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IN THE MATTER OF the Ontario Energy Board 
Act, 1998, S.O. 1998, c.15, Sched. B, as 
amended; 
 
AND IN THE MATTER OF an Application by 
Enbridge Gas Distribution Inc. for an order or 
orders approving its Customer Care and Customer 
Information System costs for 2013 to 2018; 
 
AND IN THE MATTER OF an Application by 
Enbridge Gas Distribution Inc. for an order or 
orders amending or varying the rates charged to 
customers for the sale, distribution, transmission, 
and storage of gas commencing as of January 1, 
2013. 
 

 
PROCEDURAL ORDER NO. 1 

 
 

Enbridge Gas Distribution Inc. (“Enbridge”) filed an application dated June 20, 2011 (the 

“Application”) with the Ontario Energy Board (the “Board”) under section 36 of the 

Ontario Energy Board Act, 1998, S.O. c.15, Sched. B, as amended, for an order or 

orders approving its Customer Care (“CC”) and Customer Information System (“CIS”) 

costs for 2013 to 2018.  The Board has assigned file number EB-2011-0226 to the 

Application and issued a Notice of Application dated July 26, 2011 (the “Notice”). 

 

Enbridge has proposed for recovery in rates CC and CIS costs in the following amounts 

(in millions): 
 

2013 2014 2015 2016 2017 2018 

$120.9 $123.0 $125.2 $127.4 $129.7 $132.0 

 

These amounts represent an increase of approximately $20 million to the amount 

expected to be spent on CC and CIS costs in 2012 and already approved by the Board. 
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The Application indicates that Enbridge’s current CC arrangements terminate as of April 

1, 2012 unless Enbridge gives notice before October 1, 2011 that it wishes to 

temporarily extend those arrangements. The Application further states that Enbridge 

has undertaken a comprehensive process, with the active participation of a stakeholder 

steering committee comprised of representatives of three active intervenors in 

Enbridge’s regulatory proceedings to evaluate customer care arrangement options after 

April 1, 2012. The Application states that this process has resulted in an agreement with 

Enbridge’s current service provider for an update and extension of the current CC 

services agreement, but that the agreement is conditional on Enbridge receiving OEB 

approval for the recovery of costs charged under the agreement by September 15, 

2011. 

 

The Board has therefore developed a schedule that may accommodate the timeline 

requested by Enbridge, but notes that the schedule is quite compressed and that a re-

evaluation of these timelines may be required as the matter progresses. 

 

For the purposes of this proceeding, the Board has determined that it will adopt the List 

of Intervenors approved in the most recent Enbridge rates proceeding, the 2010 

Deferral Account and Earnings Sharing proceeding (Board File No. EB-2011-0008).  

The List of Intervenors is attached as Appendix “B”.  Parties deemed eligible for an 

award of costs in the EB-2011-0008 proceeding shall also be eligible to claim an award 

of costs in this proceeding.  Should the Board approve additional interventions as a 

result of parties responding to the Notice, these parties will be added to the List of 

Intervenors.  

 

The Board recognizes that the processes scheduled in this or subsequent procedural 

orders may already be underway at the time these parties are granted status. In these 

instances, the Board hereby directs Enbridge to ensure that such parties are provided 

forthwith a complete case record. The Board also directs that new parties may file 

interrogatories, in accordance with this Procedural Order, even if the scheduled date for 

submitting interrogatories has passed.  Interrogatory responses shall be filed by 

Enbridge no later than 5 days following the filing of such interrogatories. The Board 

expects Enbridge to manage and satisfy all parties’ requirements for information.  

Enbridge must provide parties with timely and thorough answers to interrogatories 

throughout this process. 

 

The Board has also made provision for a settlement conference and the filing of a 

Settlement Proposal, should a settlement be reached on one or more of the issues in 

this case. The Board notes that as indicated in the Order below, should a Settlement 
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Proposal be filed, the Board will require a detailed explanation and justification for the 

settlement of each settled issue, including a full discussion of the evidentiary basis upon 

which the settlement was reached.  
 

The Board has attached as Appendix “A” to this Procedural Order a Board Staff 

Proposed Issues List. The Board has made provision, in this Procedural Order for 

parties to make comments on the Proposed Issues List.  

 

The Board makes provision for the following procedural matters.  Please be aware that 

further procedural orders may be issued from time to time.  
 

THE BOARD ORDERS THAT: 
 

1. All parties, including Enbridge, wishing to make a submission on the Board 

Staff Proposed Issues List attached to this Order shall do so on or before 

August 3, 2011. 

