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THIS SECOND AMENDING AGREEMENT is effective as of the 1% day of lanuary, 2011

BETWEEN:
EMBRIDGE GAS DISTRIBUTION INC,, 2 corporation existing under the
laws of Ontario,
("EGD")
-and-
ACCENTURE BUSINESS SERVICES FOR UTILITIES INC, a corporation
incorporated under the laws of Canada
(“SERVICE PROVIDER")
RECITALS
A . EGD 2nd Service Provider have entered Into the Customer Care Services Agreement -

Core Services matle as of the 1™ day of April, 2007, as amended, [the "CCSA-Core™) for the delivery by
Service Provider of the Services.

As a result of, and in connecilon with, certain changes to the Customer Care Progrom,
GD and Service Provider wish to amend the CCSA-Core in the manner and to the axtent specifically sat
ut in this Second Amending Agreement (this "Agreement”}. |

m o

. |

THEREFORE IN CONSIDERATION of the premises and mutua! agreements contained
harain and suljlect to the terms and conditions hereinafter sex forth, tha Parties g

ae as follows:

ARTICLEL
INTERPRETATION

11 Definitions

in this Agreement, unless otherwise defined or the conmtext otherwise reguires,
capitalized words or phrases shall have the meanings attributed to them in the CCSA-Core

12 inmterpretation

out in the

il kol b
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ing on the effective d nt and for
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Custamser Care Services Agreament-Cors
Second Amending Agresment
Page 2 of 18

proceed pursuant to Section 6.2.1 of the CCSA-Core) or Change Request (which has been Approved)
prior to the date hereof} and this Agreement, the provisions of this Azreement shall prevail.

14 Scheduleg

The Schedules set out below are required to complete this Amending Agreement, are
incorporated hersin by reference and are deamed to be a part hereof. The foregoing provisions shall
apply mutatis mutandis to any amendment, supplement or addendum to any Schedule required to be
delivered pursuant to the provisions hereof.

Revised Section 3, Schedule 2.2A RAC! Matrix
New Section 5, Schedule 2.2 - Implementation of C15-related Changes

i+

Revised Schedule 2,28, Part A - Service Level Summary
New Schedule 2.7 - Third Party Contracts
Revised Section 2, Schedule31 - Service Category Base Feos
Revised Part Aand Part B,
Section 6, Schedule 3.1 - Rate Card
Revised Schedule 5.4 - Person Hours Allotted to implement Change Orders
Revised Schedule .9 - Locations of Delivery
Revised Schedule 7.1.3 - Key Personnel
Maw Schedule 7.10 - EGD Satisfaction Survey
Revised Schedule 8.10 - Business Continuity Plan
Revised Schedule 12.1.1(g) - Shareholders and Shareholdings
Revised Schedule 17.1 - Termination Fees
VSR T
ARTICLE 2
AMENDMENTS
21 Definitions
211 Section 1.1 of the CCSA:Core is hereby deleted in its entirety and replaced with the

following:

"inless the context othanwise specifies or requires, for the purposes of this Agreement,
including the Schedules hereto, capitalized terms shall have the meanings set out in
Schadule 1.1 or in the text herecf, as the case may be”

212 The definition of "7 acts” in Schedule 1.3 of the CSA — Core is heraby
1alarprd

1 rato in Section 27 1.
3.7
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P

* and that the Service Levels apply to all Services, and to all EGD Customers unless
atherwise described in the appiicable Service Level, in respect of which Service Provider

provides the relevant Servica,”

31 Section 2 —Other Obligations of Service Provider of Schedule 2.2A of the CCSA—Core is
ereby amended by adding the following new Subsection to the end thereof:

“1i)

'|
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232 The RACH Matrix referenced in Section 3 — RACH Matrix of Schedule 2.2A of the CCSA-

Core is hereby deleted in its entirety and replaced with the RACI Matrix attached to this Agreement.

233 The definition of "A — Accountable” in Section 3 — RACI Matrix of Schedule 2.24 of the
CCSA — Core is hereby deleted in its entirety and replaced with the following:

"5 — Accountable for the delivery of the activity, including directing the completion of
the activities assigned to any Responsible party and facilitating the resolution of any
issues in respect of the performance of such activities:

provided that where the Responsible party Is identified in the RACI Matrix as a Third
partyiContract, then the following meaning shall be attributed:

— Accountable for directing the completion of the activities assigned to any

=]

A
Responsible party and facifitating the resolution of any issues in respect of the
e

performance of such activities.™

sreby amenc

Agresment as Section 5 - lmplemant
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Customer Care Services Agreement-Core
second Amending Agreemant
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*For certainty, the Service Levels apply to all Services, and to all EGD Customers unless
otherwise described within the applicable Service Level, in respect of which Service
Provider provides the relevant Service.”

