
500 Consumers Road Bonnie Jean Adams 
North York, Ontario M2J 1P8 Regulatory Coordinator
 
PO Box 650 Telephone: (416) 495-5499
 
Scarborough ON M1K 5E3 Fax: (416) 495-6072
 

Email: EGDRegulatoryProceedings@enbridge.com 

August 22, 2011 

VIA COURIER 

Ms. Kirsten Walli
 
Board Secretary
 
Ontario Energy Board
 
2300 Yonge Street, 2ih Floor
 
Toron~,ON M4P1E4
 

Dear Ms. Walli: 

Re:	 Enbridge Gas Distribution Inc. ("Enbridge") 
Enbridge Customer Care and Customer Information System Costs 
Board Filed Number: EB-2011-0226 

The Accenture Contract attached to Board Staff Interrogatory #12 (Exhibit I, Tab 1, 
Schedule 12) that was filed on August 18, 2011, inadvertently failed to include one of 
the schedules. 

Attached is a copy of this schedule, which should be included with the Accenture 
Contract. There are no redactions associated with this schedule. 

If you have any questions, please contact the undersigned. 

Yours truly, 

cI~~
.)btlBonnie Jean Adams 

Regulatory Coordinator 

cc: EB-2011-0226 Intervenors 



EN BRIDGE GAS DISTRIBUTION INC.

CUSTOMER CARE SERVICES AGREEMENT
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Schedule 2.2A- RAel Matrix

Definitions

Term Definition

AMB Annual Minimum Bill

ARC Additional Resource Charge

Banked Gas Account (BGA) Reporting of gas transportation customers gas delivering and consumption
with a contract period

BBP Budget Billing Plan

Customer Attachment Department within Enbridge that manages new installations of gas service
Department

Customer Information References to "Customer Information System" or CIS in this attachment
System (CIS) means New CIS or SAP

e-bil1 Electronic Billing

ERT Electronic Radio Transmission

Incident Any event or occurrence that requires assistance to resolve

Incident Escalation As defined in Appendix 9 - Governance
Procedures

Incident Tracking System Service Provider provided Incident Tracking System deployed to record and
track Incidents

Knowledge Management System used to maintain documentation of Company's Policies and
Procedures

Mass Market EGD Customers, excluding EGO Customers having an account identified as a
"Large Volume Billing" account in the CIS.

PAP Pre-Authorized Payment - payments processed through Symcor

PAP NSF Pre-Authorized Payment that is returned for Non-Sufficient Funds

PAD Pre-Authorized Debit - payments processed through Kubra

PAD NSF Pre-Authorized Debit that is returned for Non-Sufficient Funds

RRC Reduced Resource Credit

System Measurement Department within Enbridge that is accountable for meter equipment

T-Service Transportation Service

Combination Order The combination of a lock and unlock order, usually due to a change in
(Combo) property ownership
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Meter Reading

Activities

,

Stakeholders (R, A. C, II

LO Prepare and Manage Meter Reading Routes

-- The activities involved in preparing meter reading routes

l.0.1 Prepare .md implement efficient meter reading route> (e.g., balance '1' Ci' ,
number of meter reads betw~n routes)

1.0.2 Implement route assignment change> Forhandheld units in MVRSas CNA R
required.

1.0.3 Identify the need to reassign accounts to different billing cycles Ri' Ci' ,
U Consecutive Estimates Program

The activities involved in managing scheduled readings of hard-to-
access gas meters with four Or mOre consecutive estimates

1.1,1 Pull consecutive estimates file from SAP Ri' C/'
1.1.2 Ilepurl on consecutive estimate status on a weekly/monthly basis Ci' Ri' Ci'
1.1.3 Receive and print Iile of accounts flom Billing(CIS)which list meters that RI' C/'

ara difficult to access and require special attention {OUTSprogram)

1,1.4 Conwct the customer to schedule an appointment for the special reads RI'
1.1.S Re,eive a lock urder (when neceS'ory) RI'
1,1.6 Obtain reading {iFsuccessFul) RIA
1.1.7 ReHHn successful readings to the Company RI' C/' Ci'
U Regular Meter Reading

The activities involved in obtaining meter readings in the field

1.2.1 Purge handheld device of completed Meter Reading duily, and load new RI' ,
-,- readings doily through the Company provide system

1.2.2- Leave a meter reading card to be completed bVthe customer il reading RI'
cannot be obtained

1.2.3 Input meter readings and update other pertinent information into the RI'
handheld dev"e (e.g. meter location, meter conditions)

1.2.4 Perform a visual safety check. Capture and report probiems with [he RI' ,
meter via handheld or call in case of an emergency

1.2.5 Proces:; download file from SAP to MVRS. Advise Enbridge of errors. Ci' RiA C/'
1.2.6 Process upload file with completed reads from MVRSto SAP. Advise 'i' RIA Cn

Enbridge of errors.

U Automated Meter Reading USIngRadio Frequency

The activities Involved in acquiring meter reads through radio
frequency

92S313~U
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,

Activities

Stakeholders (R, A, (,1)

1.3.1 Send and receive the {Ompleted ERT meter readings and load the new
ERT meler readings through the Company provided system on a daily
basis

1.3.2 Identify and report faulty ERT units and radio frequency meter reading
Ilandlleld devices. investigate and issue <=xchange orders as required

1.4 Special/ Check Readings

'iA

1.4.6

1.4,4

1.4.1

1.4.5

RI'

RIA

RI'

RIA

RIA

RIA

'I'
CI'

1.4.2

1.4,3

The activities involved in completing ad hoc meter readings to verify a
previous meter reading.

E~\ra(:t special read work orders from SAP for specific dates lor field
COmplelion

Receive a lile of 'pecial / check read, for field completion

Obtain reading and other pertinent information (e.g. meter locotion,
meler condition,)

Perform 0 visual ,afety check. Capture ond report problems Or call in
case of an emergency

Return file of readings obtained to Company

Receive work order files ba(:k from Meter Reading Service Provider "nd
uplo"dsto EGD CIS, Sort exceptions from upload and dimibute to
operation,,1 groups~~-_._-~--_.-

1.4.7 Co·ordinale special appointments outside 01 regular schedule as
requested byCu,tomer.

1.5 Move In / Move Out Readings

1.5.1

1.5.2

1.5.3

1.5.4

The activities involved in compieting a final meter reading wllere there
is a chJnge in ownership

Receive a lile of lock Jnd unlock orders for field completion

Obtain reading and othN pertinent inform<ltion (e.g. meter ioeation,
meler (:onditionsl

Perform a visual safety (:he(:k. Capture and report problems with the
meler Or call in case of an emergency

Return file of orders with readings obcained to Company

RIA

RI'

'iA

'iA
1.6 Final Readings and Meter lock5

'iA

'iA
'iA

'iA

The activities invol"ed in completing a final meter reading and meter
lock

Receive a lile of lock orders for field completion

Obla,n readlOg, lock meier, and obtain any olher pertinent information
{e.g. meter location, meter conditions)

Perform a visual safety check. capture and report problems with the
meter or call in cilse of an emergency

"'_.' __ 1 Relurn file of orders with readings obtained to Company

1.6.3

---
1.6.1

1.6.2
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,

Activities

Stakeholders (R, A, c, 11
L7 Meter Locks for Termination of Service for Non·Payment

The activities involved in terminating services for non-payment

1,7.1 Receive a (;Ie of Redlock orders for field completion

1.7.2 PerfOfln dunning disconnect ,)'1<1 upd"te work order with ~ completed
,l"tus

-------
1.7.3 If"Ct~"to meter is ovail>lble, Obt>lin re>lding, lock meter using Enbridge

provided locking device, and obtain ony other pertinent inform>ltion (e.g
meter locmion, meter conditions)

1.7.4

1.7.5

1.76

If >l[C~S,to meter is not >lY>lilable,terminate service by closing valve
using v"lve key provided by Enbridge

Perform" visual safety check (if meter i5"cces5ible]. C'pture ~nd report
probl~ms with the meler or edit in Cd,e of an emergency

Return fiie 01 orders with re~<iings obtained to Company

I
I
I

, ,

,

1.8 Meter Re••ding Quality Assurance

The activities involved in planning and implementing quality aSSuranCe
processes lor meter reading

1.8,1

1.8.2

Coordinate repJir to handheld devices. with ITRONas required

Apply finnwJre updates to meter re~ding devices 1Jndconducttes\
reading, tor ~ccura[y

,
1.8,3 Perform su pervisDr'y meter r~od ing verification to ~yaluate read ing

JCC(J"KYon a CQntinllOu, bas;,

1.84 Perform sup~rvisory customer satisfaction visits to remedy customer
issues

1.8.5 Perform d~ily checks to valid"te ~CCLJr~CY01 meter reading data
tr,"lsfNred (0 Company

Obt]in k~ys from custnmPr, where meTer i., inaccessible and customer
,vi,ile, to provide" key for the bi-mOllthly meter re"ding,

C"ordinate return or de;\ruction of keys at lime of ownership transfer

Obtain keys", required for ddily reads

M"intClin key, in a secure and locked sto'''ge device

Inform BillingProvider of any required (Jpd~tes to customer key
informotiOrl

1.9,2

1.9,3

1.9,5

1.94

---
1.9.1

1.9 Meter Reading Key Program-------_.
The activities involved in managing the customer meter reading key
progrClm

---
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MM & General Billing Services

MASS MARKET BilLING SERVICES & GENERAL BILLING ADMINISTRATIVE SERVICES (Mass Market & Large
Volume Billing)

•

Activities

St3keholders (R, A, C, I)

2.0 Set up new and maintain Mass Market account records

L- Set·up new account record

2.1.6 Verify that batch process is run nightly to coiculote con,umplion, apply
rate schedule, apply adjustments and create current bill

2.0.1

2.0.2

2.0.3

2.0,4

2.0.5

--
2,1.1

2,1.2

2,1.3

2.1.4

2.1.5

2.1.7

2.1.8

2.1.9

2.1.10

2.1.11

2.1.12

2.1.13

Provltl", lh", billing and meler reading cycle information to Company
Cuslom",r Allachment Department

Request a credll review for new cultomer, in order to determine
,ecurily requ,ri!menIS

Request security deposil il reqUired as per Company specified risk
crileria

Request customer identifieotion information lor bitlin~ and credit
related custorni!r conlact purposes

Upd"w cuslomer "ccount information as required (names. r<llecodes,
eontoel informolion. "te)

Bill Calculation. General

The activities involved in calculating the bill

Develop and update the monthly re"ding "nd billing schedule

Run compilation of meter reading jobs

Verily "nd <lpprove meler re"ding jobs to CIS

Uplond and mJint~in the reading and billing schedule in CIS

Update rale ch.nges, verify accuracy Jnd maintain rate table

Identify and Flag occounttypes for selected billing inserts

Identify and Flag account type, for selected on biUmes,age,

Request a random sample of Moss Markel test bills

Review a random sample of Mass Markel (test bills) of various account
typt!$ for bill colculollOn quality

Send a IransaClion to the General Ledger for lhe total dollar value of
daily cyclical billing

Imerlace with Application Support for batch run. scheduling, and issue
res.olc:t'on

Create daily file of customer bills to be primed{ electronically
presented

'I'
'/A

'IA

'IA

'/A 0', , ,
, 'I', 'I'
, '/A
, 'IA
, 'I', '/A

A ,
'IA ,
, 'IA
, 'IA
, 'IA
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Activities
o
Z
>

2.1.14

2.1.15

Post Transactions to accoonts

Post manual transactions to Mass Markel accounts

,
Ri'

Stakeholders (R, A, C, I)

Ri' I
I

2.2 Canada Post Standards - Gene",1

R

Rf'

Ri'
Ri'
RI'

Cf'

RIA I
,

'-I'
RI'

The activities involved in gathering and maintaining mailing
addresses according to Canada Post stand<irds for bulk mailing rates

ReceIve scheduled Canada Post postal code updates

Produce reports to examine address accuracy

Updme billing records with address corrections

Update billing records with corrections exc"ptions after EGDAuto
Correct program has b~n run.

Produ'e and submit annual statement of accuracy (memo) to Canada
Post

Prod",e and submit daily statement of mailing with address accuracy
"crccntagc

PilYthe postage bW

Affix postage 10 adhoc letters and manually produced invoices where
lutters <lreport of correspondence processes.