 

2. Enbridge may reply to any submission on the Board Staff Proposed Issues 

List by August 5, 2011. 

 

3. Parties seeking information and material on Enbridge’s evidence shall request 

it by written interrogatories filed with the Board and delivered to all the parties 

no later than August 10, 2011. 

 

4. Enbridge shall file complete responses to all the interrogatories with the 

Board and deliver the responses to the other parties no later than August 16, 

2011. 

 

5. A technical conference will be held on August 18, 2011 commencing at 9:30 

a.m. in the Board’s hearing room at 2300 Yonge Street on the 25th Floor.  

 

6. The responses to any undertakings given at the technical conference shall be 

filed no later than August 22, 2011. 

 

7. A settlement conference will be convened at 9:00 a.m. on August 23, 2011, 

with the objective of reaching a settlement among the parties on all the 

issues.  The settlement conference may continue until August 26, 2011 if 

needed.  The settlement conference will be held in the Board’s hearing room 

at 2300 Yonge Street, 25th Floor, Toronto, Ontario. 
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8. Any Settlement Proposal arising from the settlement conference shall be filed 

with the Board no later than 4:45 p.m. on September 1, 2011. Any Settlement 

Proposal filed shall provide a sufficiently detailed explanation and justification, 

based on the evidentiary record, for the settlement of each issue, to allow the 

Board to fully understand the nature of and the basis upon which a settlement 

was reached. 

 

9. An oral hearing will commence at 9:30 a.m. September 7, 2011 in the 

Board’s hearing room at 2300 Yonge Street, 25th Floor, Toronto, Ontario. The 

oral hearing may continue on September 8 and 9 if needed. 
 
All filings to the Board must quote file number EB-2011-0226, be made through the 

Board’s web portal at www.errr.ontarioenergyboard.ca, and consist of two paper copies 

and one electronic copy in searchable / unrestricted PDF format. Filings must clearly 

state the sender’s name, postal address and telephone number, fax number and e-mail 

address.  

 

Please use the document naming conventions and document submission standards 

outlined in the RESS Document Guideline found at www.ontarioenergyboard.ca. If the 

web portal is not available you may email your document to the 

BoardSec@ontarioenergyboard.ca. Those who do not have internet access are 

required to submit all filings on a CD in PDF format, along with two paper copies. Those 

who do not have computer access are required to file seven paper copies. If you have 

submitted through the Board’s web portal an e-mail is not required. With respect to 

distribution lists for all electronic correspondence and materials related to this 

proceeding, parties must include the Case Manager, Colin Schuch at 

colin.schuch@ontarioenergyboard.ca and Senior Legal Counsel, Kristi Sebalj at 

kristi.sebalj@ontarioenergyboard.ca. 

 

All communications should be directed to the attention of the Board Secretary at the 

address below, and be received no later than 4:45 p.m. on the required date. 

 
DATED at Toronto, July 28, 2011 
 
ONTARIO ENERGY BOARD 
 
Original signed by 
 
Kirsten Walli 
Board Secretary 

mailto:BoardSec@ontarioenergyboard.ca�
mailto:kristi.sebalj@ontarioenergyboard.ca�
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BOARD STAFF PROPOSED ISSUES LIST 
 

Enbridge Customer Care & Customer Information System Costs  
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1. Are the amounts proposed in the 2013 Template (Line 3) and identified as “New 
CIS Capital Cost @ Board Approved 36% Equity” appropriate for recovery? 

 
2. Are the amounts proposed in the 2013 Template (Line 4) and identified as “New 

CIS Hosting and Support” appropriate for recovery? 
 

3. Are the amounts proposed in the 2013 Template (Line 5) and identified as “CIS 
Backoffice (EGD Staffing)” appropriate for recovery? 

 
4. Are the amounts proposed in the 2013 Template (Line 6) and identified as “SAP 

Licence Fees” appropriate for recovery? 
 

5. Are the amounts proposed in the 2013 Template (Line 10) and identified as “New 
Service Provider Contract Cost” appropriate for recovery? 

 
6. Are the amounts proposed in the 2013 Template (Line 10a) and identified as 

“ACN, MTP & Collection Agency costs” appropriate for recovery? 
 

7. Are the amounts proposed in the 2013 Template (Line 10b) and identified as 
“MET” appropriate for recovery? 

 
8. Are the amounts proposed in the 2013 Template (Line 10c) and identified as 

“Postage” appropriate for recovery? 
 