244 A revised and updated Part B — EGD Detailed Service Level Requirements of Schedule
2.28 of the CCSA-Core will be settled and agreed upon by the Parties on or prior to February 28, 2010,
which agreement shall be evidenced by an autherized representative of each of the parties signing an
Addendum ta this Agreement attaching the settled and agreed upon Part B. Upon such Part B being 50
settled and agreed upon Part B — EGD Detailed Service Level Reguirements of Schedule 2.2B of the
CCSA-Core is hereby deleted in its entirety and replaced with the revised and updated "Part B — EGD
Detailed Service Level Requirements’ of Schedule 2,28, and deemed to be attached to and form part of

this Agreement, with effect from and as of the effective date of this Agreement.

2.5 Third-Party Contracts

251 Section 2.7 of the CCSA-Core is hersby deleted in its entirety and replaced with the

following:
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“ti)  Solely for the purposes of calculating the Service Fees pursuant to this Schedule
? “Customer” means:

{a} an EGD Customer actively receiving gas distribution and/or natural gas
commodity service from EGD; or

(b} an EGD Customer that has had gas disribution and/or natural gas
commodity service from EGD and which EGD Customer’s account is the
subject of Collections Services under this Agreernent.

"Mass Market Customer” means a Customer, excluding large Veolume
Customers.

"Large Volume Customer” means a Customer having an account identified as a
“Large Volume Billing” account or a “Collective Parent” account in the OIS,

. "Open Bill Customer — Shared” means 2 Customer that receives a Service Bill
which includes third-party charges which are not charges in respect of the
| Customer being an ABC Customar.

*Open Bill Customer — Standalone”™ means an EGD Customer that receives a
Service Bill which includas only third-party charges that are not gas commuodity
charges, and which for cartainty is not a Custornar.

“ABC Customer” means @ Customer that receives a Service Bill which includes
third-party gas cemmodity charges which are the subject of & “Collection
Services Agreement” with EGD.

*Servica Bill" means the bill that is sent to an EGD Customer by £GD in respect
of any billing period.”

263 . Section 2 - Service Categoey Base Fees of Schedule 3.1 of the CCSA-Cure is hereby
deleted In ity entirery and replaced with the Sectien 2 - Service Category Base Fees of Schedule 3.1 |
attached to this Agreament,

254 Section 6 - Rate Coard of Schadule 3.1 of the CCSA-Core is hereby omanded by adding ‘
the following text prior to "Part A™:




Customer Core Services Agreemant-Core

Second Amanding Agresment
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268

9 — Incorporated Change Orders to the end thereof:

g, Incorporated Change Orders

. S S e SRR & SE—— e
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Custamer Care Services Agrasment-Core
Second Amending Agrezment
Page 11 of 18

2.8

281

ensulng calendar year. Such annual forecast shall be established by applying the unit
strices set out in Schedule 3.1 to EGD's then current estimates of the number of EGD
Customers for such ensuing year. During such year, EGD shall pay to Service Provider on
or before the third to last Business Day of each calendar month, on account of the
Services, an amount equal to ona-twelfth {1/12) of the snnual forecast of Service Fees
establiched by the Parties {the “Payment on Account™).

3.1.2A Payment for Change Orders and Change Requests. Fees or credits arising out of
a Change Order (in respect of which EGD has notified Service Provider to proceed
pursuant to Section 6.2.1) or a Change Request (which has been Approved) shall be
inveiced and paid in the manner sgreed to in the relevant Change Order or Change
Reqdest

3.1.2B Monthly True-Up. EGD shall provide to Service Provider, by no later than the
fifth [Sth) Business Day of each month, the actual number of customers for each type of
EGD Customer as set out in Section 1{vi) of Schedule 3.1 for the preceding month.
Service Provider shall provide to EGD, by not later than the tenth (10th) Business Day of
each month, 3 final Invoice {in the form Approved and calculated in accordance with
Section 3.1.1) {the "Final Monthly Invoice”) in respect of the Services provided by
Service Provider in the immediately preceding month and the Service Fees required to
be paid in respect thereof. The Final Monthly Invoice shall identify, among other things,

the Baymant on Account. If the Payment on Account is in excess of the amount which

equired 1o pay hereunder, then on the nest following Final Monthly Inveice

such excess. if the

ed o pay hersunder,

inal Monthly In

ice Service Provider shall inc
t that the Payment on Account is less than the amount

hetreunder.

