed 01 s1sodap yueq 3]19u0day
JuUNo92e Mueq s,Auedwon ayy | T¢9L

I v/d 0] paJlajsueil anfeA Jejjop ayl Ajrep Juswiiedap Ainseas; s,Auedwo) 0] a1edIUNWWOo)
0¢"9°L

v/d paisod A[1931100ul Uaaq aAey Aew eyl siuswAed uo dn mojjo4
6T7°9°L

(1agqwinu Juno93e 193.1409ul ““B'8) syuawAed ajgeisodun anjosay




Filed: 2011-06-20

EB-2011-0226
Exhibit B
Tab 4

Schedule 3

¢6T

UOISSNISIP 40} el — [eNUaPLU0D dOT

V/d

(019

‘sjuswnsnipe ueld Buljig 196png ‘diysiaumo o abueyd ‘sjuswisnlpe anuanal “6:a)
walsAs papinoad Auedwo) ayy Buisn suonoesuel) ayy Buiwaoypiad Buipnjoul ‘sjeo
Jawoisnd Buiwodul 0] puodsal pue ‘an|0sal ‘1aW0ISnd JO AJuspl WIILUOI ‘BAI29Y

T6'L

saldinbui reaauab pue Buijiq o1 Buipuodsaa Ul PaAjOAUL SBITIAIIIR By L

awinjoA abaeT - Juswabeur|y [[eD salainbuy [easuss) 7 buljg

BLIBILIO g8

v/d paiy1oads Auedw o) Buiplodde sjunoade 01 S1pald Usodap A11indas fenuew Ajddy
7'8L

v/d e1Ia11I0 paly1oads Auedw o) Buiplodde sjunodde 0 SHpald Usodap A11undas Ajddy
€8L

v/d (51) sid1adal xey anss|
8L

v/d sauljapind Auedwo Jad uN0d3e JBWOISND JIP3ID U ISaialul A11INdas aje|naje)
8L

\v4 ps | Ajyiuow 11sodap A11In2as mau [e101 110daJ pue 3]19u0day

weaboud sodap A114n2as ayl BulaalsIuIWPe Ul PaAJOAUIL SBITIAINIR By |

awnjoA abaeT - uonessiuiwpy nsodsg A114n2ss

Q
> =
da
S 5
=9
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

‘pals|dwiod SLL

uaaq sey 1sanbal Uaym S1unod2y Aay pue 216a1e.A1S SSIAPY "SIUN0IIY A8

I v/d pue 216a1e1S woJy sisanbal Juswisnipe aoueljdwod -uou |Je 819]dw o2 pue aAIsday
Vil

abpriqu3

BulpueH
[1eD 321A13S 79 Aouabiawg

S80IA19S SUOID3|[0D

uonesisiulwpy bulg
79 sauInbuyj [e1suss)

pue Burnng ‘bung

dSHIN /Buipesay 4818\

palinbal se synsai (J[ea 10 Jana|) J8W0ISNI SWN|OA 361e] YIIM 31eaIuntuwo))

SONIAINOY

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

Q
> =
da
S 5
=9
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

abpriqu3

BulpueH
[1eD 321A13S 79 Aouabiawg

S80IA19S SUOID3|[0D

uonesIuIWpY bullg
79 sauInbuyj [e1suss)
pue bulpg ‘Bulng

dSHIN /Buipesay 4818\

SONIAINOY

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V

€67 uoISSNOSIP 40§ el — [eNUPLIU0D 93

99uspuodsallod 1awolsnd |je Bulssadoad Ul PaAJOAUIL SAITIAILOR By |

awnjoA abaeT - Juswabeuey aduspuodssllo)
0T'6°L

v/d (sAepijoy a11gnd Buipnjoxe) N 00:9- NV 00:8 -l - suoiessdQ 40 sInoH
6'6'L

| v/d suodal aouew.opiad pajnpayas Ateinbai asedaid
sseooud | 86L

2/l v/d uole|easa paiyloads Auedwo)d Buimojjo) (Aressadau 41) salinbul Jawoisno ayejedsy
(sapo9 [e1sod ‘syoeIu09 ‘sawreu ‘siaquinu auoydajal “a°1) Buissiw L6'L