9. Are the amounts proposed in the 2013 Template (Line 11) and identified as 
“Customer Care Licences” appropriate for recovery? 

 
10. Are the amounts proposed in the 2013 Template (Line 12) and identified as 

“Customer Care Backoffice (EGD Staffing)” appropriate for recovery? 
 

11. Are the amounts proposed in the 2013 Template (Line 23) and identified as 
“Total Customer Care Revenue by Year (including repayment of 2007 variance)” 
appropriate for recovery? 

 
12. Is the proposed opening 2013 Rate Base amount of $76.9 million for the CIS 

asset appropriate? 
 

13. Is the annual adjustment factor (or inflation factor) of 1.77580% built into the 
2013 Template appropriate?
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14. Is it appropriate for the cost recovery to span two 6-year fiscal periods (2007-

2012 and 2013-2018 as shown on the 2013 Template) when the economic life of 
the CIS asset is ten years? 

 
15. Are the efficiency and performance measures that are built into the Accenture 

contract adequate and appropriate? 
 

16. Are the efficiency and performance measures that are built into all the subject 
outsourced contracts, other than the Accenture contract, adequate and 
appropriate? 

 
17. Is Y-Factor treatment of all of the subject costs appropriate in the next generation 

of the Board’s Incentive Ratemaking?   
 

18. Is the nature of the tendering process carried out adequate and appropriate in 
the circumstances? 

 
19. Should any of proposed costs be classified as Non-Utility costs?   

 
20. Is the benchmarking of costs appropriate for use in the Board’s assessment of 

the reasonableness of the costs? 
 

21. Is the Application consistent with the 2007 Settlement Agreement in all material 
respects? 

 
22. Is the Application consistent with the existing IRM mechanism and will it be 

applicable to the future IRM mechanism? 
 

23. Is the rate class cost allocation methodology appropriate? 
 

24. Are the customer bill impacts appropriate?
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Enbridge Gas Distribution Inc.
EB-2011-0226

APPLICANT & LIST OF INTERVENORS
July 28, 2011

APPLICANT Rep. and Address for Service

Norm RyckmanEnbridge Gas Distribution Inc.

Director, Regulatory Affairs
Enbridge Gas Distribution Inc.
500 Consumers Road
Toronto, ON  M2J 1P8

Tel: 416-7536280
Fax: 416-495-6072
EGDRegulatoryProceedings@enbridge.com

  

    
APPLICANT COUNSEL

Fred Cass
Aird & Berlis LLP

Suite 1800, P.O. Box 754
Brookfield Place, 181 Bay Street
Toronto  ON  M5J 2T9
Tel: 416-865-7742
Fax: 416-863-1515
fcass@airdberlis.com

David Stevens
Aird & Berlis LLP

BCE Place
181 Bay Street, Suite 1800
P. O. Box 754
Toronto  ON  M5J 2T9
Tel: 416-865-7783
Fax: Not Provided
dstevens@airdberlis.com

INTERVENORS Rep. and Address for Service
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John BeauchampAssociation of Power 
Producers of Ontario

Norton Rose OR LLP

Suite 3800
Royal Bank Plaza, South Tower
200 Bay St. P.O. Box 84
Toronto  ON  M5J 2Z4
Tel: 416-216-1927
Fax: 416-216-3930
john.beauchamp@nortonrose.com

David Butters
President & CEO
Association of Power Producers of Ontario

25 Adelaide St. E.
Suite 1602
Toronto  ON  M5C 3A1
Tel: 416-322-6549  Ext: 231
Fax: 416-481-5785
David.Butters@appro.org

Randy AikenBuilding Owners and 
Managers Assoc. of the 
Greater Toronto Area 
(BOMA)

Aiken & Associates

578 McNaugton Ave. W.
Chatham  ON  N7L 4J6
Tel: 519-351-8624
Fax: 519-351-4331
randy.aiken@sympatico.ca
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Chris ConwayBuilding Owners and 
Managers Assoc. of the 
Greater Toronto Area 
(BOMA)

President and Chief Staff Officer
Building Owners and Managers Assoc. of the 
Greater Toronto Area (BOMA)
20 Queen Street West
Suite 2012
Toronto  ON  M5H 3R3
Tel: 416-596-8065
Fax: 416-596-1085
cconway@bomatoronto.org