2,3 Refund Management· Mass Market

2.2.6

2,2.8

2,2.7

2.2.1

2.2.2

2.2.3_.-
2.2,4

2.2.5

..:!~l
2,3.2

2.3.3

2.3.4

2.3.5

2,3.6

2.3.7

,.,

2.4.1

2.4.2

The activities involved in verifying, processing and issuing refunds

~r()c".s ellston,,,, request for refunds on active account,

For finill ilccount credits, verify transferability to new service addre,s
prior to refund decision

Verify the ~cCllracy of the credit (refund)

Follow established authorization process

Prepare a transaction in the Company customer inform~tion system to
proce,' a cheque

Send an electronic file to the Company', financial institution

Cheque i, lSsued by Company financial institution and sent 10 Service
Provider for malhng to CUSlomer

lawyer letter Management - Mass Market

The activities involved in processing customer move orders at the
request of their lawyer and provide arrears and lien information

Receive leuers. sort by date and valid"te information. scan into
vendor provided system

Resolve issues where incomplete information is provided bV
contacting appropriate party

'I' ,

'I' ,

'I' ,

'I' 'IC
Rf' ,

, Rf'

Rf' ,

RI'

RI'
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Activities

Stakeholders {R, A. C.1}

~~ Discharge customer liens originated prior to 2002 as required

2.4.8 Prepare monthly summary of ,Ktivity

2,5 Bill Production and Delivery - General

The activities involved in Bill production and delivery· in English,
French Or BraHie for paper or ho,ted eBiIling services

'/A

'fA

2.4.3

2.4.4

2.4.5

2.4.6

2.5.1

2.5.2

2.5.3

2,5.4

2.5.5

2,5.6

2.5.7

2,5.8

2.5.9

2.5.10

2.5.11

2.5.12

2.5.13

2.5.1'1

2.5.15

2.5.16

2.5.17

2.5.18

Callout and process payment fee for la"""",r reque,t (NOll': payment
must ~c(ompilny request)

Create a work request to transfer ownership. and update customer
information (Le., me,e' read, physicallod<)

Provide arrears and notilkation of title registrations to the vendor
lawyer in writing

Archive lawyer letters (hard wpies) for Severl {7} years

Receive daily file 01 customer printed "nd electronic bills

Send daily bill print lilel,) to bill lorm"ning! e·bill service provider

Print custO"lN bill on English! French! Braille forms

Provide insens according to Billing Service Provider specification, to
facilit"te bill insertion {e.g, Insert weight, thickne'iS, si,e, finish types,
fold types, packaging. lilbeling etc,)

Mainl~in inventory of Com pony provided bill in,erts and envelops

Verify \hol bill, include appropriate in,erts in the envelope

Verify th'll bill, include, appropriate bills me"age,

E~tr"ct a ~Jrnl'le of customer envelopes lor physical inspection

Review ~ random sample 01 bills for bill print and presentment quality
{includes Bill Print Provider quality checks)

Sort bills that require 'peciol hondling prior to moiling

Forward special handling bill, to "ppmpriate party for action

Manually stuff envelope, wjth specl,,1 handling bills "nd appropriate
inserts

AfIi~ appropriate postage on special handle bills

Create the statement of mailing for regula, mail

Arrange delivery 10 Canada Post

Create mo<1thly report on bill delivery turnaround to Canada Post

Manage inventory 01 bill forms (bill form$. mailing envelopes and
return envelopes)

Mainlain storage space lor inventory of monthly bill in~erts and
envelopes

'/A

'/A

'/A

A

,

A
,

A

A

'/A
A

'/A

A

A

A

A

A

A

A

A

A

'/A

,
C!'
, I

,

'IA

'/A

I
, I

I

A

,

,
R

,

,
,
,
,,
,
,,
,
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"u,
l'••••ot-

j
~•••~

2.6.1

Print services - Gene",1

Provide print services as required

Print. stOCk. and store Comp,my $petifled forms {e.g .• bill forms,
envelopes, statements, letters, notices, ete}

2.7 Payment PrlKessing - General

A

Stakeholders {R, A, C, I}

',C

I
I
I ,

2.7.1

2.7.2

2.7.3

2.7.4

·-c-
2.7.5

2.7.6

2.7.7

2.7.8

2.1.9

2.1.10

2.7.11

2.7.12

2.1.13

2.7.14

The activities involved in processing payments for all customers

Pre-aulhoriled Debit Program (PAD] Admini$tration

Receive electronic file of authorized PAD applications from vendor
sourced payment processing provider. and update to Company
customer information system on a weekly basis

Prepare and Iransmit PAD file to Company's financial institution on a
daily basis 3S per the billing schedule

Archive hard copies of customer PAD applications including void
cheque based on statutory period for hard copy

Resolve PAD applications that c"nnot be processed due to incorrect

~~nking or "ccQunt information

Resolve monthly PAD payment problems, including financial institution
rejects regording incorrect bank information, customer disputes ~nd
elnims foJ' reimbursement

Comply with Canadi"n P<lyment Associ"tion (CPA) rules

D(,ily reconcili"tion of PAD "mounts transmitted. to th~ finan,ial
instiTution

Process paym~nt file to upd"te customer's account in the comp~ny
customer information system on the due date.

Reconcile bank deposit to PAD amounts processed!O th~ Company
customer inlonnJtion system daiiy

Update customer ~cwunt in the Company customer information
system with any revised information (e.g .• bank information.
su~p(!nd/can,el/transfer servicel

Pre-authorized Payment Program (PAP) Administration

R~ceive electronic file of authorized PAP appii,ation~ from vendor
sourced payment processing provider, and update to Company
cuSlOmer information system on a we"kIy basis

Prepare and transmit PAP liIe to Company's financial in!>1itution on a
daily basis as per the billing schedule

Arch,ve hard copies of customer PAP applications including void
cheque based on statutory period fOI hard copy

Resolve PAP applications thaI cannot be processed due to incorrect
bankmg Or a[[ount information

C/,

'/A

A

A,
c

'/A

'/A

'/A

A

'/A

'/A

C

A

'/A

;<fA

;<fA

C

,
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Activities

Stake-holders (ft, A, C, I)

2.7.15

2.7.16

2.7.17

2.7.18

2.7.19

2.7.20

-:-:c:
2.7.21

2.7.22

2.7.23

2.7.24

--
2.7,25

2.7.26

l.7 .27

2.7.28

2.7.29

2.7.30

2.7.31

2.7.32

1.7.3]

2.7.]4

Resolve monthly PAP payment problems, including financial Institution
reie(lS regarding Incorrect bank infonnation. customer dispute<; and
claims for reImbursement

Comply with Canadian Payment Association (CPA) rules

[n/a . Inlentionally deletedl

Daily reconciliation of PAP amounts uansmitted. to the financial
IIlStitutlon

Process payment file to update customer's account in the company
cuslomer information system on the due date.

Reconcile bank deposit to PAP amounts processed 10 the Company
customer information system daily

Update CUStOmer account in the Company customer information
system with ony revised information (e.g., bank information,
Susl!end/canceljtransfer service)

Payment PrO(es.ing· General

Retrieve customer payment5 from Comp<lny's Post Office Box

Process contents 01 deposit lock box in the Company's finanei"1
iMtitution

Ruceive .nd "pprove paymenl file from payment processing vendor
find post payment> to customer "(counts in Company's customer
illformation system

R~c~ive ~nd "r~rove manual payments from payment proce"ing
vendor and manually posl payments to customer accounts ill
Compilny', cu,lomer information system

R~concile payments received to payments posted in Company's
customer information system

Manage l!o5!·dated chE'ques using Company specified guidelines

M~nage rE'turned cheques, PAP and PAD returns (e.g .• NSF items)

Resolve Unpostable payments (e.g,. incorrect .ccount number)

FollOw up on Pi'ymems thilt may have been incorrectly posted

Communicate to Company's treasury department daily the dollar
value transferred to the Company's banI: account

Reconcile bank dE'posilS to payment files

Manage payment exceptions which occur prior to posting. E.g.
cheques WIth no account number, electronic payments with an invalid
account number, or bank payments submitted with the customer
portion of the bill

Reconcile non-deposit payme-nt files to deposits in the Bank Account

RIA

,
,

'I'

,
A

RI'
RI'

RI'

c

,
RI'

,

R

R

,
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•

Activities

2.8 Bullget Billing Plan· Mass Market

Allminister Budget Billing Plan ISBP)

Stakeholders IR, A. C, II

2.8.1

2.8.2

2-8.3

Adm,n'ster CUSlOmerpartici;Kltion in the !lSP including set-up,
modification, canceltation

Administer SSP reviews 3 times I"'ryear (including year end review) to
balance actual usage vs. estimated billing

Provide summary report on overall plan balance

RIA

C/' RIA

RIA

2,9.1

2,9.2

2,9.3

2.S Billing bceptlon Handling and Adjustments - Mass Market

Manage Billing E~ceptions and Adjustments

Work nWss market billing e~ceptions in order to correct the bill (e,g ..
bill amounts e~ceeding tolerance thresholds. suspected faulty meters,
Ipcked melers reporting con5umption, incomplete transaction"
retroactive billings, etc.) and produce a corrected bill a5 required.

Is,ue "'ass morket work order reque,t to obtain additional
",formJtion {e,g,. special meter re.ds, equipment verification, etc.)
required to perlorm the steps in 2,9,1

Communic"te with Mas, Market customers (Ieller or call) results oS
,equired

2,10 Customer Care Communication· Mass Market

RIA

RIA

1---
2,10.1

2,10.2

Communicate new/changed information to Service Provider

Notify service provider of ony updotes to standords, policies. practices,
marketil1g programs and genelal busines, environment

Broadcast Company initiated communicatinn tn affected New Service
Provider stoff

RIA

2.10.4

2.10.5

2.10.3 Service Provider will accommodJte EGDreque.ted chJnges to exi.ting
standords. policies, practice>, marketing programs, "nd general
bu~ine,~ environment change, and e.isting proce,ses lor a one time
or oneoine modification. Resulting updates to existing training
rnaterial will nol be charged to EGDas per Section g.l.1 in Ihe CCSA.
Costs pertaining to the delivery of related training for Service Provider
per,onnel communic.ted via email or norm.lly scheduled operationai
call cenlre huddles will not be chargeable to EGO.

Idemify and report customer issue trends, and work collabor.tively
with the Company to develop Solulions

Communic.le solutions "pproved by the Comp.ny [SY5temS/ prOCa5
changes, Ira;n per50nnel)

2.11 Security Dilpos't Administration· MilSSMarket

RIA

RIA

R

vc

A

2.11.1

The activities involved in admini>tering the s.ecurity deposit program

Reconcile and report total new security deposit mOrllhly R A
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•

Activities

Stakeholders {R,A, C. I)

Ri' I
Ri'

Ri'

Issue tax receipts (TS)

Calculate security interest and credit customer account per Company
guidelines

Apply security deposit credits to ilceoums ilccording Compilny
specified criteria

Apply security deposit cred'ts to ilceounts milnUill1yilccording
Company specif'ed criteria

2.12 Meter Reilding Administration

2.11.2

2.11.3

2.11.4

2.11.5

2.12.1

2.12.2

2.12.3

2.12.4

The back office ilctivities involved in Meter Reading

Approve and send scheduled re"ds to Meter Re"ding Service Provider
for next billing cycle

Verify that "II DCI& Dca files sent to Meter Reading Service Provider,
are returned and hilve been reconciled to CIS, Escalate any
differences to EGO,

Input CISpar"meters le,g .. Degree D"tes, Due Oilte etc.)

Prepare and send schedule for ERT"nnual visual re"ds to Meter
Reader Service Provider

I

'il

Ri'
RiA

2.12,5 Extrar! wo,k orders f,om wstomer iniormation system for specifk
dntes Ispecials, combos, locks, redlocksl and send 10 Meter Reoding
Service Provider

2.12.6

2.l2.7

2.12.8

Receive work order iiles back from Meter Rending Service Provider
und uploads to customer information system. Sort exceptions from
u>!load and distribute to operational groups

Send consecutive estimates file to Meter Reader Service Provider

Receive cornpl~ted consecutive estimates from Meter Reading Service
Provider

RiA

I

Ri'

'il

Ri'
I

RiA

2.12.9 Download reports (trouble code reports - broken glass) from MVRS
and uploads to Walk Management System. Verify any 'smell ga~' or
other safety trouble cod"s have been reported

2.12.10 TranSCfibe IVRvoicemail and transfer into CIS

2.12.11 As~lgn accounts to new routes including refolio if required

2.12.12 Receive, sort and mail consecutive estimate letters

2.12.13 Track and report consecutive estimate information

2.12.14 verifv th~t consecutive ['>limat!' letlers are produced aod mailed

Ri'
I

Ri'

RIA I

Ri'
I

Ri'
2.12.15 Operate MVRSsys1em.