v/d SI 10 pabueyd sey 3|1 U0 UOITRWLIOLUI 3U} USUM UOIIRLWIOJUI Jawoisnd arepdn
(019 ‘s|re1ap W0y 3. ‘'sapod uonIsodsip |ed “Ba) wayshks | 96°L

| v/d uollewIojul Jawolsnd papinoid Auedwo) ayl ul sjIeisp uonnjosal Alinbul ainided
96,

o) v/d sweiBo.d papinoid Auedwo) snolieA ul siawoisna dn ubis pue ajowold
7'6'L

v/d v/Y $955920.d SSaulsng aJeD Jawoisn) - Aljeuonouny Juawabeueln abpajmouy] apinoid
£33e-(suondo pjoy [enyia Buipnjour) ‘sabessew | €64

[euonewuoyul Buipnjoul Buibessaw pjoy-uo ‘S)uaWadUNOUUR aWI} JIeM Pajewilsa

o) v/d 6 3) syuawaJinbai jeuoneiado sy Jad se pjoy uo siawoisnd abeuew AjaAnday3
S19]1B2 4O 9%00T 01 SASAINS UOIIRJSITES JaW0ISND [[eD 150d Buliayo ¢eL

pue juawabeuey 19e1U0D ‘Buiioday ‘Bunnoy paseq s||MS ‘Buiplodsy [1BD %00T

‘110 *(suondo pjoy [eniiiA Buipnjoul) YAI ‘AOV :SMOJjoj se Juswabeuel Jsuio}snd

BAI1193)48 3]qeua 01 ainjonuiselyu| BulpueH 1oeu0D pue Auoydsja] paiinbai apinoid




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

Y67 uoISSnasIp o) Yelq — [enuspuuod ao3
¢TTL
D/l V/d sjurejdwod parefedss ay) a1ebiisanul
TTTL
| V/d Sjule|dwod paje[edass ay) plodal pue aAleday

sjure|dwod pare|eass anj0Sad pue abeur|y

awn|oA abue - syurejdwo) payejeasy

Q
> =
da
S 5
=9
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

abpriqu3

BulpueH
[1eD 321A13S 79 Aouabiawg

S80IA19S SUOID3|[0D

uonesIsiuIwpy buljig

(1 ‘D 'V 'Y) s18pjoysxels

79 sauInbuyj [e1suss)
pue bulpg ‘Bulng

dSHIN /Buipesay 4818\

I v/4 Auanae jo Arewwns Ajyuow aredaid BoTL
L0T'L

v/d sa1doo pJey Joj polriad A101n1LIS UO Paseq a2uspuodsaliod aAIYdIY
90T,

110 v/d saye|dwa) Jan9| WwJoy asuodsal Jawoisnd dojansq
(*019 ‘s|Ie19p W0y 981y ‘sapod sauspuodsariod “fa) | S0T'L

I v/d Wia1sAs uonewloyul Jawoisna papiaoid AuedwoD syl ui sjielap uonnjosal aumde)d
waysAs Buryoesy papiaoid Auedwoyn | 7012

3y ul (Auedwo) ayy pue (S)IapIACid 321AI8S MaN Uamiaq 220 Aew Bunnou)

/0 v/d ssa20.4d uonnjosal pue uonebnsaaul syl ybnoiyl ssuspuodsaliod }oes pue apo)d
18nbal | €0T°L

v/d uodn $18W01SNJ 01 d4njeJall] Auedwod [rew 0] JapJo Ul 821AISS JUBLW||1§|N) SPIAOIH
walsAs papinoid sapiaosd | €0T°L

v/d 90IAJSS 0JUI UBDS ‘UOITRWLIOLUI 31BPI[eA pue 31ep Aq 110S ‘9ouspuodsaliod aAledey
T0T'.L

(019 ‘sjuawnsnipe ueld buijig
186png ‘diysieumo Jo abueyd ‘susunsnipe snuanai 6-3) walsAs papinoid Auedwo)d
ay1 Buisn suonaesuely ay1 Buiwioypiad Buipnjoul ‘Xey pue ‘gam ‘|rews ‘[rew - sjpuueyd
SNOLIBA BIA 32UBPUOASaII09 JaWw0IsNd Bulwodul 0} puodsal pue ‘BAj0Sal ‘anIsI8Y