Invoicing for Change Orders

Subsaction 64.2 of the CCSA-Core is hereby amended by adding the following new

sentence to the end therenf:
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Custamer Care Services Agreement-Core
Second Amending Agreament
Page 12 of 18

2.8.3 Section 6.4 of the CCSSA-Core is hereby amended by adding the following new
Subsection 5.4.4 to the end thereof.

*5.4.4 Chanse Rebate. Within thirty (30) days of the end of sach calendar year,
commencing in respect of the calendar year 2011 and thereafter, Service Provider shail
provide to EGO (NG @ - :::cment setting out, in respect of
Change Orders {which have been executed by both Parties) and Chenge Requests {which
have been Approved) in the immediately precading calendar year:

(&} the aggregate of the implementation costs identified in such Change Orders and
Change Requests; and

{b} the aggregate of the estimated, or, if set out, the actual, ongoing costs
identified in such Change Orders and Change Requests, for the first twelve {12)
maonths following implementation,

tion 6.9 of the CCSA-Core is hereby amend

Cor text to the end
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2212 Key P T

Subsection 7.1.2 of the CCSA-Core is hereby amended by adding the following text to
the end thereof:

“Each of the Key Parsonnel shall be available to and shall participate in the delivery of
the Services under this Agreement and the implementation of the governance processes
set out in this Agreement, in each case consistent with each Key Personnel’s role. Each
of the Dedicated Key Personnel identified in Schedule 71.3 will administer the
Agreement and deliver the Services directly

213 Key Personnel

Schedule 7.1.3 of the CCSA-Core is hereby deleted in its entirety and replaced with the
Schedule 7.1.3 attached to this Agreement.

214 EGD Satisfaction Survey
2.14.1 Article 7 of the CCSA-Core is hereby amended by adding the following new Section 7.10
1o the end thereof:

"7.10 EGD Satisfoction Sunvey

Service Provider shall (S D -t on GO satisfaction survay
{Relationship Health Check) en 2 quarterly basis, compile the results and provide such
rasults 1o EGD within thirty (30] days of the end of each calendar quarter. Such survey

time by agreement of the Parties.”

2,142 The CCSA-Core is hersby amended by adding the naw Schedule 7.10 attached 1o this
Agreement.
2.15 Bysiness Continuity Plan

Schedule 8.10 of the CCSA-Core is hereby deleted in its entirety and replaced with the
Scheduls 8.10 attached to this Agreement.

2,16 Sharsheldars and Sharsholdings

¢ is hereby deleted in its entirely and replaced with




Customer Care SErvices Agreement-Core
Second Amending Agreemesnt

Page 14 of 1B

*egual to:

2.18 Termination Fees

Schedule 17.1 of the CCSA-Core is hereby deleted in its entirety and replaced with the
Schedule 17.1 attached to this Agreement.

20 G

ARTICLE3
REPATRIATION OF CERTAIN SERVICES

31 Cessatlon of Delivery of Certzin Serviges

conditions of this

Terminated Sen

| albef 32,0 s 308, | Collzction of Sundry Accounts i Foabruary 28, 2011
i
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Custormer Core Services »«gfeeﬂ&m Core

Second Amend

3.2 Adjustment of Service Fees

Effective as of the effective date of the termination of the provision of the "Large
Volume & Monthly Statements Billing, Collection & Customer Contact’ Services, EGD shall not, and shali
no longer be obligated to, pay to Service ‘?rov der the Service Fees associated with the ‘Large Volume
Customer’ Services, as identified and set out in Section 2 — Service Category Base Frees of Schedule 3.1 of
the CCSA-Core. For certainty, there shall be no adjustment to or change in the Service Fees as a result of
the termination of the provision of the ‘Cash Reconcilistion’ or ‘Collection of Sundry Accounts’ Services
referred to in Section 3.1.1 above.