Jack HughesCanadian Manufacturers & 
Exporters

Counsel
Borden Ladner Gervais LLP

1100-100 Queen Street
Ottawa  ON  K1P 1J9
Tel: 613-237-5160
Fax: 613-230-8842
jhughes@blg.com

Paul Clipsham
Director of Policy, Ontario Division
Canadian Manufacturers & Exporters

6725 Airport Rd.
Suite 200
Mississauga  ON  L4V 1V2
Tel: 905-672-3466  Ext: 3236
Fax: 905-672-1764
paul.clipsham@cme-mec.ca
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Peter Thompson, Q.C.Canadian Manufacturers & 
Exporters

Borden Ladner Gervais LLP

100 Queen St.
 Suite 1100
Ottawa  ON  K1P 1J9
Tel: 613-787-3528
Fax: 613-230-8842
pthompson@blg.com

Vincent DeRose
Borden Ladner Gervais LLP

100 Queen St.
Suite 1100
Ottawa  ON  K1P 1J9
Tel: 613-787-3589
Fax: 613-230-8842
vderose@blg.com

David WaqueComsatec Inc.
Accounts Representative
Comsatec Inc.

365 Parkside Drive
Toronto  ON  M9R 2Z5
Tel: 416-620-7055
Fax: 416-620-7703
dwaque@comsatec.com
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Robert B. WarrenConsumers Council of 
Canada

Counsel
WeirFoulds LLP

The Exchange Tower
Suite 1600, P.O. Box 480
130 King Street West
Toronto  ON  M5X 1J5
Tel: 416-947-5075
Fax: 416-365-1876
rwarren@weirfoulds.com

Julie Girvan
Consultant
Consumers Council of Canada

62 Hillsdale Ave. East
Toronto  ON  M4S 1T5
Tel: 416-322-7936
Fax: 416-322-9703
jgirvan@ca.inter.net

Ric ForsterDirect Energy Marketing 
Limited

Director
Direct Energy Marketing Inc.

2225 Sheppard Aveneu E.
Atria III
Toronto  ON  M2J 5C2
Tel: 416-718-5942
Fax: 416-758-4272
ric.forster@directenergy.com
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Dave DugganECNG Energy L.P.
Manager, Energy Supply
ECNG Energy L.P.

5575 North Service Road
Suite 400
Oakville  ON  L7L 6M1
Tel: 905-635-3289
Fax: 905-635-3298
daveduggan@ecng.com

David MacIntoshEnergy Probe Research 
Foundation

Case Manager
Energy Probe Research Foundation

225 Brunswick Avenue
Toronto  ON  M5S 2M6
Tel: 416-964-9223  Ext: 235
Fax: 416-964-8239
DavidMacIntosh@nextcity.com

Dwayne QuinnFederation of Rental-housing 
Providers of Ontario

Principal
Dr Quinn & Associates Ltd.

130 Muscovey Drive
Elmira  ON  N3B 3P7
Tel: 519-500-1022
Fax: 416-no fax provided
drquinn@rogers.com



Enbridge Gas Distribution Inc.
EB-2011-0226

APPLICANT & LIST OF INTERVENORS
July 28, 20117- -

Ian MondrowIndustrial Gas Users 
Association

Gowling Lafleur Henderson LLP

1 First Canadian Place
100 King S. W. Suite 1600
Toronto  ON  M5X 1G5
Tel: 416-369-4670
Fax: 416-862-7661
ian.mondrow@gowlings.com

Murray Newton
President
Industrial Gas Users Association

99 Metcalfe St. Suite 1201
Ottawa  ON  K1P 6L7
Tel: 613-236-8021
Fax: 613-230-9531
mnewton@igua.ca

Jason StaceyJason F. Stacey
Jason F. Stacey

471 Lincoln Gate
Oakville  ON  L6H 3J8
Tel: 905-338-8786
Fax: 905-338-5348
jfstacey@interlog.com

Nola RuzyckiJust Energy Ontario L.P.
Director, Regulatory Affairs
Just Energy Ontario L.P.

6345 Dixie Rd. Suite 200
Mississauga  ON  L5T 2E6
Tel: 905-795-4204
Fax: 905-564-6069
nruzycki@justenergy.com
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Valerie YoungOntario Association of 
Physical Plant 
Administrators

Director, Research & Analysis
Aegent Energy Advisors Inc.

1 Eva Rd. Suite 317
Toronto  ON  M9C 4Z5
Tel: 416-622-9449  Ext: 104
Fax: 416-622-9797
vyoung@aegent.ca

Grace LamOntario Power Generation 
Inc.