SONIAINOY

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

S6T

UOISSNISIP 40} el — [eNUaPLU0D dOT

UOI19® UOI198]|09 a1inbaJ YaI1ym SJUNnodde aulwiseg

U0I109]]09 SJea.lle aANIY
sdais 1xau aulwLIB1ap
pue "1 ‘abueya snyels 1PaId ‘esuodsal ou ‘sasiwiold usyo.q 01 anp palinbal

X4%A

o) v/d SI UOIO® PaYR[RISa JaUM SIUNOIIY aWN|OA ab1eT] JO MalAal AJJIuow e 19npuo)
(o0 | Cers

‘safueyd ajeJ ‘SUOIIIPUOD JIWIOUOIS ‘SUOITRLIBA [euoseas '6°8) s1oloey Buiouanjyui

110 v/d JapIsuod pue ‘san11oalqo pue sjeob [[elano ansiyde 03 salfisyelis suonds|jod dojansqg
siseq | TCTL

v/d AJyluow e uo saliobales sieate Buibe ayl Jo yoes Ul SJUNOWE 3|qRAIadal a1e|NgeR.L

Buluue|d A1aA02a. pue uoneUIWILIBP SABaLIY
SIUN0J2Y
JusWalelS AJYIUOoN pue swnjoA abJe] 0 UoI13d8]|09 Ul PAAJOAUL SBIHAILOR dU L

S1UN022Y

SJUBLLIANE]S AJUIUOA pUR SIUN0JDY aWNjoA 86.1eT Jo Uoids[|0D

91T'.L

Q
> =
da
S 5
=9
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

abpriqu3

BulpueH
[1eD 321A13S 79 Aouabiawg

S80IA19S SUOID3|[0D

uonesIsiuIwpy buljig

V/d

79 sauInbuyj [e1suss)
pue bulpg ‘Bulng

dSHIN /Buipesay 4818\

I Vv/d yodal Arewwns Ajyjuow apinoid
GIT.L

| V/d uolNjosal pue sjlelsp oed |
A

/2l v/d (Jequan 1o usnLIM) JaW0ISNI 8y} 01 YIeqpas) apinoid pue Jule|dwod 8yl aAj0sey
eTITL

$s3004d UOIB[RISS PaySI|GeISa 3L} MO]|0-

SONIAINOY

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

96T uoISSNasIp 10) Yelq — [enusapiuod ao3l

9T°¢CT'L

112 V/d 110 S1UN0J%e paINdsIp aAj0SaY
1A WA

119 v/ 0T '€ UOND8S 0} J8Jal - (pUnoqInQ / punoqui) Buijpuey [[ed uonds||0d
vi¢rL

I Vv/d (019 ‘USIA 1IS ‘Xe) ‘1819] ‘||e2) uonae arelidoidde aulwisreq
[ A A

U019’ U0N3]|09 alinbaJ YdIym SJUN0de aulwisleq

UO0I1198]]02 SJeadJe [eul

crer.

| v/d SO1SITe]S SJealle pue aduewlopiad Uonas||0o Lodey
TT¢T.L

110 Vv/d subredwed 01 syuawisnlpe axew pue s}nsal Malnay
0T'2T’.L

Vv/y B1LIB1LID YS1 paly1oads Auedw o) Jad se usodap A111n2as 158nbal pue ssassy
s[eAsa)ul Jejnbai Je Jopuow pue uonemur | 6¢lL

v/d | 99IAJ8S Uodn SJUNOJ2Y awN|oA abJe Mau JO $}93U9d SSAUILLIOM 1IPald WioLlad
8¢T'.L

v/d (s1epdn ‘dn mojjoy) ‘axeIN) sluawabuelre JuswAed abeur|
Lr.

112 V/d /0 S1UN02%e paINdsIp anj0saYy
9¢T'.L

v/d 0T'€ U0N93S 0} J8jai - (punoginQ / punoquy) BuljpueH |[eD Uon23s||0
Ger.