33 Deletion of Service Levels

Effective as of the effective date of the termination of the provision of the relevant
Ter'nfnate:} St_w'-.f']coq the following S"r\.-ir:a Levels shall be, and are hersby deemed to be, deleted from

i
|

=
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Custorner Care Services Agreement-Core
Second Amending Agreement
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3.4 Transition Plan and Resources
344 Forthwith following the execution of this Agreement by the Parties, Service Provider

shall make available qualified resources reasonably requested by EGD to work with EGD to develop a
detailed transition plan {the “Repatriation Transition Plan”) for the transition of the Terminated
Services from Service Provider to EGD. Service Provider shall perform those additional obligations
identified in the Repatriation Transition Plan, and shall make available qualified resources required by
EGD in such Repatriation Transition Plan. EGD shall pay Service Provider for the delivery of such
resaurces at the rates provided on the Rate Card included in Schedule 3.1,

342

Repatriation Transitic

Servic ovider shaill provide to EGD, in support of the
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Page 17 of 18

3.5 Documentation

In addition to any other obligation to provide to EGD any Documentation related to the
Services, Service Provider shall deliver to EGD as soon as possible following the date of this Agreement,
and in any event not later than fifteen (15) Business Days thereafter, copies of all Documentation
related o the Terminated Services required by EGD to perform such Terminated Services.

MERMAA }
I L R

41 Confirmation of Terms

In all other respacts the CCSA-Core, as amended by the parties In writing prior to the
date hereof, is in full force and effect, subject only to the additional amendments referred to in this
Agreement. As of and from the Effective Date, all references to the CCSA-Core shail be to the CCSA-Core
as amended by this Amending Agreement.

4.2 Counterparts snd Facsimile Execution and Delivery

This Agreement may be executed in counterparts, each of which shall be deemad to be
an original and all of which together shall constitute one and the same instrument. To evidence its
execution of an original counterpart of this Agreement, a Party may send a copy of its original signature
on the axecution page hereof to the other Party in pdf by 2-mail or by facsimile transmission and such e-
mail ar transmission shall constitute delivery of an executed copy of this Agreement to the receiving
Party as of tha date of receipt thereof by the recelving Party or such other date as may be specified by
the sending Party as part of such transmission; provided that the original counterpart is deliverad to the
other Party within 5 Business Days.

Tond of teut]
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IN WITNESS WHEREOF the Parties have executed this Amending Agreement as of the
year and date first above written.

ENBRIDGE ION INC.
N_E_ITIBP Vi rm.»d‘_n{, Saine
Title: sloghnent & Customner Sty

ACCENTURE BUSINESS SERVICES FOR UTILITIES INC.

By:

Name:
Titla:

By:

Mame:
Titla:
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IN WITNESS WHEREOF the Parties have executed this Amending Agreement as of the
year and date first above written.

ENBRIDGE GAS DISTRIBUTION INC.

By:

Name:
Title:

Name:
Title:

ACCENTURE BUSINESS SERVICES FOR UTILITIES INC.

By: Sia
Name: William F. Morris
Title: Managing Director
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IN WITNESS WHEREOF the Parties have executed this Amending Agreement as of the
year and date first above written.

ENBRIDGE GAS DISTRIBUTION INC.

By:

Mame:
Title:

By:

Name:
Title:

ACCENTURE BUSINESS SERVICES FOR UTILITIES INC,

By:

o

Title: Sanlor Executive / _
S / -
- | N !

] AN\ |

Name: William F. Morris N .
Title: Managing Directer

|
Name: Michasl McDanieal T I
i

By:
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ENBRIDGE GAS DISTRIBUTION INC.

CUSTOMER CARE SERV GREEMENT -

Section 5, ClS-Related Changes
Schedule 2.2A

STATEMENT OF WORK

January 1, 2011

ACTEMTURE BUSINESS SERVICES FOR UTILITIES INC,
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Schedule 2.24, Section 5
January 1, 2011 Customer Core Services Agreement

Schadule 2,24, Saction 5 —Implementation of CiS-related Changes

lementation of ClS-related Changes
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Schedule 2,28, Section 5
Jonuory 3, 2011 Customer Core Services Agreement
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Schedula 224, Section 5
lonuary 1, 2011 Customer Core Services Agreement
Page 4 of &

agree on new dates for completion of implementation of the affected (S-related Changes [the "New
implementation Date™), on the understanding that EGD shall use commercially reasonable efforts to
implement each of the CIS-related Changes by the relevant date specified above. During the period
from delivery of the notice of delayed implementation of the CiS-related Change{s) to the earlier of:

{il the New Implementation Date, or

{ii} Dacember 31, 2013,
Service Provider will involce EGD fo of the additional Service Fees specified in
subsection [d) below. For certainty, following the occurrence of the earlier of (i) the New

Implementation Date, or (li) December 31, 2013, Service Provider may invoice EGD in accordance with
sybsection {d) below.