2.12.16 Resolve any tMhnical issues with connectivity Or software

2.12.17 Provide Eobridge with meter reading reporting ool"g time and 5IA
targets

Ri'
C/I

Ri'
Ri'
I
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Stakeholders (R, A, C, I)

2.12.18 Receive <lndresolve escal<lted customer issues (work wjth MeIer C <I' ,
-~- Re~der ServiCe Provider, if required)

2.12.19 Complete all Meter Reading correspondence received from customer <jA

Filed:  2011-08-22 
EB-2011-0226 
Exhibit I 
Tab 1 
Schedule 12 
Attachment 2



Schedule 2.2A
January 1,2011 Customer Care Services Agreement

Page 13 of 47

MM and Sundry Collections,

Activities

St3keholders (R, A, C, I)

3.1 Collection of M3SSMarket Accounts

3.1.1

3.1,2

3.1.3

3,1.4

3.1.5

The activities involved in managing arrears and en,uring effective
collection recovery

Arrear> determination and recovery planning

lobuiate receiv3ble am""nts in e<lchof the aging arrear, categories on a
daily basis

Develop collcctions st,"t,;,gies to achieve overali gOJls Jlld objectives,
and consider influencing f"ctoro le.g., se"50n,,1 variotions, economic
collditiof1S, ,ate chJnges, etc,)

Develop lactic,,1 ~ampaigns and align with overall strategy

Active arrears collection

Set up C<lrnpJigr>in ,he Company provided system and send to Service
Provider

Produce, Jild m"il acre"" notices as per c;lmp"ign {e.g., included On
monthly bill/staTement or ,tand"lone written nolice)

R

,
3.1.6 Collection Call H"ndling (Inbound / Outbound) - refer to S~ction 3.8

3,1.7 Resolv€' disputed accounts

3.1.8 Man~g~ payment ~rrangements (Mak,;" follow "p, "pdote)
-------------~---

3.1.9 Liais€'with social agencies" nd cred it counselli ng services-------
3,1.10 A"e" ,,~d requcst security deposit as per Company specified risk

criteri"

Ci' 'I'

_~:.~__.~_ Monage poyment afr~ngements for final bills (Make, follow up, updatel

3.1.19 Perform skip lracing service, on returned mail.

-
3,1.11

3,1.12

3.1.13

L_:,~~'~:_
3.1.15

3.1.16

3.1,17

3.1.20

Review r,;,s"lt,; "nd rllJke Jdjustrnents to campaigns

Report C()11~ctionperformance "rod arreatl statistics

Final arrearS coll,-,ction

Receive file from Company provided ,y,tem

Set up and execute campaigns in th~ Company provided system and
,end to S~rvi(e Provider

Prod"c€', and mail final b;il notices.$ per C<lmp.ign (e.g., included on
monthly bill/stat,;,ment, or st;md<llone written notice)

Collection Call H3ndling {Inbound / Outbound) - refer to Section 3.8

Resolve disputed ;,ccour>g

flag uncollectible final bill, (e,g., Bankruptcie,) and update ,tatu, to ,top
further collection action

'I'
,

'I'

R
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•

Activiti"s

Stakeholders (R, A, C, I)

3.1.21

3.1.22

3.1.23

3.1.24

Flag uncollected final bills and transfer 10 collection agency

Review resulls and make adjustments to campaigns

Report collection performance and arrears statistics

SpeciallrlV"stigalion and Field Collection

Ident,fv account, requiring special handling (e.g., unusual activity on
:>cwunt)

'fA

I I
I Cf' I
I '
I

I

,
'/A

'/A

RIA

'fA

'fA

'fA

Issue work order to dispatch field wllector 10 the customer premises

Assess situation, ",nd follow work order instruct;"''' (Lock the Meter)

Update work order with action, tak"n

Collection of 8ankruptd"s, Insolv"nd"s, and R"c"iv"rship

Transfer account into the name of the receiver

Negoti.te settlements as per Company provided criteria

Apply all disbursements, as received from bankruptCies

Record .ction notes in the appropriate Company provided syst ••ms

Collection of Pow ••r of Sale and Mortgagees in Possession

R••c••ive, sort and respond to all correspondence from mortgage hold ••r
li.c., fil1MciJI in'litlltiol1. or i~dividu~1mortgage holder)

Advi$~mortgage holder of arrears outstanding, servic ••51.lus, a~d
options ilvailable ii,e., tr"nsfer of ownership, service ""ivation, servlee
disconnection). Jnd initiate appropriate Jetion including follow through
to completion

Record "ction notes in the Jppropriate Company provided systems

Negotiate settlements as per Company provided critefia

Particip.te in s~ltlement negotiation m••etings with the morte~ec.
hoid"f(s) as required

3.2 Collection of Sundry Accounts

3,1.34

3.1.32

3.1.36

3,1.]5

3.1.28

3.1.29

3.1.30

3.1.31

3,1.,n

3.1.25

3.1.26

].1.27

The activities involved in collection of Sundry Accounts

].2.1

3.2.2

3.2.3

3.2.4

3.2.5

].2.6

3.2.7

Prioritize accounts which require collection action

Determ,ne appropriate action (call, letter, fax. site visit etc.)

Collection Call Handhng (Inbound I Outbound)- refer to Section 3.8

Resolve disputed accounts

Managf! payment arrangements {Make, follow up, update)

Perform s!tip tracing services on returned mail.

Recommend write-offs 01 specific accounts for approval and action by
Company

Cf'

C/'
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•

Activities

St3keho!de", lR, A, C, I)

3.2.8

3.2.9

Recommend litigation of specifIC accounts for approval and action by
Company

Repon: collecuon performance and arrears statistics

RIA

RIA , I
3.3 Manage and Execute Service D1sconnecrion for Non-Payment AccOllnts

{Mass Markel)

The Activities involved in determining and executing service
disconnections

3.3.6

3.3.4

3.3.3

3.3.2 ,A

'/A

n.s

3.3.1 Determine accounts to be disconnected tor non-payment

Provide 48 hour wrinen notification to custome", pending disconneaion

Mijke outbound call~ to customers scheduled for disconnection, 48
hours prior phy,ical meter lock

tre;]te work order for 'ervice djsconnection (meter lock)

Perform service disconnections (meter locks) and update work order
with a completed ,t"tus

Esca!"te 10 Company, service disconnections in one-off situations
Icustomer-escal"ted issues)

3.4 Manage service reconnection (Mass Market) -Note: Physical service
reconnection Is performed by Company

3.4.1.

3.4.2

3.4.]

--
3.4.4.

3.4.5

The activities involved in managing service reconnect ions

Confirm that CUstomer account is paid in full, including security deposit
a"d opplicable service charges

Schedule" reconnection date with the customer using Company
provided schedule

Issue a work request for reconnection using the Company provided
system

Perform service reconnection and notify New Service Provider when
compll!t~

Complete service !l~connection exceptions in company provided system

'/A

A/A

RIA

'/A

3.S Collection Agency Administration

The activities involved in managing the final bill portfolio assigned to
third party collection agencies

].5.1

].5.2

3.5.3

].5.4

Rank and select appropriate agency(ies) to handle the final bills portfolio
b.Jsed on performance

Manage agency(ies) performance

£XtraCl final aCCOunt, to colleaion agenr;y{ies) as per Company
gUIdelines

Submit final account, to colleaion agency(ies) as perCompanv
gUIdelines

RIA

RIA
A

RIA

C/'

'I'
RI'

'I'
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,

Activities

Stakeholders (R. A, C, I)

3.6 !Scatuted Complaints

The activities involved in Manage and resoNe escalated complaints

3.5.5

3.5.&

3.5.7

3.5.8

3.5.9.

3.5.10

3.5.11

3.6.1

3.6,2

3.6,3

3.6,4

~-
~,6.6.

Provide direct,on and policy re payment arrangements and settlements.

Mainwin a log of account assignments witll eacll agency

Recall uncollected accounts alld reassign to new agency as per CompallY
guidelines

Assist;n response to claims against the Company / agency

Respond to complaints from customers regarding agency

Approve agellCY documents and call scripts used to collect accounts

PrOduce a monthly summary report of colleGian agency performance

Receive and record the escalated complaints

Investigate the escalated complaints

Follow the eswblished escalation process

Resolve the comploint and provide feedback to the customer (written Or
velbol)

Tr;JCk details and resolution

PrOvide monthly summary reporl

C

RIA
'/A

,
RIA

C

RIA

A

, I
RIA,

,
'Ie

I/C/R

3.7 Correspondance Management

-_.
~.7.1

3.7.2

3.7.3

3.7.4

3.7.5

3.7.6

3.7.7

3.7.8

The oetivj(ies involved in processing all customer correspondence

RL'ccive COIrespondence, sort Uv date and v"lidate information, scan into
New Service Provider provided SYltem

Receive, resolve. and respond to incoming customer correspondence via
v.rious channels - mail, email, web, ,md fax, including performing the
transactions using the Company provided system (e.g., revenue
adjustmMts, change of ownership, Budget Billing Plan adjustments, etc,)

Provide fulfillment service in order to mail comp"ny literature to
customers upon request

Code and track correspondence through the itwestigation and resolution
process (routing may OcCur between service provider's) and the
Companyl in the ComP<lny provided tracking system

Capture resolution eetails in the Company provided custome-r
information system (e_g., correspondence codes, free form detailS, etc.)

~velop customer response form letter templates

Archrve correspondence {hard copies) for seven (71 years

Prepare monthly summ<>ry of activity

RIA

RIA

RIA

RIA
RIA
RIA

I/C/R

I c
I
I '
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,

Activities

Sta~eholders {R,A, C, IJ

3.8

3.8.1

3.8.2

3.8.3

call Management {Inbound and Outbound)

The activities involved in responding to collections inlluiries

Receive. resolve, and respond to incoming cuslomer calis, induding
performing the tramadions using the Company provided system (e.g.,
payment arrangements, notke of P<'yment, change of ownership, et(.)

EKel:ute live agent and automated outbound campaign.s forthe purposes
of collecting accounts based on reports and files from the Company's
Customer Information System.

Provide required Telephony and Contact Handling Infrastrunure to
enable effective customer management as follows: ACO,IVR,en, 100%
Call Recording, S~illsBased Routing, Reporting, ContOld Management,
Predictive Dialer with direct tran,fer to live agent capability and
sufficient outbound dialing c"p"city

,

I
I

I

3.8.5 PrOVIdeEnbridge Knowledge Management functionality

3.8.8 Capt"re inquiry re,olution detail, in the Comp.ny provided customer
information 'ySlem {e.g" c.11disposition codes, free form details, etc.)

3.8.6 PrOVIdeAccentur~ Knowledgo M"nagement functionality

3,8,7 Promot'" and sign up customer> in v"riou, Company provided progf<lrnS

3.8.4 Effectively monage customers On hold le,g., estimated wait time
"nnouncements. on-hold mes,,,g;ng including ;nform"lional mess"ge,.
etc,)

RIA ,

" RIA

RIA 'I'

RIA c
RIA ,

RIA I
RIA 'I'

RjA ,

RIAHour, of Oper<ltions - M-F 8AM-6PM (eKduding publk holiday,)

Updilte cLI5tomer information when the information on file ha, ch<lnged
or is l1Ii,sing Ii.e., Telephone numbers, names, conl<lcts, postJI codes)

Escalate customer inquirie, {ifnece"<lry) following Company specified
escalation process

Plep"re rellurally ,cheduled perform.nce reports

3,8.9

3,8.11

3,8.12

3.8.10
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Customer Contact

•

Activities

Stakeholde~ (R, A, C, II

4.0 Emergencycall Handling

<I'
</A
RIA

</A
</A
</A C

'IA C

</A

>VA
>VA
>VA
>VA
</A
</A
<I'

</A c

</A

4.0.1

4.0.2

4.0.3

4.0.4

4.0.5
- - -

4.0.6

4.0.7

4.0.S

4,0.9

41

4.1.1

4.1.2

4.1.3

4,1.4

4,1.5

4.1.6

4.1.7

4.1.8

4'

4.2.1

4.2.2

4.2.3

4.2.4

The activjtie~ involved in immediate response to emergency •••rvke order

r"quem.
Manage incoming customer corlt"ets (e.g. voice. mail, email, web, fax, etc.)

conKt and re.:ord emergency call details in Company provided system

Provide safety instructions (EGOscripted) to caller

Creale/issue or update worl<. order in Company provided system

Confirm that the call was successfully received by dispatch.