(*218 ‘USIA 31IS ‘Xe) ‘1813] ‘|[e2) uonae arelidosdde sulwialBq

(1 ‘D 'V 'Y) s18pjoysxels

SONIAINOY

abprqua
BurjpueH
[1eD 321A13S 79 Aouabiawg

Q
> =
da
S 5
=@
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

$AJIAIAS SUOI129[|0D

uoneasiuiwpy buig
79 soldInbu| [eJauso
pue Buljg ‘bunng

dSHIN /Buipesy 481N

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4
Schedule 3

16T UOISSNISIP 40} el — [eNUaPLU0D dOT

diysJ1an1809y pue ‘salousAjosu] ‘salo1dnayueg Jo UoIsjj0D

9¢¢T’L

V/d 112 uae) SUOoI19e YIIM JapJo dlom arepdn
T4 WA

V/d 110 SUOIIONJISUL JBPJO YJOM MO0} PUB ‘UOITeN]IS SSaSSY
uonebnsanul | ¥2Cl’L

110 v/ 1o} sasiwald Jawolsnd 8y} 03 101931109 pIaly Yyoredsip 03 J8PJO MI0M anss|
[XAAWA

(1uno29e uo AliAnae jensnun “B9) Bulpuey [e1dads Buiiinbal sjunodde Ajuap|

U01193]10D P|al4 pue Buijpuen [erdads

¢eerL

| v/d SO11S11RIS SJealle pue aguewlopiad UoI11991|09 1oday
| A4 WA

110 v/d suBredwes 01 sjuswisnlpe ayew pue s Nsal Malnay
0cerL

112 v/d Auedwo) Ag uonoe pue jeaosdde 10) S;unodde 214193ds Jo uonebill| puswiwoday
6T°¢CT’L

112 v/d Auedwo) Aq uonoe pue jeaodde 10) SJUNOIJR 214193dS JO SHO-a1LIM PUBLLWIOIDY
8T¢T’L

. [IbW pauIn3aJ uo sadindas buionai dpjs waofiad
LTCT L

(erepdn ‘dn mojjoy ‘@xeIn) S|IIq Jeuls 4o} stuswabuelle JuswAed abeuel

(1 ‘D 'V 'Y) s18pjoysxels

SONIAINOY

abprqua
BurjpueH
[1eD 321A13S 79 Aouabiawg
$AJIAIAS SUOI129[|0D
79 soldInbu| [eJauso

Q
> =
da
S 5
=@
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

uoneasiuiwpy buig
pue Buljg ‘bunng
dSHIN /Bulpeay Ja1sN

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

86T uolssnasip 1o} Yelq — [enuspuod o3
uonajdwoa 03 yBnoys mojjoy Buipnjour uonoe ayeridoidde | 9€ ¢4
a1enIul pue ‘(UoIII3UUO0ISIP JIIAISS ‘UOITRAIDR 33IAISS ‘dIYSISUMO JO Jajsuel] “'a'l)
v/d a|qejreAe suondo pue ‘snieis ad1AIas ‘BulpurISING Siesle JO Japjoy abebliow asInpy
(1apjoy abebliow [enpIAIpul J0 ‘uonnsul eroueuly | S€CTL
v/d “3°1) Japjoy abebriow woiy souspuodsaliod |[e 01 puodsal pue 1I0S ‘aAlsday

U0ISSass0d Ul saabellio|N pue ajes 10 18Mod 10 UoI128][0D

ve<CT L

Q
> =
da
S 5
=@
(@]

=
2 <
o 0
> @D

0
L =
S 2
T =
o Q
)
~ =
(%)
1

(1 ‘D 'V 'Y) s18pjoysxels

abprqua

BurjpueH
[1eD 321A13S 79 Aouabiawg

S80IA19S SUOID3|[0D

uonesIsiuIwpy buljig

79 soldInbu| [eJauso

pue Buljpg ‘bulpng

dSHIN /Buipesay 4818\

| v/d SaAleIUasaIdal JUN0JIY awnjoA abie] Auedwo) 0] UoneIIII0U BPINOIH
[ XA A

v/d swiaisAs papinoid Auedwo) sreridoidde ay) ul S810U UOIIOR PI0IBY
(4N AWA

v/d o) paJiinbai se (s)aa1snJl ayy Yum sbuneaw uonenobsu uswaas ul ayedioned
T€CTL

v/d sa191dnJyueg WOU) PaAIadal Se ‘sjuawasingsip [ Ajddy
0e¢T’L

o) v/d e11a1119 papinoid Auedwo) Jad se sjuawajies alenobsN
62°¢CT’L

Vv/d 172 areidoadde se as1sn.l syl 01 Wie|d JO Joold e Hwagns
8¢¢T’L

1/0 v/d J9A19284 8] JO BWERU 8} 0UI JUNOJJE Jdsuel |
seaysna) | L2CTL

pue s1aAme| ‘SI8W0ISND WO0J) 89UBPUOASaLI0d [[e 01 puodsal pue 140S ‘91909

SONIAINOY

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

66T uoIsSNasIp 0} Yeid — [enuspyuod a3
Auedw o) Ag pawiiogiad SI UOIIDBUUO0IBL 82IAILS [BIISAUd