If EGD implements a3 CiS-related Change prior to the date set out in the “Implementation Date for CI5-

related Changes” column in the above table, then £60 shall (D
PRl ) ) e, MRTCC OGRS S T

{i)y  collaborate with EGD to define and provide d

sinn aof

nrocess / operstions issues areas);
if} collabprate with EGD to develop new business processes; and
iy nrovide SMEs 1o participate ‘in user acceptance testing ("UATT) orier to

imrnlamar i
npiemer tation.
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Additional Annual Base Fees
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ENBRIDGE GAS DISTRIBUTION INC.

CUSTOMER CARE SERVICES AGREEMENT

SCHEDULE 2.2B

SERVICE LEVELS

January 1, 2011

ACCENTURE BUSINESS SERVICES FOR UTILITIES INC.

9234065 _3
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Schedule 2.2B — Service Levels

Redacted
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ENBRIDGE GAS DISTRIBUTION INC.

CUSTOMER CARE SERVICES AGREEMENT

SCHEDULE 2.7

THIRD PARTY CONTRACTS

January 1, 2011

ACCENTURE BUSINESS SERVICES FOR UTILITIES INC.

9248001_2
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Schedule 2.7 — Third Party Contracts
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ENBRIDGE GAS DISTRIBUTION INC.

CUSTOMER CARE SERVICES AGREEMENT

Section 2 — Service Category Base Fees
SCHEDULE 3.1

SERVICE FEES

January 1, 2011

ACCENTURE BUSINESS SERVICES FOR UTILITIES INC.
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Section 2 of Schedule 3.1
January 1, 2011 Customer Care Services Agreement
Page 1 of 2

2.

Section 2 of Schedule 3.1 — Service Fees

Service Category Base Fees

The Service Provider will bill for the following Base Fees for each Service Category provided. The Parties
agree and acknowledge that the Base Fees shall be adjusted solely through the Change Order process
set out in Article 6:

21

2.2

2.3

24

25

Billing, Billing and General Inquiries and Billing Administration Fees: Part B of Table 1
below lists the associated Base Fees for Billing, Billing and General Inquiries and Billing
Administration Services (referred to in Part B of Table 1 as a “Billing Services Fees”).

Emergency and Service Call Handling Fees: Part B of Table 1 below lists the associated
Base Fees for Emergency and Service Call Handling Services (referred to in Part B of
Table 1 as “Customer Contact Services Fees”).

Collections Fees: Part B of Table 1 below lists the associated Base Fees for Collections
Services (referred to in Part B of Table 1 as “Collection Service Fees”).

Blended Services: Service Fees for Services provided in respect of Open Bill Customers —
Shared, Open Bill Customers — Standalone, ABC Customers and Large Volume Customers
are calculated on a “blended” basis, and not by separate Service category. Part B of
Table 1 below lists the associated Base Fees for the blended Services provided in respect
of such EGD Customers (referred to in Table 2 as “Service Fees for Blended Services”).

Monthly invoiced amounts for the Billing, Collections, Emergency and Service Call
Handling and blended Services (save and except for Open Bill Services} will be calculated
based on the Monthly Fees multiplied by the actual number of EGD Customers in each
month in each Service Category. Monthly invoiced amounts for Open Bill Services will
be calculated by aggregating, for all Open Bill participating billers, the products of the
Monthly Fee times the number of bills on which each such Open Bill participating biller
appears.

Example of Monthly Open Bill Calculation:

Line #

Total Monthly
Party A Party B Invoiced Amount

Number of bills an which a s v ot |

participating biller appears

Line 2}

T
Monthly Fee =D | [mis |
Menthly Invoiced Amount Line 1 x e | ot |

5233586_2
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ENBRIDGE GAS DISTRIBUTION INC.

CUSTOMER CARE SERVICES AGREEMENT

Part A and Part B, Section 6
SCHEDULE 3.1

RATE CARD

January 1, 2011

ACCENTURE BUSINESS SERVICES FOR UTILITIES INC.
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Page 1of4
Part A and Part B, Section 6 of Schedule 3.1 — Rate Card
Table 5A.1 - On-Shore Management Consulting
CORE TERM
Position
January 1, January 1,
2011 through | 2012 through
December March 31,
31,2011 2012
Billing Rate
Program Leadership / Subject Matter Specialist $—