Record call type for statistical purposes

liaIse with Fire Deportment in cases of alarming carbon monoxide calls with
wmptom, of CO exposure

Follow up with Enbridee dispatch on calls exceeding response threshold to
determine estimated time of arrival based on customer inquiry

Hours of Operation, - 24 hours per day, 7 day, per week (24/71

Other Service call Handling

The activities involved in responding to other service order requests

Coiled and rl!cord service cali details in Comp~ny provided system

Provide safety instructions (EGD scripted) to caller

Scheduie appropriate appointment times using Company provided system

Create/issue or update work order in Company provided system

Record call type

Follow uo with the Company dispaH:h on calls exceeding response
th'<l,hold to determine estimated time of arrival based on customer inquiry

Provide required Telephony and Contact Handling Infrastructure to enJble
effective customer management as follows: ACD, IVR. CTt 100% Call
Record"'g, Skills 8ased Routing. Reporting, Contact Management

Hours of Operations - 24 hours per day. 7 days per week (24/7J

Escalated call Handling

The activities involved in handling call escalations from cU5tome~

follow the established escalations procedure

Track escalJted complaints using Company provided system

Investigate escalated complaints

Ensure that complainlS are being effeclively managed overall

>VA
>VA
</A

>VA

C/'

C/'

C/'

Ci'
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,

Activities
oo,

Stakeholders (R, A, C, I)

4,2.5

4.2.6

4.2.7

Document an effective proce55 for the management, tmcking and reporting
ofCDmplaints

Resolve e<;calated complaints

Document the resolution in the Company provided system

Analyze escalated complaints

'i'
'i'
'i'

4.1 SpecializedTelephoneCampai,gns

'1.3.1

4.3.2

11.3.3

4.3.5

Activities involved in making automated outbound telephone campaigns
to communicate service outag!'s

Identify and provide target ell,lomer file

Rae;"'e target customer file

Record Company provided outbound script

Execute C<lmp;llgn

Report result

'i'
'i'
'i'
'1'

'1',
,

4.4 Service Appointment Reminder>

Activities involved in making automated outhound telephone service
reminder (next day)

4.4.1
-

4.4.2

4.4.3

4.4.4

4.4.S

Indentify and provide torget customer file

Receive t,>rget customer file

Record Company provided outbound script

Execute campaien

Report result

4.5 Call Handling

Communical~ new/(hanged information to 5~rvk~ Provider

4.S.1

4.5.2

4.5.3

4.5.4

Notify Service Provider of any updates to standards, policies, practices,
marketin/: programs, and general business environmem

Broadcast (omP<lny initiated communicatIon to affected Service Provider
staff

Servi(e Provider will a(commodate EGOrequested changes to e~isting
standards, policies, prattic,"", marketing programs, and general business
environment changes and e~i"ing processes for a one time or ongoing
modIfication. Result;ng update, to e~isting training material will not be
ctlarged to EGOas per Sewon 8.7.1 in the CC5A CO~tSpertaining to the
delivery of rel"ted training for Service Provider personnel communicated
via email Of normally ~cheduled operational call centre huddles will not be
<:hargeable to EGO.

Ident;fy and report customer issue t,end~, and work collaboratively with
the Company to develop ~olutions

'1'
'1'

'1'

'Ie
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,

Activities

Stakeholders {R, A, C, I)

4.6 EscalatedComplain!s· Mass Market

Manage and .ewlve escalated complaint'>

4.6.1 Receive and record the escalated complaints

4.6.2 InveStigate the e:><:aliltedcomplaints

4.6.3 Followthe establishede~alalion process

4.6.4 Resolve the complaint and p!Ovidefeedback 10 the customer (wrilfen or
verbal)

4.6.S Trad details and resolution

4.6.6 P'ovide monthly summary report

RIA ,
RIA 'Ie
RIA
RIA I/C/R

RIA ,
'/A ,

4.1 Billing & Generat Inquiries call Management - Mass Market

The activities involved in responding to billing and general inquiries

4,7.4 Provide ~nowledge Management functionality· EGO Customer Care
Busineos Processes

(

R/A

'/A

R/A ,

'I' '/A

'/A (/'

'/A (

'/A ,
RIA ,
'/A OI'

RIA ,
RIA

Provide Knowledge Marlag~ment functianality· Accenture [US10mer Care
Business Processes

Hours of Operations· M·F 8AM-6PM (excluding public holidays)

PrOmOte and sign up (ustomers in varia"s Company provided programs

Captur" inquiry resolution details in the Companv provided Custome,
i"formation syStem (e·c·, call disposition codes, tree torm details, etc·1

Update custome, information when the information on file has changed or
,s missing {i.e., Telephone numbers, n~mes. contacts, postal (odes)

Escalate CUStomer inquiries (if neces.saryJ following Company specified
escalation process

Prepare regularly scheduled performance reports

4.7.7

4.7.5

4.7.6

Receive, confirm identify of customer, resolve, and respond to incoming
customer calls, including performing the transactions using the Company
provided system le,e., rev~nu~ adjustments, change of ownership, Budget
Billing PI[ln adjustments, etc.)

Provide required Telephony and Contact HJndling Infrastructure to enable
~ftective customer management as follows: ACD, CTI, 100% Call Recording,
Skills B~sed Routing, Reporting, Contact M[lnagement and offering Post C.II
Customer Satisfaction Surveys to 100% of callers,

4, 7.3 Eff(H~tively m,mage customNS on hold as per the oper,ltion,,1 requirements
(e.g., estima1ed wait time annmmcements. on·hold messaging including
inrormmion~1 m~l5~gl.'s; etc,)

4.7.g

4.7,1

4.7.10

4.7.9

4.7.11
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,

Activities

"o
-~

"-o•

Stakeholder'> {R, A, C. I}

4.8 Correspondenc", Management - Mass Market

The activities involved in proce,;s;ng aU rustomer cOrTl"pondence

4.8.1

4.8.l

4.8.3

4.8.4

4.8.5

4.8.6

4.8.7

4.8.8

Re.:eIYe,,esolve, and respond to incoming customer correspondence via
variOUS(h.i1nneh - mail. email. web, and fax, including performing the
transactions using the Company provide<! system (e.g., revenue
"djusfments, change of ownership, Sudget gilling Plan i1djustments, etc.)

Receive correspondence, sort by dille end validate information, scan into
servoce provider provided system

Provide fulfillment service in order to mail company literature to customers
upon request

Code and !rack correspondence through. the investigation and resolution
process {routing may o<;<;urbetween New Service Provider(~) and the
Company) in the Cumpany provided tracking system

Capture resolution details in the Compony provided mstomer information
system (e,e .. <;orrespondence codes. free form details, eK)

Develop customer response form letter templates

Archive corresponden<;e based on statutory period for hard copies

Prl!pore monthly summary of a<;tivity

A I/R/C

4.9 Specialized Telephone Campaigns - Company Programs

4.9.1

4.9.2

4.9.3

4.9.4

Activities Involved in making live or automated outbound telephone
campaigns to communicate with customers regarding Mw Company
programs

Receive target customer file

Record Com pony provided outbound ,cript or implement Company
provided call guide

E.ecute campaign

Report re,ull
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Documentation,

Activities
••,

,
8

S.O Meter Reading Polide, and Procedure, Manual

The activities involved maintaining this manual. This manual contains the general polides
guiding the processes for the meter reading function

Stakeholder, (R, A, C, IJ

5.0.1

5.0.2

5,(}.3

5.(}.4

S.(}.S

Develop Policies , , '/A
fldd, update ""d/or delete policies '/A , ,

---~-
Discuss adds, updiltes and/or delete, '/A , C

Communicate revision, '/A , ,

Implement [h'lng~5 '/A , ,

5,1 Billing,Billingand General Inquiries, BillingAdministration Poiicies and Procedures Manuai·
Mass Market

5.1.1

5.1,2

5.1.31--- ---
5.1.4

5.15,.,

The activities involved maintaining this manual. This manual contains the general policies
guiding the processes of the Billing, Billingand General Inquiries, BillingAdministr~tion function
for Mass Market

D~velop Policies

Add, update and/or delete policies

Discuss odds, update> ondlor deletes

Communicote revisions

Implement ch<Jnges

Billing,Biliing and General Inquiries, BillingAdministration Policies and Procedures Manual·
Large Volume

The activities involved maintaining this manual. Thi, manual contains the general policies
guiding the processes of the Billing, Billingand Generalltlquiries, BillingAdministration function
for Large Volume

, RIA

RI' ,
'I' c

'I' ,
'I' ,

5.2,1 Develop Policie, , 'I'
5.2,2 Add, upd3le "nd/or delete policies RIA ,
5.2,3 Discu» adds, updates and/of deletes RIA C

5.2,4 (Ul)1rnunicJte revision, ,/, ,
5.2.5 Implement ch~nees RIA ,
'3 Collection Services Policies and Procedures Marlual

5.3.1

5.3-4

The activities involved in maintaining thi, manual. This manual contains the general policies
guiding the processes of the Collection Services function

Develop Policies

Add, "pd,lle ,1nd/or delete policies

Discuss "dd" upd~tes "nd/or deletes

Communi[dt~ revision,

c,
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,

Activities

St~keholders (R, A,C, I)

5.3.5 Implement changes

5.4 Emergency i1ndServi~e CallHandling Services Policies ~nd Procedures M~nu~1

The J~tivit;es Involved in maintJining this manual. This manual contains the general policies
guiding the processes of the Emergen~y ~nd Servi~e C~liHandling selVi~esfun~tion

5.4.1 Develop Policies , R!A
---- --

5.4.2 Add, upd<lteJnd/or delete policies R!A ,
5.4.3 DI,cu,s "dds, updates" nd/or deletes R!A 0

5.4,4 Comrnunic~tc revisions R!A ,
.'..._-
5.4.S Implement changes R!A ,
;.; Customer Information System Policies and Pro~edures Manual

The Jctivities involved in maintaining this manuJI for the customer informJtion system, and
other Company provided ,ystems

5.5.1 fldd, upd"te u"d/or delete 'ervice, provided '10 R!A O!' Ci'
5.5.2 ,~dd,update a"d/or delete matter> related to system, tran,a~tional and/or procedural processes , '10 R!A O!' O!'
5.5,3 Discu,s Jdds, updates and/or deletes '10 R!A O!' Ci'--_ ..
5.5.4 Commullicote revisions R!A R!A 0 ,
5.5.5 Irllpl~mclltchJne~s , '10 R!A R!A ,
;.; Knowledge Management Poli~ies and. Procedures

5.6.7 Add, updJte ,md/or delete mdtters related ta Accenture system, transa~tionol olld/or pro~edurei

The activities involved in maintaining the online procedures for knowledge management

5.6.1 Deveiop Policies

5.6.8 Di,cuss Enbridgc adds, updates and/or deletes

5.6.9 DiscussAccenture Jdds, upd"les and/or delete,

e/I R!A
, R!A

R!' O!'
, R!'

R!' '!'
, R!A

R!A e/I

O!' R!A

R!' Of'

R!A O!'
R!A O!'