;910N - (S1UN022Y awWN|OA abJ4eT) uoI1I8UU0IaI BIIAIRS abeuR|N

V/d

v/d | wwswArd-uou 1oy paxd0] urewsal Jeyy slunodde Jo odal Ajyluow e apinoid | LE€TL
I v/d Auedwo) ay) 01 UOIIDBUUOISIP 3IIAISS 10 I1sanbal pJemiod | 9€T'L
SRAWA

v | S| 919]dW09 UBYM JBPINCI 39IAISS MBN AJIIOU PUB SUOIIDBUUOISIP 82IAISS W0l
(paiinbai ase suediuyoas) | VETL

v/0 S| pazijerdads) dnoub ueloiuydsy Auedwo) ayl YIIM UOI1II8UU0ISIP 3IIAISS 3|NPAYIS
aoueape | €ETL

v/ ul sInoy 8 uo1vsuuoasip Buipuad Buipaebal s;UNOIdL 01 UOIILIILIIOU USNILIM SPIACId
[ANWA

\4 S| [enoldde 1oy 1S1] UOIIBUUOISIP 821AI8S YIm Auedwio) apinoid
TETL

vy JuawAed-uou 10§ pa1IBUUOISIP 8Q 01 SIUNOIJR BUIWIBIBQ

S1UN022Y Ao

10} SUOIIO3UUOISIP 821AJ3S BuIINdaxa pue BuluILLIBISP Ul PSAJOAUL SAIIAIIDY 8yl

(s3uno22y awnjoA abae) SJUNOIY

JuswAed-UON 10} UOI123UUOISI BIIAIS 91NJaXT pue abeue|A
palinbas | 6€¢CT°L
0) se (s)J4apjoy abehriow ay1 yum shunssw uonenobau Jusws|nes ul aredionied

8E¢CT’L
v/d e11a1119 papinoid Auedwo) Jad se sjuawanes alenobsN

Q
> =
da
S 5
=9
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

abpriqu3

LETCTL
SwialsAs papiaoad Auedwo) areridosdde syl ul Sa10U UOIJR PI0IBY

(1 ‘D 'V 'Y) s18pjoysxels

SONIAINOY

BulpueH
[1eD 321A13S 79 Aouabiawg
$AJIAIAS SUOI129[|0D
uonesisiulwpy bulg
79 sauInbuyj [e1suss)
pue buljig ‘bunpg
dSHIN /Buipeay J818N

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

00¢ uolssnasip 1oj Yeid — [eluspiyuod ao3

96T,

v S| Aouabe ; Auedwo) ayp 1sulebe swield 0] asuodsal Ul 1SISSY
v/ SCT]

I S| sauljapinb Auedwo) Jad se Aouabe mau 0] ubisseal pue SJUNOJJL PaId||oduN [[eday
174 1%A

v/ Aouabe yoea yum syuswiubisse Junoaae Jo Hoj e uleuIelN
saulgpinb | €612

174 v Auedwo) Jad se (sa1)Aouabe UoI93]|02 0] SJUNOIJR [eUlS HWQNS pue 10e1IX]
A 1WA

V/d aouewoylad (sa1)Aousbe abeuely
souewlopad | TSTL

v/d uo paseq oljojiod sjjiq euly ayl sjpuey 01 (sa1)Aouabe ajelidoidde 19918s pue uey

sa1ousbe uo129]j0o Alred
p41y1 01 paubisse o1joj3a0d |11q [euly syl Buibeuew ul panjoAul Sa1LIAIOR By |

uoneIsIuIWpPY Aousby uonas|jo)d

SYT'L

v/d I Auedwo) 0] uoeWIoUI UONS|dWO UONIBUU0IBI 8IIAISS PIemioy pue arepdn
7A4%A

v I o 919]dW09 UBYM JBPIAOId 821AI9S MON AJ1I0U PUE UOII8UL0SI 89IAISS WI0YIad
(pasinbai aJe sueloIUYDa) pazijerdads) | EVTL