Project Lead

Sr Business Manager / Sr Business Architect

Business Manager / Business Architect

Sr Management Consultant

Management Consultant

Business Analyst

Entry Level Business Analyst

-
- -
-
-
> g—
<
=

@®
=
LT
-]
o
=
I

Table 5A.2 - On-Shore Sustainment

Position

CORE TERM
January 1, January 1,
2011 through | 2012 through
December March 31,
31,2011 2012
Billing Rate

Business Lead Manager

Senior Business Analyst

Business Analyst

Clerk/Customer Service Rep

=
=
a

o
@

o
o
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Part A and Part B, Section 6 of Schedule 3.1
January 1, 2011 Customer Care Services Agreement

Page 2 of 4
Table 5A.3 - Off-Shore
CORE TERM
Position
January 1, January 1,
2011 through | 2012 through
December March 31,
31,2011 2012
Billing Rate Billing Rate

Senior Consultant

Consultant

Business Lead Manager 1

Business Lead Manager 2

Senior Business Analyst

Business Analyst 1

Business Analyst 2

Clerk/Customer Service Rep

Back Office

Table 5B.1 - On-Shore Management Consulting

L

Optional Renewal / Extension
Position
April 1, 2012 January 1, January 1,
through 2013 through | 2014 through
December 31, December March 31,
2012 31,2013 2014
Billing Rate Billing Rate Billing Rate
Program Leadership / Subject Matter Specialist GG Gl |
Project Lead R D | D
Sr Business Manager / Sr Business Architect L s |ENESS
Business Manager / Business Architect [israeeesays | e e
Sr Management Consultant e D | @SR
Management Consultant D D S
Business Analyst s RS BT
Entry Level Business Analyst T I | RN

92539512
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Part A and Part B, Section 6 of Schedule 3.1
January 1, 2011 Customer Care Services Agreement

Page 3 of 4

Table 5B.2 - On-Shore Sustainment

Optional Renewal / Extension
Position
April 1, 2012 January 1, January 1,
through 2013 through | 2014 through
December 31, December March 31,
2012 31, 2013 2014
Billing Billing
Rate Rate Billing Rate
Business Lead Manager (RN | T | )
Senior Business Analyst R | CaaeRs | SR
Business Analyst b L
Clerk/Customer Service Rep (e (e | (T

Table 5B.3 - Off-Shore

Position

Optional Renewal / Extension

April 1, 2012 January 1, January 1,
through 2013 through | 2014 through
December 31, December March 31,
2012 31, 2013 2014
Billing Rate

Senior Consultant

Consultant

Business Lead Manager 1

Business Lead Manager 2

Senior Business Analyst

Business Analyst 1

Business Analyst 2

Clerk/Customer Service Rep

Back Office

9253951 2
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ENBRIDGE GAS DISTRIBUTION INC.

CUSTOMER CARE SERVICES AGREEMENT

SCHEDULE 6.4

PERSON HOURS ALLOTTED TO IMPLEMENT CHANGE ORDERS

January 1, 2011

ACCENTURE BUSINESS SERVICES FOR UTILITIES INC.
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Schedule 6.4

January 1, 2011 Customer Care Services Agreement

Page 1 of 2

Schedule 6.4 - Person Hours Allotted to Implement Change OrderJiED

Core Term

Optional Renewal/Extension

January 1,
2011 through
December 31,

2011

January 1,
2012 through
March 31,
2012

April 1, 2012
through
December 31,
2012

January 1,
2013 through
December 31,

2013

January 1,
2014 through
March 31,
2014

On-Shore Sustainment
Business Lead/Manager
Annual Hours

On-Shore Sustainment
Senior Business Analyst
Annual Hours

On-Shore Sustainment
Clerk/Customer Service Representative
Annual Hours

Total On-Shore Sustainment -
Available Work Pool

On-Shore Management Consulting
Business Analyst
Annual Hours

el
o
=
B
=
=]
c
]
o

9252492_3
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ENBRIDGE GAS DISTRIBUTION INC.

CUSTOMER CARE SERVACES AG

SCHEDULE 6.9

LOCATIONS OF DELIVERY

Jamupry 2, 2011

ACCENTURE BUSINESS SERVICES FOR UTILITIES INC.
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Schadule 69
Jonuory 1, Z011 Customaer Core Services Agreement
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Schedule 6.9 ~ Locations of Delivery

The following table lists all of the current office locations of Service Provider where the
Services may be performed as of the Effective Date.