R!A lie

.proce,s~s

Add, update ;lnd/or delete Enbridge policies

Add, update :md/or delete Accenture policies

Communic"te revision,5.6.10

5.6.11

5.6.4 Add, update olld/or delete Enbridge ,ervir.e, provided

5.5.5 Add, update Jild/or delete f\ccenture servic",sprovided

5.6,5 ,~dd,update ""d/or del(>t"maHer> related to Enbridg~system, lram~ctional "nd/or procedural
processes

~::.
5.6.3

The ~(\Ivities involved in maintaining the online training manuals <overing the associated
functions in each 5ervl~e Category

_5~~::.~.L.~~~:_~~~te and/or d"lete services provided
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Stakeholders (R, A, C, tl

5.6.13 Add, update and/or delete matters relaled to sy\tem, transactional and/or proc~dural processes R/' 'Ie
5.6.14 Discus, ~dds, upu<Jles~nd/or deletes ,/, e
5.6.15 CornmUniC<ltErevisions R/' ,

$.6.16 Implement ch"nges R/' ,

~-
Business Process Manual· General Billing& Mass Market Services

The activities involved in documenting business processes

S.7,l Develop bu,iness processes 0' 0' 'I' e/,
.-
5.7.2 Add, updalR <md/or d~lete bL!sine" processes 'I' '/' 'I'-,-~~ .~~~~~~-

5.7.3 I Di\Cu,~~d(b, "pdJtes "nd/or deletes 'I' R/' e
--~.
5.7,4 Communiulte revisions 'I' R/' ,
$.7,5 Implement ch~nges 'I' R/' ,

;., Business Process Manual- Large Volume

The activities Involved in documenting business processes

5,8.1 Dl'velop business processes C/' 'I' ,/, 0'
5.8.2 Add, upd"te and/or delele business processes ,/, R/R 'I'
$,8.3 Discuss adds, upd~tes and/or deletes 'I' R/' ,
5,8.4 Communicate revi,ions ,/, "I' , I
5,8.5 I Implement change, ,/, "I' ,
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Service Management
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Activities 0 >0 • 0 tu £ ,, 0 •w " 0• • ~
, .,,

• "",
15

Stakeholders (R, A, C, Il

;.0 Reporting

The activities involved in developing and delivering Service Reports to
Enbridge

Service Reports

6.0,1 Update portfolio of Service Reports (See Service Reports to b) ./e 'Ie A1----
6.0.2 Prepare Reports (See Service Reports tab) '/A '/A ,

1--
6.0.3 Review reports for "CCUfa[y '/A '/A ,

.~~~~._~ r:Jeliver Servire Report, '/A '/A I ,
---- ._- ---

6.0,$ Con,olidate reports for Enbridge m<Jnagement '/A
finance

The activities involved in forecasting, budgeting and other financial
functions--~--~
forecasting and Budgeting

6.0.6 Devel()p AnnUoi Operating PI,ln and F()fecast 'iC 'Ie A

6.0,7 Provide input into Customer Care Forecast as requested by Enbridge '/A '/A ,
I 6.0.8 I Track aClUols to Annu,,1 Fore[Jst on "monthly basis '/A '/A ,

6.0.9 Report mOllthly v"riJnces agJinst AnnuJI Foree;,st to Enbridge '/A '/A ,
Audit

6.0,10 Assign Independent Auditor 'IA
6.0.11 Develop and i:;sue information requirements '/A
6.0,12 Collect DatJ and Do[uments required to fulfill informati()n f~quirem~nt, '/A '/A
6.0,13 Provide DalO and Documents, assistance in interpretine and verifyine Ddta '/A '/A

f--- ---- Jnd Documer\ts, "cc~ss 10 Independent AudilOr

ARCsjRRCs Management

6.0.14 Trad ARC,/RRCs '/A '/A ,

6.0,15 Report variances from ba'eline 'I' '/A ,
6.0.16 FOfecalt ARCs/RRCs '/A '/A ,

6.0.17 Report ARCjRRC forecasts and impact on monthly invoice '/A '/A ,

6.0.18 Determ;n~ the impact on pricing '/A '/A 'I'
Invoicing

6.0.19 Develop monthly invoice fOI ba.\eline services '/A '/A
6.0.20 Develop monthly invoice or credil for ARC,/RRCs '/A '/A
6.0.21 V~lidate "ccuracy of monthly invoices e/A '/A
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Stakeholders (R, A, C, I)

5.0.22 1~5ueinvoice. electronically to Enbridge 'I' 'I'
5.0.23 App'ove Invoice R/'

Project Tracking

6.0,24 Develop project, plan and budgets 'I' R/' ,

6.0,25 Approve project plafls afld budgets , R ,
6.0.26 Trod project, and budgets R/' R/' ,
-

I6.0.27 Report per1ormor\ce "g~ir\st project pion ~nd budgets R/' R/' ,

6.0.28 Review perforr.,ance ~g"inst project pl~n .nd budget, C C R/'

Sarbanes-Oxley (SOX) Compliance Reports

6,0.29 Develop SOXpro,e" maps .nd cofltrol do,umemation R/' C

6.0.30 Monitor process maps and control documentation for ch.nges R ,
6.0.:n Produce .nd deliver quorterly monitoring reports to the Company {re: R/' ,

updatf.'s to process maps and control documentiltion)

6,0.32 SOXPre-Produ,tion sign-off for ch~ngel R A

6.' Communications

The activities involved in clearly articulating messages across the
organization afld New Service Providerls) (communications).

6.1.1 Develop cUltomer ,ommunication strategy , C R/,

6.1.2 Develop customer (ommUniccltion poiicie$ & procedures fOI Enbridge .nd , e/I '/'
Service Providers (i.e., methods of communic~tions, frequency etc,)

6.1.3 Develop cultomer r.ommufliciltions , C "I'
5.1.4 I$,ue a"d coordin"te CU$\ome' communicotions "I' ,

~~.

6.1,S Monitor compliance with policies & procedure, " " ,-_._--- -_ .._---_._.__ .- --
6.16 Prep~"<, r.ommunicJtion compliance report R , ,
6.1.7 A~plow cornpli~nc~ report "I'
6.1.8 Make corrective oetions where nOflcompliant "I' "I' ,

6.' Performance and Continuous Improvement~~
The activities involved in performan'e management and ~ontifluouS
improvement

Benchmarking

6.2.1 Assign independent Benchmarker , "I' "I'
6.2.2 Develop "nd issue inform"tion requirementl C C C R/A (Independent

Benchm~rker)

6.2.3 Provide ",~ist"nc~, Data, Dowrnent;;tion, access to Independent R/' "I' "I'B~n[hrn"rker-
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Stakeholders (R,A, C, II

Continuous Improvement

6.2,4 Identify opportunitie, to improve Services, Service Level, ond performonc\' 'I' 'I' c
6.2.5 Develop bu,inp.\S case to address improvement areas 'I' 'I' c

1_2:.2,6 H"i,e Cil,lflgeRequest (including business case components) 'I' 'I' Ci'

I 6,2,7 f\ppruVe Change Requests , , 'I'
6.2.8 I Develop, m"intain and report on (COntinuousimprovement plan 'I' 'I' c

Problem & Issue Coordination-_ ..-
6,2.9 Provide common Incident Tracking ~ystem , 'I' 'Ie ,

6.2.10 Provide ~cces, to Incident Tr~ckingSystem to Enbridge ~nd Meter ReJding , 'I' , ,
c---

Proartively monitor Services for Incidents within the Service C"tegory 'I' 'I' 'I'6.2,11 ,
1--

R/'6.212 Identify Incidents "rising from Services within the Service Category 'I' 'I' ,
6.2,13 Asoigna problem m"nager R/, 'I' , 'I'
6.2,14 Determine if Incident imp~ClSother Service C~tegories 'I' 'I' , 'I'
&.2.15 Inform problem m.JJ1~eer{sJfrom "ftected Service CJtegorie. 'I' "I' , 'I'

I
62.16 Report ~IIPriority 1 and Priority 2 Incidents to Enbridee Problem Manager or 'I' 'I' ,

de.i~nateEn Pmblem manager to coordinate incidents through to resolution with 'I' 'I' , 'I'problem manager from olhe, Jffected Service Categories

6.2.1B Track Incidents using a commDn issue tracking mechanism 01' 'I' , 'I'-
6.2.19 Report all Prior;ty J and Priority 2 Incidents to Enbridge Probiem Manager or 'I' 'I' , CI'

designate~--_.
6.2,20 ESGolateIncidents in accord~nce with Inr.ident E$c"l"tion Proc~dure' 'I' 'I' , 'I'
6.221 Cor-duct meetings to communicate resolution progress uf i:s:sue$(problems ,

I
, , ,

Iwith Enbridge Problern ManJger and Service C"tegory Problem M~n"ge"

6.222 T"d Inc;dents through to resolution 'I' '/A , 01'f--
6.2,B Close Incidents ""d record progres, in problem(iS'ue tracking oy,tem 'I' 'I' , 'I'
6.2.24 Cond\let root cause Jn~lysis for Pr;ority 1 and Priority 1 Incidents 01' '/A , R/'-

L Change Control

I 6.2,25 Odin" change control management polides C C 'I' C

1-6.2.26 Follow agreed-to documented change control process 'I' AIR 'I' AI'
6.2.27 Ident;fy change wntrol reqlJitem~nts , , , ,
6.2.28 Develop Chvnge Ordcr~ C C CI' 'I'
6.2.29 Develop Jnd issue Ch"nge E'timate 'I' '/A c 'I'
6.2.3:1 Approve Change Order , , 'I' ,
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Stakeholders (R, A, C, I)

r- "i'6,2.31 Develop ctldflEe Rrque5ts (identifying cost and imp<1t!of change) 'i' 'i' ,
6.2.32 Approve ChiJllE~Requests , , Ri' ,
6.2.33 Test "pproved chJnge, Ri' 'iA , 'i'
6.2.34 Notify affected stakeholders of change 'i' 'iA , 'i'-
6.2.35 Implement chonge 'iA AiA , 'iA
6.2.36 Verify chJnge met objectives and did not have negJtiv(' impact, I RiA RiR 'i' 'i'
6,2.37 Report results of chJnge 'iA RiA , Ai'

Business Case Development & Prioritization-_.~--
6.2.38 Identify business/process initiatives (e,g., changes to sy,tems, proee" , A A

improvement" workflow automation etc.)

0.2.39 Obtain the necessary data required to develop business co,e (i,e" finonci~1 Ri' "iA ,
inp"(', qlJ"lit'ltive betors, etc,)

6.Z.40 Develop business C~$e , , A--
6.2,41 \!~Iidate assumptions with stakeholders A A ,

,_._,-_.". ----~---~------
6.Z,~2 Revise businp.s, CJ,e if ~"LJmptiQn,\ n~ed to be changed R " A~
6.2,43 Raise Ch"nge Request (;nlluding business Cole components) "i' "iA ,
6.2,44 Approve Chong" R~que,t, , , CiA

6.1.45 Prioriti.e Ch"nge Reque,t, 'i' 'i' A

6.2.46 Implement Change Request 'iA 'i' ,

6.3 Relationship M~nagemenl

The Jctivities involved in developing and maintaining relationships
between New Service Providers

6.3,1 P,lftidpale in GoverOonce meeting, " " 'iA ,
-----~ ---_.