I v/d dnoub ueloiuydsy Auedwo) ayl YlIM UOI103UU0I3I 10) 1sanbal yiom e anss|
[AdWA

I v/d 13W01SND 8U1 Y)IM 818p UOI123UL0I3l © 3|NPaYISs
sabueyd 991AI8s a|qeorjdde | TVTL

v/d pue 1sodap A1anoss Buipnjoul ‘g ul pred sI 1UNOJJR JBWOISNI TRY) WIJUOD

Q
> =
da
S 5
=9
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

O ‘

abpriqu3

\4

*d) s19pjoyaxels

BulpueH
[1eD 321A13S 79 Aouabiawg

S80IA19S SUOID3|[0D

uonesIsiuIwpy buljig

79 sauInbuyj [e1suss)

pue Burnng ‘bung

dSHIN /Buipesay 4818\

SUO0I193UU023. 821A48S Bulfeuewd Ul PaAJoAUL SaIlIAIDR 8y

SONIAINOY

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

Q
> =
da
S 5
=9
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

abpriqu3

BulpueH
[1eD 321A13S 79 Aouabiawg

S80IA19S SUOID3|[0D

uonesIsiuIwpy buljig

79 sauInbuyj [e1suss)

pue Burnng ‘bung

dSHIN /Buipesay 4818\

SONIAINOY

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V

T0¢ uolssnasip 1oj Yeid — [eluspiyuod ao3
(918 ‘suondo | §9T°L
pjoy feniiiA Buipnjoul) ‘safessaw Jeuoljewlopul Bulpnjoul Buibessaw pjoy-uo
2 v/d ‘SJUBIBOUNOUUR 3WI) JIeM parewnss “6a) pjoy uo siawolsnd abeuew AjaAnday3
Anoeded buijelp | v'9T'L
pUNOGINO U3IdIKNS pue Alljigeded Juabe aAl| 01 JaJSUeI] 19311 YIIM Jajelq aANdIpald
2 v/d uswabeue|A 10e1u0D ‘Buioday ‘Bunnoy paseg s[IMS ‘Buipiodsy |12D %00T
‘110 ‘(suondo pjoy renuia Buipnjoul) YAl ‘QOV :SMOJ|0) Se Juswabeurw JaWwoIsnd
3AI129)40 3]qeua 01 ainjonaiselju] BuljpueH 19e1u0) pue Auoydajal pasinbal apinoid
"WISAS uonewuou) | €912
Jawolsn) s, Auedwo) ayl wouy sai4 pue suodal uo paseq sjunodde Bulosjod
v/d J0 sasodind ayy Joj subredwed punogino pajewoine pue Juabe aAl| 81Nd2ax3
9T,
v/d Auedwo) wol) aj1) |82 PUNOgINO 9A1923Y
(-015 ‘diyssaumo Jo aBueyd ‘JuswAed jo sonou | FOTL
‘syjuawiabuelle JuswAed “H3) weisAs papinoid Auedwo) ayi Buisn suoidesues
vy ay1 Burwuoypiad Buipnjoul ‘sjjed Jawoisnd Buiwodul 0} puodsal pue ‘BAj0Sal ‘9nIBI8Y
saliInbul suo1199]102 01 BulpuodsaJ Ul PanjoAul SAILIAIIDE By |
(punoginO pue punoquyl) Juswabeue |[€D
6'GT'L
I v/d aourwIo)lad Aouabe uonoa||0d Jo uodas Arewwns Ajyiuow e adnpold
8'qT’L
S| v S1UN022R. 199]|09 0] pasn S1d1I2S |[ed pue sjuawnaop Aousbe anoiddy
L'ST'L
Aouabe Buipehal siawo1sna woly syurejdwod 0y puodsay