& ‘_. 3 _. .. AL R T i L, i
P VYY) Billing Enquiries
oo for B

Payments

Local suppert for MMB, Service and Collactions

Emergency call handling
Escalations

Executive Correspondence

i
T Billing Enquiries e
i
Local suppat for MME, Service and Collections |
' ! Emergency call handling !
| |
i Faymonts i Ii

Local support for MME, LVE Billing, Service and Collections

o

Onshore support for MMS

Emnrps

¢y coll handling

Care Hass Market Biling aciivities
Paymenty

Qurhound Collections

| Eszalation investigations

Fmsses s A s e ] e me smens e e e




Schedule 5.9
fanuery 1, 2011 Custemer Care Services Agreement
Page20f2

The following table lists the current locations of Service Provider's Subconiraciors
whers the Services may be performed as of the Effective Date,

Return Mail

| Translation services

{
| ' ,
_ Telephony sarvices
| :

Telephony support services [

Telephony and IT support services

IT and business continuity planaingand | ( D

suppoit, and backup site

{ i ‘
— | Software for FAG on EGD portal gl
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ENBRIDGE GAS DISTRIBUTION INC:

CUSTOMER CARE SERVICES AGREEMENT

SCHEDULE 7.4.3

KEY PERSONNEL

January 1, 2011

ACCENTURE BUSINESS SERVICES FOR UTILITIES INC.
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Schedule 7.1.3 — Key Personnel

Redacted



ENBRIDGE GAS DISTRIBUTION INC.

CUSTOMER CARE SERVICES AGREEMENT

SCHEDULE 7.10

EGD SATISFACTION SURVEY

January 1, 2011

ACCENTURE BUSINESS SERVICES FOR UTILITIES INC.
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Schedule 7.10 — EGD Satisfaction Survey
! EGD [List respondents] q
Total EGD Respondents %
ACCENTURE [List .'es&cnden:s}_
Total Accenture Respondants :
| Totai="
1. Which arganization do you belong to?
EGD |
L.N:c‘eriulre ¥ . ! ,_,«...__._.ll
2. Do !'Q_I; hn;—e;d‘rr_‘c\‘ taun:nrr;;;t‘a_‘;a}i EGDfi{Ecemu:e?
T ) -
i } |
., i
- ezt e 5
| DoesNot Meet | Mignts . !
ently leads by example | | ! |
facts with supporting evigenta | i |
| Presents f'arrs ina positive and cpen manngr '
s r 5 ~ . |
| HG:‘.mtw’]nteﬁriw.-‘l_)pcn-ness | - !
| Arcanture
;. |
E | DoessNotMeetr | slpats Excoads
= t I 8 :,,_. .
L ! -~
i
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Schedule 7.10
Janusry 1, 2011 Customer Core Servicas Agreement
Page2of4

Schaion Focusad
EGD

Consults, explores the stuation, solicits feedback, and
listens toward finding facts
Genarates ideas through debating pros and cons, offering
proposals, and setting goals

| i
Solution Focused
Accenture

Does Mot Maeet Meets Exceads

Cansults, explores the situation, solicits feeciback, and
listens toward finding facts

Generates ideas through debating pras and cons, offering
proposals, and setting goaly

i . 1

Solution Formsed
EGD and Accenturs Combined

Does ot Meet | | Meets ] Exceads I

| Consults, expleres the situation, solicits feedback, and
| listens toward findiag facts _ !

| Generates ideas through debating pros and cons, offering { i
| propasats, st setiing gush
| Accountability i
e I :
: EGD i §
|  Does Not Meet |
| Takes ownership through commitment, responsibility, i
| voluntesting, and cloar delegation
| Takesaction by foilowing through, gathenng infarmation
i : S :
! ang reporting o support thair action
| Commanicates thisughaul Iheir Grgamization
| i o
ek — RS O
Accoumiability
Arcenture 3
1
Does Mot Mest Exceeds H
¥ At iy | i




) Schedule 7.10
fenuary 1, 2011 Customer Care Services Agresmant
Page 3of 4

lrhcmumabilfty
EGD and Accenture Combined

Does Not Meat | Meats Exceeds

Takes ownership through commitment, responsibifity,
yoluntesring, and clear delegation

Takes action by following through, gathering information
and reporing to support their actions

Communicates throughout their organization

Win-Win Mindset
EGD

Does Mot Meet Maeets | Excaeds

Consistently seeks To understand EGD's business goals and
objectives

Broadens the scope of the inftlative and includes the
approgriate stakeholders from Accenture in the solution