-- Build sp·sp Rel~tionships

6.3,2 Identity key ope(Jtional "no munugement counterp'lrt, 'i' 'i' "iA 'i'~,--

6.33 Develop communi(ation/in\erf~ce processes 'i' 'i' "iA 'i'._-- -_._--~-
6.34 Conduct meetings with Service Cltegory counterparts 'i' 'i' ciA 'i'
6.3,5 Develop continuous improvements prog,ams with Servke C~tegory 'i' 'i' CiA 'i'

counterpart,

6.3,6 Mon"Se "no coordinJte Incident resolution with Service Category 'i' (i' "i' 'i'
counterparts

~

("nduct [nbridge/Servile Provider Quarterly Rdutionship Survey RiA Ri' ,.., Business Requirements

The activitie, involved in proacti~ely anticipating business requirements
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Stakeholders (R, A. C. I)

Business Requirements Definition

6.4.1 IdentIfy new business requirements e e '1A e
6.4.2 Opt!(ationalile business requirements '1A '1A , '1A
6.4.3 Utllile Cllanee Control procedures '1A '1A '1A '1A

Business Performance Management I
6.4.4 Work wltll Enbridge to understand business performance expectations A A 'Ie A
6.4.5 Identify business{process initiatives to align witll business performance '1A '1A 'Ie

expectations

" Contract Conformance

Tile activities involved in maintaining contract conformance

Conformance witll Terms & Conditions

6.5.1 Track compliance with contract terms and conditions , , 'fA
6.5,2 Document non-compliant areas , , A
6.5.) Repor! non-compliance '/A '/A '/A---
6.5.4 Escalale non·compliance through Governance '/A '/A '/A
6.5.5 Remedy non-compliance '/A '/A '/A

Contract Amendments---
6.5.6 Develop rontract amendments '/A 'I' '/A
6.5.7 Ne~otiate amendments R/A RIA '/A
6.5.8 Implement amendments '/A '/A '/A
6.5.9 Track amendments '/A '/A '/A

Contract Audit

6.5.10 Audit Service Provider conformance to contract , , '/A~
6.5.11 Develop and issue information requirements for Audit , , '/A
6.5.12 Collect data required to fulfil! information requirements for Audit 'fA '/A e/,
6.5.13 PrOVIde assiStance. data, document3tion, access to Enbridge Or designate to 'fA '/A ,

complete contract audit

6.5.14 Document discrepancies and exceptions , , 'fA
6.5.15 Prepare audit report , , 'fA
6.5.16 Discu5S diKrepancies and exceptions with Service Provider management C e 'fA
6.5.17 Develop resolution plan for di.screpancies and exceptions 'fA '/A 'Ie
6.5.18 Implement resolution plan '1A '/A ,
6.5.19 Track resolution 'fA '/A ,
6.5.20 Report resolution progrl'5s '1A '1A ,
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,
8

6.5.21

~.5.Z2

6.5.23

6.5,24

6.5,25

6.5,26

6.5,27

Assets & 3rd Party Agreement Management

Procure New Service Provider provided assets

M"nnge ~nd maintain New Service Provider pmvided asset,

M"n<lce 3rd P<1rtyIsubcontr~ctorl contr<lCIS

Manitor 3rd p~r1y {submntractor) performance against contrilcts

Manege and m~intain Meter Re~ding assets and agreements On Enbridge's
beh"lf as provided in Schedule 1,8.1· EGO Provided Assets

Raise requisitions for new Meter Reading assets

Approve new Meter Re~ding assets and/or maintenance agreements

Incentive and Service Level Remedy Framework

R
,

Stakeholder5 (fl, A, C, I)

,

CI'

6,5,28

6.529

6.5,30

6.5.31

6.5.32

Manage Incentive and Service level Remedy Framework in au:ordJnc~ with
Article 4 of the Agreement

Calculate Pen"ltie, and/or Incentives periodically ba,ed on fr@meWOrK
guidelines

Include Penolties and Incentives in invoices with supported rat;onale

Approve Pe"ulties ,,,,d I"centiv~s

Recommend changes to Incentive 'lIld 5eIVice Level Remedy FrameworK Rle

,
R/C

6.6.1

6.6 Policy & Pro<edure Development & Control

The activitie, involved in maintaining and en,uring adheren<e to ,trategie"
policies & procedure,.

Workstation Hardware Configuration Requirements

M"int~in worKstdti()n dnd other technology

Customer Care Strategy

6.6.2_~ . D"wl()p Enbridge (IJ$tomer Care Str~tegy

6.6.3 Provide in~ut, ide"s for Enhridge Customer CJr€' StrJtegy

6.6.~ f1eview Enbridge Cu,tomer Care Strategy

6.6.5 Identify chJng€'s to d~livN Customer Core strJtegv

6.6.6 Monitor progre» 'gainst ,tr~tegy

Policy, Procedure and Regulatory Compliance

RI' RIA

,
R

R

R

R

&.6,7

----
6.6.8

6.6.9

6.6.10

Manage and monitor S~rvices to maint~in com plionee with Policie, ond
P'oeed~Jfe> and Regulatory Requirements

Report S€rvic;eProvider complian~e with Regulatory Requirementsr-
Id~ntify Reguiatmy Compliance reporting requiremeng

Develop Regulatory Repons

R

'I',
R

R

'I',
R

,
RI'

A
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,
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Stakeholder, (R, A, C, I)

Management of Documentation, Program Materials & Inventories

'/A

'/A

'/A
RIA

'/A ,
'/A ,
'/A ,
'/A ,
'/A ,
'/A ,
R/A C/'

R/A ,

'/A '/A ,
R/A '/A ,
'/A '/A ,
'/A '/A ,
R/A R/A ,
'/A '/A ,
'/A '/A R/A

'/A RIA '/1

'/A '/A ,

'/A '/A ,

R/A '/A ,

R/A R/A ,

'/A
'/A

'/A

Disaster Recovery PI"nning I Business RiskPlanning & Monitoring

D~velop Disaster Recovery ;md Business Continuity Plans

Validate that Disaster Recovery Jnd Business Continuity Plans meet industry
stand"rd5

Mdintdin S~rvice Provider Equipment and A,,~ts inv~nt()ry "nd delcription

Maintain Third Party Software inventory and description

Maintain Service Provider So!tw"re ond Owned Software inventory and
description

Maint"in inventory and descriptien of al13rd pJrty arrangements

Maintain repository of policies and procedures

Provid~ Progfom Materials. Process Documentation and 011otller inve~torie,
and document~tion to Enbridge

Identify gaps ill Progrum M"t<;rials,Proce" Docum~ntation.and other
dOCUlnentationand invenlOrie,

ComnlUnic<lteDisaster Recovery "nd Business Continuity communication and
escalation COnt3ct, and procedures

Develop Program Materials

Develop operating procedure, manual

Develop Process Documentation

Develop description, tor e'lch Service Category including a,sets, human
resources, software licenses, h<lrdware NC required for the ongoing delivery
of the Services wecific'lily rel<ltedto the Service ("tegory

Develop Service Provider Equipment ,wd Assets inventory ond de,cript;on

Develop Third Party Sonw"re inventory and de,cript;on

Develop Service Provider Software "nd Owned Software inv~ntory and
description

Agree gnps ~s identified in 6.6,33

Rectifyg"~S in Program M~terials, Pro.e,s Documentation and other
documentation and inventories

6.6.25

6.630

6.6,31

6.6.34

6.629

6.6,28

6.6.24

6.6.11

6.6.12

6.6.13

6.6.14

6.6.32
f---

6.6.33

--~~------~-
6.6.18 Develop inventory "nd description of al13rd party arrangement, RIA