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

¢0¢

UOISSNISIP 40} el — [eNUaPLU0D dOT

| V/d

(T'2T°299S) "seakojdws Japinoid
99IAI3S 01 abplqu3 Ag parestunwiwod sabueya JUsWUOIIAUG Ssaulsng [eJauab pue
‘swelBoid Bunaxrew ‘seanoeld ‘saioljod ‘sprepuels 0] serepdn urejdxa pue JsAljdg

eLTL

I V/d

Hels
19PIN0IJ 8DIAIBS MBN Pa1dayje 0] UOIRIIUNWWO0I pareniul Auedwo) 1seopeolg

[AVA WA

V/d |

JUSLLIUOJIAUS SSauIsn(
JeJauab pue ‘saanoeud ‘saloijod ‘spiepuels 01 seyepdn Aue Jo Japiaoid ad1IAles ALON

TLTL

13PIN0Ad 891AI8S 0] UOITeW 104Ul pabueyd/mau s1esIunwwo)

uolediunwwo) aJied Jswoisnd

V/d V/Y

‘Bunng

abpriqu3
BulpueH
[1eD 321A13S 79 Aouabiawg

pue buiig

Q
> =
da
S 5
=9
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

$AJIAIAS SUOI129[|0D
uonesisiulwpy bulg
79 sauInbuyj [e1suss)

dSHIN /Buipesay 4818\

AN WA

v/d (sAepijoy a11gnd Buipnjoxe) Ald 00:9-INV 00:8 -l - suoiessdQ J0 sInoH
TT9T°L

| v/d suodal souew.opiad pajnpayas Ateinbai aredaid
ssaooud | 0T9T'L

112 v/d uole|easa paiyloads Auedwo) Buimojjo) (Aressadau 41) salinbul Jawoisno ayejedsy
(sap0o2 Je1sod ‘S1oeIU0D ‘Saweu ‘staquinu auoydajal “a'r) Buissiw | 69T°L

v/d sI 10 paBueyd sey a|lj U0 UOITRWIOLUI BU] USYM UOIeLIoUI Jawoisnd arepdn
(*019 ‘s|re1ap W0y 9a.4 ‘sapod uonIsodsip |es “Be) wayshks | 8'9T°L

I v/d uollewIojuUI Jawolsnd papinoid Auedwo) ayl ul sjielsp uonnjosal Aninbul aimde)
L9T'L

o) v/d sweiBo.d papinoid Auedwo) snoliea ul siawoisna dn ubis pue ajowold
99T,

Aleuonouny Juswabeury abpajmouy spinoid

SONIAINOY

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

€0¢

UOISSNISIP 40} el — [eNUaPLU0D dOT

Q
> =
da
S 5
=9
(@]
=
2 <
o 0
> @D
0
L =
S 2
T =
o Q
)
~ =
(%)
1

abpriqu3

BulpueH
[1eD 321A13S 79 Aouabiawg

S80IA19S SUOID3|[0D

uonesIsiuIwpy buljig

79 sauInbuyj [e1suss)

pue Burnng ‘bung

dSHIN /Buipesay 4818\

(jouuossad | S§LT°L

v S| uresy ‘sabueyd sseao04d / swialsAs) Auedwo) ayy Agq pancidde suoinjos syedluNWWO)D
suonnjos dojanap 01 Auedwo)n | V414

3yl YlM A|aAI1RIO0R[|0D XI0M pUR ‘SpuaJl anssi Jawoisnd 1odal pue Apnuap|

SONIAINOY

1LOVINOD J3INOLSND ® NOILDIT10D 'ONITIg
SININTILVLIS ATTHINOW & JINNTTOA 394V




Filed: 2011-06-20
EB-2011-0226
Exhibit B

Tab 4

Schedule 3

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?
Are you aware of where can we find information on the measures (targets and actuals)?
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?
e 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

=h @D

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)?
e Ifso, 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:
e 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?

Customer demographics

Customer economics (credit worthiness, discretionary spend capacity)

Customer expectations

Nature of services provided

Channels of service provisioning

Delivery models (in sourced services, outsourced services, rationale for change, average

outsourcing contract term)

hD o0 o
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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. Isthere 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?
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

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.



Filed: 2011-06-20
EB-2011-06-20
Exhibit B

Tab 4

Schedule 4

Page 2 of 6

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.

Il 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.

13.1f 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.

] 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.

v 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.

Vv 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

. 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.

. 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.

. 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.

. 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.

. 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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