Recognizes the importance of the Accenture - EGD long
term relationship

Win-Win Mindset
| Accenture

Does Not Mear | Meats i Eaceeds

¢ and includes the
shotders from Arcenturs in e solution

f the initiativ

Apnrapriale

i
| Broadens the ¢
|
i

tarms relationship

Becognizes the importance of the Accentura - EGD fang

Win-Win Mindset
EGD 2nd Accenture Combined

| Consistently seeks to undestand EG0's business goals and
bt

{

1 Bro 5 the seisnge of t
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Schedule 7.10
January 1, 2611 Customer Core Services Agreement
Page dof 4

Inngvation/Creativity
EGD

Dows Mot Meet Meets Exnceeds

Reaches to determine the best practices through
understanding, validating, and listening to the information
provided

identifies all possible options as part of a solution modet

Communication Is constructive and challenging but
supportive

Innovation/Creathity
Atcenture

Does Not Meat Mests Exceeds

feaches to determing the best practices through
undérstanding, validating, and listening to the informatian
provided

identifies 3W possible options as part of 3 solution model

Communicaticn is constructive and challenging but
Spportive i i

| |
VT NI DT WSO, LA
| Innovation/Creativity

| £GD and Accenture Combined

| Does ot Meez Meets

E Carnments - [Q1]) - EGD




December 20, 2010

EMBRIDGE GAS DISTRIBUTION INC.

CUSTOMER CARE SERVICES AGREETENT

SCHEDULE 8.18

BLISINESS CONTINUITY PLAN

January 1, 2011

ACCENTURE BUSINESS SERVICES FOR UTILITIES INC.

Filed: 201
EB-2011-0
Exhibit |
Tab 1
Schedule
Attachmen

1-08-18

226

N

t 2




Scheduple 8.10
January 1, 2011 Customer Core Services Agreemant
Poge 1of1

Schedule 8.10 — Business Continuity Plan

g

" KeyService Area

Maximum Allowabie Downtime (Houes] |

| call Handling

Emergency Call Handling

Billing Call Handling

Collections Call Handling

Gther Service Call Handling.

lF! ]

Billing

Billing Administration
Billing Exceptions and Adjustiment
Budgat Billing Administration
Security Deposit Administration

Bill Caloulation, Production and Delivery
Bill Calculation
Bill Production and Delivery

| Payment Processing
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ENBRIDGE GAS DISTRIBUTION INC,

CUSTOMER CARE SERVICES AGREEMENT

SCHEDULE 12.1.1(g)

SHAREHOLDERS AND SHAREHOLDINGS

January 1, 2011

ACCENTURE BUSINESS SERVICES FOR UTILITIES INCL
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Schedule 12.1.1(g) — Shareholders and Shareholdings

Redacted
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ENBRIDGE GAS DISTRIBUTION iNC.

CUSTOMER CARE SERVICES AGREEMENT

SCHEDULE17.1

TERMINATION FEES

lanuary 1, 2013 |

ACCEMTURE BUSINESS SERVICES FOR UTILITIES INC.




Schedule 17.1
Jonuary 1, 2013 Customer Core Sarvices Agreement
Pagelof2

Schedule 17,1 - Termination Fees

The Table belew provides a schedule of fees that will apply (i) pursuant o Section 17.1, should EGD
terminate the Agreement for convenience pursuant to Section 16.2.2, (i) pursuant to Section 17.2,
should EGD terminate the Agreement pursuant to Section 16.2.3; and [ili) pursuant to Section 17.1,
chould EGD terminate the Agreement pursuant to Section 5.1.8.

In each case, the Termination Fee is the amount identified in the "Termination Fee” column
corresponding to the month in which Service Provider ceases to provide Services for which monthly
Base Feas are payable.

The Unamortized Sales Incentive column reflects the unamartized balance of the ( EEGTGNGD
incentive provided to EGD by Service Provider

G :otvithstanding Section 15.2 of the Agreement and in
addition to Service Provider's remedies set forth therein, upon termination of the Agreement resuiting
from an Event of EGD Default, EGD shall pay to Service Provider the Unamortized Sales Incentive
amount applicable at the relevant termination date. For clarity, the foregoing shall in no way limit the
obligations of £GD under Section 17.1.
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Remainder of Schedule 17.1 — Termination Fees

Redacted



ENBRIDGE GAS DISTRIBUTION INC.

CUSTOMER CARE SERVICES AGREEMENT

lanuary 1, 2011

ACCENTIURE BUSHNESS SERVITES FOR UTILITIES INC.

S e
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Schedule Redacted
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