6.6.19 Maintain Program Mat~rials RIA

~~~~~in operating procedure' m~nual RIA

6.6.21 MaintJin Proce5S Documentation RIA

6,6.22 Mail1laind~.,[ription$ for each Service Category including asset" hum~n RIA
re,ource'" softw;)re licenses, hardwore etc required for the ongoing delivery
of the Services specific" Ilyrel"ted to the Service Category

~
6,6.15

6.6,16

6.6.17

6.6,26
~~

6.6.27

f-~
6,6.23
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Activities

Stakeholders (R, A, C, I)

6.6.35

66.36

6.6.37

6.6.38

6.6.39

6.6.40

6.6.41

6.6.42~-

b·6.43._
6.6.44

6.6.45

~~.46

6.6.47

Review Ois",ter Recovery Jnd BusineS5 Continuity pl~n, with Enbridge

E51~blishDisa,ter R~covery and Business Continuity test requjrements <lnd
plon5

Review test plans

Test Disa,ter Recovery Jnd Busine,s Continuity PI"n, ~nnually or a, agreed

CommllniGlte Ois."ter Recovery ond BlJsin~5SCcntinuily Plan test results

Doc<Jment Dis<lsterRecovery and Busines, Continuity recovery procedures

Update Di,~ster Recov~ry and BU$ine" Continuity pl~ns

CommuniGlte dis~ster ill dccordance with Diso,ler R~covery plan

Security Planning & Monitoring

[st~blish security policie'

Report ,ecurity violations

Resolve ,ecurity viol3tions

F"cjlilate internal and Ennridge JudilS

Provide upd~!e, 10 security polke,

A

A

I R/A,
R/A

A

A

R/A

A

A

,
R

c/'
A

ell,
R
,

RiA
,

,

A

R/A

1-

6.7 Operational Performance Management

The activities involved managing the Enbridge customer [are operations
and jlS New Service Provider(s)

6.7.1

6.7.2

6.7.3

6.7.4

6.7.5

6.7.6

6.7.7

6.7.8

6.7.9

6.7.10

6.7.11

Parti[ipale in Periodic Service Reviews

Updme and maintain Reference Materials

Integrated Service Level Development & Management

Identify service levels that are ,ommon to all New Service Providers
{integr~ted Service levels)

Update Integroted Service Level, in Schedule 2.2.6 - SLAs

Provide dJtJ required to report integrated Service Levels

Courdi,,"te with other Service Providers to deliver integroted Service Levels

Monitor contrinuticn to delivery of integr~ted Service Levels

Manage integrated Service Levels

Report challenges to delivering imegraled Servke Levels

Identify resolution t~ctics lo resolve nOn· performance of integr~ted SeNices
Levels

Individual Service Level Development & Management

Me1lsure Service Level perfOrm3nre against Schedule 2.2.B" 5LA,

R

R

R/A

R/A

'Ie
'/A

'/A
R

R

'/A,

R/A

A

A

'/A
,

,
A

A

A

R/A

'1c
'/A
R/A

R

R

R/A

R
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,

Activities

•<;,
•
~
>

,
8

Stakeholders (R, A, C, I)

6.7.21 Conduct monthly volume forecasting meetings

6.7.22 Review IOle"<lst assumptions

6.7.23 Approve forecast

Capacity Planning

Demand Forecasting

6.7.18 Obtain trends. historicdl dat~. indicators for future demand

6.7.19 Prepare forecast using trends etc., to determine incre"se/decrease in
volumes

6.7.20 Determine impact on pricing "s 0 result 01 forecasted demand

6.7.12

6.7.13

6.7.14

6_1.1S

6.7.16

6.7.17

6.7.24

6.7.25

6.7.26

6.7.27

Recommend improvements/ch,lnges to Service Levels as defined in Schedule
2.2.8· SLAs

Report actual performance against Service Levels in Schedule 2.2.8· SlAs

Scorecard Development & Management

Develop Scorecard

Recommend improvements/changes to scoreord

Report actual performance against scorecard

Work with Olher New Service Provider.> to achieve integrated scorecard
indicators

D~vulop <lnd maintain the cCipacityplan

Provide cop<ldty re(:Ommend~tions relating to changes in the environment

Evaluote future business trends to forecast upcoming copacity reqL~iremenls

Provide busin~ss trends pertinent to capacity pianning

RjA

,,
'/A

'/A

,
,

'/A,
C

'/A

RjA

'/A

,,
'/A

'/A

,
,

'/A,
C

'/A

'/A
'/A

'/A
,

c

A

A,
,

A

A

,
A

,

C

C

'/A
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LVB & Monthly Statements

LARGE VOLUME & MONTHLY STATEMENTS
BILLING, COLLECTION & CUSTOMER CONTACT,

Activities

Slakeholder~ (R, A, C, I)

7.0 Set up new and maintain account records

Set·up new large Volume & Collective Account Parent Account records

7.0.1 Provide the billing "nd meter reading cycle information to Comp~ny
Cuslomer Attachment Department

~

.0.2 Request a credit review for new customers in order to dNermine security
requirement,

------
~:~~__ Request security deposit if required 0, per Company specified risk crit",i"

7.0.~ Request customer identific"tion informJt;on for billing and credit relJted
cu,tomer cont~ct purposes ~s required

'IR

'IR

'IR

c

c

7.0.5 Updute lustom~r ",count informotion oSr~qujred {nomes. r"te codes,
contact information, etc)

'IR

7.1 Bill Calculation -large Volume

7.1.1 Receive cU5tomer meler re~ding dat~ from EGDSystem Medsurement
Jppliccltion for I~rge volume bill calculation

7,1.2 Update r"te changes ,md m"im"in rate t"ble

7.1.3 Verify thaI botch process is fun nightly to cdlculale consumption, apply
rale ,chedule, upp;y "djustments and cre"te current bill

7,1.4 Identify and flog ,recount types for selected bill inserts (safety :lnd rate
notices)

7.1.5 Identify and FI,,~account types for selected on bill meS5Jges

7.1.6 Req~~~t" random ,ample of te,t bills

7.1.7 ManuallV review a sam pi", of bills for reasonobility

7.1,8 S~nd a transaction to the General Ledger forthe total dolt", value of daily
,yeiicJI billing of lorB'"volume accounts

1

7.1.9 Illterfac~ with Applk"tion SUPPOr1for b"tch run, schedulin~, and issue
r~solution

l-·7.1.1~ ~t.e daiiy file ~t~u,tome( bill, to be printed

l7.1'11 I'D>!Menual TranSJction5 to L~rge Volume Accounts_.-
7.1.12 for LVB,fnJke adjustments b~,ed on corrections that ",e due to incorrect

billing gelleroted from w,tem-b~sed exceptions.

7~rans~ctjOil' for Contrdct Penaltv Charges to Lorge Volume Accounts

, 'IR

, 'IR
, 'IR

, 'IR

, 'IR
R ,

'IR ,
, 'IA

, 'IA

--, R ,
R A

R A

R A
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,

Activities

7.1.14

7.1.15

_._-
7.1.16

7.1.17

Perform m~nual billing trans:Jetions as required including the support of
large volume custorn0rS"5 d result of the Natural G"s Electricity Inlerf<lce
Review (NGEIR)

Create daily file of monthly sUtement bills to be printed! electronically
prt'Senled

Develop and upd~(e the monthly reading end billing ,chedule

Upload and maintain the reading "nd billing schedule in C1$

R

Stakeholders (R, A, C, J)

7.2 Canada P05t$tandards

7.3 Refund Man'lgement

~

The 'letivities involved in verifying, processing and issuing refunds

,-=~_.-l!roce" cuStomer request for refunds em active "c(ounts

7,3.2 For fi,,~1Jc(ount credits, verify transfer"bility to new servin' addte" prior
to refund decision

17.3.3 Verify the Jccur<lcy of thl' crl'dit {r!'fund)

7.2.1

1.2.2

7.2.3

~-

7.2.6

7.3.7

The activjjies involved in gathering and maintaining mailing addresses
according to Canada Post standards for bulk mailing rates

Receive sch"duled [<mild;, Pnst postal code updates

Produce reports to e~~mine "ddress acc\!r.cy

Update lar~e volume billing records with add,ess corrections

Produce and .submit 3nnuol statement of "ccurocy (memo) to Canod~ Post

P'oduc(> "nd submil d<lilystJtement of mailing with "ddress accur<lcy
p('r[ent"~e

Pay the pO$t<lgebill

Follow e,labli,hed Juthori,<Jtion proces,

Prepare a tr~rlS"Clion in the Compl1ny customer information system to
process J cheque

Cheque is i\Sued by Company fin"nci,,1 institution and seM to vendor for
mJiling to customer

Send an electronic refund file to the Company's financial institution

A

,

'Ie

RIA I

R

7.4 Change of Ownership

The activities involved in processing customer move order> at the
request of their I"wyer and provide arre"" and lien information

7.4.1

--
7.4.2

Receive requeltl. son by date .rld v<llidate information, scan into vendor
pro~ided system

Resolve issu€s where incomplete inform"tion is provided by contacting
"ppropriate party

RfA
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•

Activities •,
o-•.-
~•E•

•.gi
~!
~,
o
<
5

7.4.3 I Cr"ale a work requesl10 tran,ferownership, and update cu~omer
",formation ['.e., meu~r read, phvsicallockl

7.4.4 Providearrears and notifiCillionoftitle registrations 10the vendor lawyer
'n writing

7.4.5 Archive change of ownership reque.sts (hard copies) for seven (7) years

'/A

'/A

'iA

Stakeholders (R, A, C, I)

7.4.6

7.4.7

Disch",!:" customer liens Originated p,iorto 2002 as required

Prepare monthly summary of activity

Ci'

1.5 Bill Production and Delivery

7.5.1

7.S.2

7.5.3

7.5.4

7.5.5

The activities involved in Bill production and delivery - in.English, French
Or Braille for paper Or hosted eBilling services

Manually sluff envelopes with special handling bills and appropriate
inserts

Affixappropriate postage on spedal handling bills

Verify that bills includes appropriate bills messages

Forw;]rd special handling bills to appropriate party for action

!marl~e delivery \0 Canada Post

'/A

'/A,
,

A

'/A
'/A

7.6 Payment Processing

The acti~ities involved in processing payments for all customers

Pre·authori.ed Debit Program IPAD) Administration

7.6.1

7.6.2

7.6.3

7.6.4

7.6.5

7.6.6

7.6.7

7.6.8

Resolve PADapplications that cannot be processed due to incorrect
banking or account information

Resolve monthly PADpayment problems. including financial institution
rejects reg;]rding incorrect bonk information. customer disputes and
claims for r~imbursement

Update customer account in the Company customer information system
with any revised information le.g., bank information,
suspend/cancell\ ransfer service)

Payment Processillg

Receiw and approve Unpostable payments from the payment processing
vendor and manually post payments to Company's custome, informatiof!
system

Manage pon·daled cheques llsing Company $pedfied guidelines

Manage relurned cheques and PAD,eturns (e.g., NSF item$) which have
been ,dentified as exceptiolls ill as
Resolve \.fIlpostable payments (e.g., inrorrer:t ar:roum number)

Follow up on payments that may have been incorre<;tly po>!ed

'/A

'fA

'/A

A ,
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,

.

Activities

Stakeholders (R, A, C, I)

7.7 Billing Exception Handling and Adjustments

Manage Billing Exceptions and Adjustments

7.7.1

7.72

Work LVBsystem created billinc exception, in order to correct the bill
{e.g" bill ","cum, exceeding toler~nce thresholds, suspected foulty
meter." locked meters reporting consumption, incomplete transactions,
relro.clive billi"g5, etc.) ~nd produce J corrected bill as required.

Issue LVB work order request to obtain addition,,1 infolm.tion [e.g ..
special meter reads, equipment verified!;on, etc,) required to perform the
steps in 2,10.2

7.7.4

7.7.5

7.7.3

7 ,8.1

7.8.2

Update g~s commodity contract renewal dates as required [Lorge Volume
Accounts only)

Communi,ate with large volume ,ustomer (letter or call) results "s
required

Receive ond complete 011non- complionce "djustmcnt requc,ts from
StlJtegi[ and KeyAccount" Advise Strategic Jnd Key Accounts when
reque,t ha, been completed.

7.8 Security Deposit Administration

I The activities invoived in administering the security deposit progr"m

Reconcile and leport totJI new security deposit monthly

Apply m,lnual security deposit credits to accounts Jccording Com pony
specified criteri~

7.9 Billing & Generallnquirie~ Cali M"nagement

,

~-

7.9.1

7.9.2

7,9.3

7.9.4

The activities involved in responding to billing and general lnquirie~

Receive, confirm identify of customer, re,olve, and re,pond to incoming
customer calls, including performing the transactions usinE the Company
provided system (e.g .• revenue adjustments, ,h"nge of owner,hip, Budg~t
Billing Plan Jdju,trnents, etc,)

Provid~ required Telephony "nd Cont~et H,lndling Infrastructure to enable
effective customer management ,,5 follows, ACD,IVR,CTI,100% Cnli
Re,ording. Skills Ba,ed Routing, Reporting, Contact Man"gemellt "nd
offering Post CoilCustomer Sotisfoction Surve\,s to 100% of caliers

Effectively managoo[u,romers on hold a, per the operation,,1
requirement~ (e.g .. e~timated w"lllime anno"ncement5, on-hold
messaging including informational messages. etc.

Provide Enbridge Knowledge Management functionalit\' - Customer Care
Business Processes

c

c
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Activities

7.9.S

7.9.6

7.9.7

7.9.8

7.9.9

7.9,10

7.9.11

Provide Accen1ure Knowledge Management functionality - Customer Care
Business Processes

Promote and sign up cuslOmerS in various Company provided programs

C"pture inquiry resolution details in the Company provided customer
information system (e.g., tall disposition codes, free form details, etc.)

Update customer information when the information On file has changed
Or is missing (i.e., Telephone numbers, names, contacts, postal codes)

Escalate customer 'nquiries (if necessary) followIng Company spedfied
escaiation process

Prepare regularly scheduled performance reports

Hours of Operations - M-F 8:30 AM - 6:00 PM (excluding public holidays)

RIA

'/A

RIA

'/A

'/A

'/A
'/A

Stakeholders {R,A, C. IJ

C/'

,

'"

7.10 Correspondence Management

The activities involved in processing all customer correspondence

7.10.1

7.10.2

7.10.3

7.10.4

7.10.S

7.10.6

Rcccivc, rcsolve, and respond to incoming customer correspondence via
vorious channel, - mail, email, web, ~nd fax, including performing lho
transactions using the Company provided system (e,g., revenue
(Idiu,tments, chance of ownership, etc,).

Receiv~ correspondence, sort by date and validate information, scan intO
service provider provided system

Provide fulfillment service in order to mail company literature to
CU1HOm!!r,upon request

Code and track correspondence through the investigation and resolution
process (routing may occur between New Service Provider(sl and the
Company) in the Company provided tracking system

Capture resolution details in the Company provided customer i~formation
system (e.g., correspondence codes, free form details, etc.)

Develop customer response form letter templates

Arct,iVf!correspondence based on statutory period for hard copies

'/A

'/A

R/A

'/A

'/A

"
RIA

I/C/R

'/A

7.10.8 1 Prepare monthly summaryol activity

7.11 Escalated Complilints

RIA

7.ll.1

Manage and resolve escalilted complaints

Receive and record the escalated complaints RIA , I
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I/C/R

"• 0,
~"" 'E• "· " 0

0 <
~

., ", u • ,• , • 0 e 0

" 0 u· .~ ~ ] 0 ~" 0