Reglatory Affairs
Ontario Power Generation Inc.

700 University Avenue
(H18 E3)
opgregaffairs@opg.com
Toronto  ON  M5G 1X6
Tel: 416-592-3703
Fax: Not Provided
opgregaffairs@opg.com

Barbara S. Reuber
Director, Ontario Regulatory Affairs
Ontario Power Generation Inc.

700 University Ave. H18-G2
Toronto  ON  M5G 1X6
Tel: 416-592-5419
Fax: 416-592-8519
barbara.reuber@opg.com
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Carlton MathiasOntario Power Generation 
Inc.

Senior Counsel
Ontario Power Generation Inc.

700 University Avenue
H18-A24
Toronto  ON  M5G 1X6
Tel: 416-592 4964
Fax: 416-592-1466
carlton.mathias@opg.com

Jack GibbonsPollution Probe Foundation
Public Interest Economics

625 Church St. Suite 402
Toronto  ON  M4Y 2G1
Tel: 416-926-1907  Ext: 240
Fax: 416-926-1601
jgibbons@pollutionprobe.org

Murray Klippenstein
Klippensteins, Barristers & Solicitors

160 John St. Suite 300
Toronto  ON  M5V 2E5
Tel: 416-598-0288
Fax: 416-598-9520
murray.klippenstein@klippensteins.ca

Basil Alexander
Klippensteins, Barristers & Solicitors

160 John St. Suite 300
Toronto  ON  M5V 2E5
Tel: 416-598-0288
Fax: 416-598-9520
basil.alexander@klippensteins.ca
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Jay ShepherdSchool Energy Coalition
Jay Shepherd Professional Corporation

2300 Yonge St.
Suite 806
Toronto  ON  M4P 1E4
Tel: 416-483-3300
Fax: 416-483-3305
jay.shepherd@canadianenergylawyers.com

Wayne McNally
SEC Coordinator
Ontario Public School Boards' Association

439 University Avenue, 18th Floor
Toronto  ON  M5G 1Y8
Tel: 416-340-2540
Fax: 416-340-7571
wmcnally@opsba.org

Paul KerrShell Energy North America 
(Canada) Inc.

General Manager
Shell Energy North America (Canada) Inc.

90 Sheppard Ave E.
Suite 600
Toronto  ON  M2N 6Y2
Tel: 416-227-7312
Fax: 877-397-0413
paul.kerr@shell.com

Nadine BergeTransCanada Energy Ltd.
Senior Legal Counsel
TransCanada PipeLines Limited

450 - 1st Street S.W.
Calgary  AB  T2P 5H1
Tel: 403-920-6253
Fax: 403-920-2357
nadine_berge@transcanada.com
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Brian KellyTransCanada Energy Ltd.
Manager - Eastern Canada
TransCanada Power Transmission (Ontario) L.P.

200 Bay St.
24th Floor, South Tower
Toronto  ON  M5J 2J1
Tel: 416-869-2183
Fax: 416-869-2114
brian_kelly@transcanada.com

James BartlettTransCanada PipeLines 
Limited

Manager, Regulatory Research & Analysis
TransCanada PipeLines Limited

450-1st Street S.W.
Calgary  AB  T2P 5H1
Tel: 403-920-7165
Fax: 403-920-2347
jim_bartlett@transcanada.com

Murray Ross
TransCanada PipeLines Limited

200 Bay Street
Royal Bank Plaza
24th floor, South Tower
Toronto  ON  M5J 2J1
Tel: 416-869-2110
Fax: 416-869-2119
murray_ross@transcanada.com
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Patrick McMahonUnion Gas Limited
Manager
Union Gas Limited

50 Keil Drive North
P.O. Box 2001
Chatham  ON  N7M 5M1
Tel: 519-436-5325
Fax: 519-436-4641
pmcmahon@uniongas.com

Michael BuonaguroVulnerable Energy 
Consumers Coalition

Counsel
Public Interest Advocacy Centre

34 King St. E., Suite 1102
Toronto  ON  M5C 2X8
Tel: 416-767-1666
Fax: 416-348-0641
mbuonaguro@piac.ca

Roger Higgin
Managing Associate
Econalysis Consulting Services Inc.

34 King St. E.
Suite 1102
Toronto  ON  M5C 2X8
Tel: 416-348-9391
Fax: 416-348-0641
rhiggin@econalysis.ca