.Q " e" " 0 •" • 0 " 0

• • , ,
:3 " , "" "• 0

" "• ,
E <• 15

Stakeholders (R, A, C, I)

VC

RiA

RiA

Activities

Investiga(e the eICalated compl<lint,

FollOW the established escalation process

Resolve the ,ompbin\ and provid~ feedlJack lO the customer (wrilten or
verbal)

I T'a<:k det3ils ond resolution

Provide monthly .Iummary report

Collection Services

The activities involved in collection of large Volume and Monthlv
Statement Accounts

Arrears determination and recovery planning

Tabulate receivable amour\ts in each of the ,,~ing ",re"'s categorie, on a
rno~thlybilS;'

Develop collenions stntegies to achieve overall goal, and obje,tives. and
consider influencing factors (e,g" seasonal v<lriation., econornk
conditions, r"te cil"nges, etc.)

I
Conduct" monthly review of LargE.'Volume Accounts where escalated
,"tion is reQuired due to broken promises, no response, credit statu,
change, eTt. Jnd determine next steps

RiA

C

Active arrears collection

Final ""e",, collection

7,12.12 Report collection p~rform"nc" and arre"rs stati,tics

7.12.10 Assess "nd request security depos;t ~s per Company specified risk criteria

7.12.11 Review re,ul!, "nd makE Jdjustments to campaigns

7.1l.16 Re50lve disputed accounts

7.12,17 Manage payment arrangements for final bills {Make, follow up, updatel

7.12.18 Perform skip tracing services on returned moil,

RiA

RiA ,

RIA

RiA CI'

RiA

, RiA

, RiA

RiA Ci'
R/A ,

RiA Ci'
RIA ,
RiA Ci'
R/A Ci'
RiA C/I

RiA

Ci'
M~nage p<lyme-ntarrangements (Make-, follow up, updote)

Determine accounts which require coll~etion action

Determine Jppropriate "ction ICJII,letter, f"x, site vi,;!. etc.)

Collection C"IIHandl;ng (Inbound / Outbound)· refer to Section 3.10

Resolve disputed accoun{s

Perform credit worthiness checks of new Lorge Volume Accounts upon
service i~itiJtion ond monitor at regular interv.ls

7.1l.13 Determine a(counts which require collection "ction

7, 12.14 OetNmin~ appropriate "ttion I[~II, letter, fax, site visit, NC,)

7.12.15 Collection Cali tiandling (Inbound / Outbound) - refer to Section 3.10

7.12.4

7.12.5

7,12.6

7.12.7
--

7.12.8

7.12.9
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Activit;es ,
•,

Stakeholders (R,A, C, I)

7.11.Z4 Issue work order 10 dispJtch field collector to tile customer premises for
investig"tion

7.12.19 Recommend write·olls of specific account, for ~pprov~1 and action by
Company

7.12,Z5 AIseS5 situ~tion, and follow work order instruction,

7.12.26 Upd"te work order with actions token
---

Special Handling and Field Collect;oll

7.12,23 Identify ,,[counts requiring spel';,;1 h<lndling le,g., unusual activity on
aCCOLHl\)

'iA e/I

-
'iA Ci'

'iA Ci'
AiA ,

AiA Ci'

'IA Ci'

Oi' 'iA

C/' AiA

AiA "
AiA "
Ci' AiA

AiA C

'iA
0 AiA

'iA

'iA ,
'iA

'iA

Submit a Proof of Claim to the trustee as appropriote

Negotiate settlements as per Company provided crileria

Apply 011disbur5ements, a, received from bankruptcies

P"rticip"te in settlement negotiation meetings with the trusteels) as
required

Collection of Bankruptcies, Insolvencies, Receiverships, Power of Sale
and Mortgagee, in Posses,ion

Receive, sort ~nd respond 10 all correspondence from mortgage holder
li.e .• finanei"1 institution, or individual mortg~ge holder)

J\dvise mortgage hold~r of arrears outstanding, service stoWs, ond options
available (i.e .. tran.fer of ownership, service activation, ,ervice
d;swnnection), and initiate appropriate action including follow through to
cornplction

TfJnsfer "lUlU'" inlo the n"me of the receiver

Provide notific~tion to Company lafg~ Volume Account representative5

Receive, sort <lndrespond to "II corre,pondence from customer5, lawyer5
and trustee5

Record ~(tiDn note~ in the appropriote Company provided syst~ms

7.12.35

7.12.33

7,12.20 Recommend iilig<ltion of sp<,cific Jcco~nt5 for approval "nd action by
Company

7.12.21 Review result, Jnd lnoke ~djus\ments to c~mpaigns

7.12,22 Rep",l collection perform,,"ce and arrears statistics

7.12.28

7.12.29

7.12.30

7.12.31

7.12.32

7.12.27

7.12.34--
7.12.3S

7.12.39 P"rticipdte in settlement negotidtiof] meetings with the rnong"ge
holder(.1 a, required

o

7.13 Manage and Ex~cute Service Disconnection for Non-Payment Accounts

The Activities involved in determining and executing service
di,wnne(tions for Key Account,

7.13.1 Determine accOunts to be di5wf]nected fOf non-payment 'iA
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Activities

,

Stakeholders (R,A, C, I)

7.13.2

7.133

7.13.4

7.13.$

L:~I
~

7.14

7.14.1

f---
7.14.2

Provide Company with service disconnection list for "pproval

Provide written notifk~tion 10 accou~t\ regarding pending disconnection
48 hours in ~dv"nce

Schedule service disconnection with the CompJnv technician group
(specialized technkiJ<l5 ~re required)

Perform service di,connectirms .nd notify New Servke Provider when
complete

Forward reQuest for service disconnection to the Comp<lny

Provide J month I', report of Jccoun\~ that rem~in loded for non-payment

Manage sl'!rvice ,,,connection - Note: Physical service reconnection is
performed by Company

The activities involved in managing service 'econnections

Confi,m IhJt customer "ccount i, paid in full, including security depo,lt
and applic<lble 5~rvic~ chufges

Schedule ~ reconnection d~te with the customer

,

,
R

,

'IR

7.14.3 I"up a work reque,t for reconnection with the Company technician group
{speri"li~ed technicians <lrerequired)

7,14.4 Perform service ,econnection and notify New Service Provider when
comrlete

R

7.14.5 Updote ~nd forwilrd service reconnenion completion inform:Jtion to
Cornp<lny

7.15 Collection Agency Administration

The activities involved in managing the final bill portfolio assigned to
third party collection agencies

7.15.1 Rank dnd select appropriate agency{ies) to handle the final bill>portfolio
based on performance 'I'
MJnage <lgencYlies)perform<lnce '/R

7.15.i Extract and submit findl accuunts to collection ~gency(ies) as per Company
guidelines

R

7,15.4 Maintain a log of ~ccount assignments with each Jgency

7,15.5

7,15.6

l\e«111 uncall"ded aemunts ond "'a'Sign 10 npw agency as per Compony
guidelines

AS5istin response to claims against the Company (agency

, I'

,
7,15.7 Re5ponrl to eompl'lints from customers regording ~gency
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Activities

• 0
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" • ,§ 8 • .,

~0 ;; 0• 0

" •
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Stakeholders (R, A, C, I)

7.15.8 I Approve agency documents and call scripts used to collect accounts

7.15.9 Produce a monthly summary report of collecllon agency pt!rformance

7',16 Call Management (Inbound and Outboundl

The activ'ties involVt!d in responding to collections inquiries

•
'I'

,

7.16.1

7.16.2

7.16.3

7.16.4

7.16,S

7.16.6

7.16.]

7.16.8

7.16,9

Receive, rewlve, ,lnd respond to incoming cuslom", ,Ollis,including
jJerforming the transactions using the Company provided syslem (e.g.,
payment arrangements, notice of payment, change of ownership, etc.)

Receive outbound call file from Company

E~ecute live agent and automated outbound campaigns for the purposes
of collecting accounts based on repons and files from the Company's
CuStomer Information System.

Provide required Telephony and Contact Handling Infrastructure to enable
effective customer manaGement as follows: flCD, IVR, ai, 100% call
Recording. Skills Bosed Routing, Reporting. Contact M~n~gement,
Predictive Dialer with direct transfer to live .gent capability and wfficient
outbound dialing (apacity

Effectively manage customers on hold (e.g., estimated wait time
annO\Jncemcms. on-hold messaging in(luding informational mf'SS<lges,
etc.

Provide Enbridge Knowledge Management fun(tion.llty

Provide Acc"nture Knowledge M~nagement functionality

Promote and sign up customers in v.rious Company provided program,

Capture Inquiry re,olution details in the Company provided cu~tomer
information system (e,g., call disposition codes, frce form details, etc.)

'I'

'I'
'I'

'I'

C!'

'I'

,

,

'I'
'I',

7.16.10 Update custom"r information when th" information on file has changed
Of is missing (i.e .• Tel"phon" numbers. namf'S, wmaClS. postal codesl

7.l6.11 E!>C<lJatecustomer inquiries (if necessary) following Company spe<:ified
escalation process

7.16.12 Prepare regularly ~(h"duled performance reports

7.16.13 Hours of Operations - M-F 8:30 AM - 6:00 PM (excluding public holidavsl

7.17 Customer Care Communication

Communicate new/changed information to Service Provider

'I'
".
".".

C!'
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Activities
,.,
•••,
f•

7.17.1

7.17.2

-=-= ~
7.17.3

7.17.4

Notily ,ervice provider of "ny updates to stand" rds, policies, practices,
:lIld general business ~~vironm~nt

BroJuc"st CompJny initi"led cornmunicution to affected New Service
Provider \I~ff

Service Provider will accommod"te EGD requested (han~es to existing
st"ndards, policies, pr"rtices, mJlkeling programs, and general business
environment chJnge, Jnd existing proce"es for a one time or ongoing
rnodifiC:ltion. Resulting UpdJleS to existing training mJterial will no! be
chu,ge<i to EGD s., p~rSe[tiort R.7.1 in the (CSA. Costs pertaining to the
delivery "f (el~tedtraining for Service Provider personnel wmmunicated
via emJil or normally scheduled oper~tion~1 cilil centre huddles will not be
chorge,oble to [GO

Identify .nd report customer i55ue trends, and work wllaboratively with
the Company to dev~lop solu\ion5

'fA

RiA

5takeholder5 (R, A, C, I)

'Ie
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RAel (New CO)

•

Acti•••.itie' ,
•>

Stakeholders (R, A, C, I)

!J.O Credit Card Payment Service

The activities involved in pro •••.iding the Credit Card Payment Service to
mass market customers.!ChJnge Request RMTIt46886 as amended by
Amendment Itl]

This ,ervice is offered to early to late ,tage collection cu,tomers, but
will be Jccepted from <>nyregular mass market customer who reque,t,
it.

$,0.1 Respond to credit cord payment cu,tomer inquiries to initiate a paymel1t
usine the Compo ny's vendor', website during contact centre hours for
billing c"lls.

A

8,0.2

8.0.3

Initi"te meter red-unlock order "tter the credit card payment ho, been
completed 011the Comp"ny Vendor's website.

Receive and approve poyment file from Compony', Vel1dor and post
payments to customer accounts in Comp<lny's customer information
,ystem

'IA

'IA

c'IA

R/ARe-setReverse credit celrd payments resulting from non-sumcient funds.
Dunning level to pre-payment Dunning level.

Perfo(m the credit card charge-back process for u"iJuthorized credit card

Correct credit card unpostoble payments

8,0.4 Monitor reports from Company', Vendor', sy,tem <1ndprocess
adjustments 10 customer accounts for out of b"lunce amount,

-~--

1

8.O.S Correct credit card payment errors cont<1ined in the payment file from
Company', Vendor

l'O'
~

L
8.0,9 Verify credit card charge back disputes in Company', Vendor's website-~-- ---~
8.0.10 Investig,'te & ch<llienge dispute I Contact customer; Fill in form from

credit card paymel1t processor tu challenge dispute and evidence validity
of credit cJrd charge)

8.0.11

8.0.12

Send credit card ch"rge~back arrearS letter and reverSe payment;f a
poyment is disputed

S~nd cr~dit card chorge-hock 48 hour notke if a payment is not received
in cases where collection Jctivitie5 are pended awaiting payment

'IA

'IA c

8.0.13 Contact customer> to investigate credit Lord disputes 'iA
8.1 Semrity DepositA,sessment

The activities ;nvolved in establishing a security deposit with all new
residential mass market customers. [Change Request (RMT !ME128)]

MJn'lge ,ecurity deposit w~ivers

Provide e,c"lution$ for "pprov~1 to EGDfor Security Deposit w"ivers
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Activities

8.13

'.2

8.2.1

8.2.3

8.2.4

8.2.5

8.2.6

8.2.7

8,2.8

8,2.9

82.10

8.2.11

8.2.12

8.2.13

8.2.14

8.2.15

Re~pond 10 Customers' inquifies/compl~ints re Security Deposits billed

Open Bill Access

The ~etiv,ties involved in providing Open Bill A~e.s {DBA) services to
gas and non-gas mass market, Collective Account!; and large volume
CU~lomers in the EGO franchise )Change Order RMT /09821, as
amended by Amendment 2)

Provide billing services for charges bil!ed ~l1Iomaticajly by Op.en Bill
Parties

Provide payment processing and collections Services wilh the same rules
and proces"". used for regular ma" market, Collective accounts and
large volume customers.

Process CU,lOmer move out induding transfer of recurring rentals to new
customer

Manage the Billing Hotline for Open Bill Parties requiring information
about CIS or billing processes, Line open 8:00am to 6,00 pm M to F
"Biller inquirie, to con Arm whot i, in SAP ~nd/or kubra
'Confirm loan pavout amounts & confirmation of payment
"As requested by Biller - m~il bill cepies to (ustomers {gas, infronchise &
non fr<1nchise ~ccts)

Provide "udit trails to Opell Bill Parties to be used to manoge fin~ncial
oblig.,tions with EGD

HetroactivelV bill or adjust monthly recurring rental ,horge, on red-lock,
and combos

Process rale chonges to rentdls

lnvestiga\!~ OBA interface file rejects

At the Billers request. process product/service delete., "djustmcnts,
tr~nsfer5 ~nd/or rental buvouts that can't be performed by the biller via
lhe OBA inlerface. It the biller is having issues performing these
transactions vi~ the OBA interface then the Biller HotHne will manually
perform these transactions on behalf of the biller.

Respond to inbound enquiries pertaining to billed DBA line items. Where
items are dl!cm"d that DBA p~rty Cdn handle them, redirect the call to
the OBA par1y. If 'terns are deemed 5uch that DBA p,lIty cannol handle
them, then it"m5 will be handled by call cemre/Backoffice.

Supply 5pec,fic infonnation required to establish a non'gas account in CIS

Process 06A billing exceotions & man"al matches/adds by working all
Open Bill EMMA case and/Of outsort queue>

Prov,de b,1I mesSoilgedescriptions in English/ French for e~ch line item

Perform billing dispute resolution activities for bi)led DBA line items.

RIA

'fA

,

'fA

'/A

'/A

'/A

'/A

'/A

'fA

Stakeholders {R, A, C, IJ

A

RIA

RIA

I
I
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,

Activities

-.~ o
o

~

"••

8.3 Collections Improvement Pilot

The activities involved in providing Collection lmprovemellt Pilot
services. [Change Order 49030J

8.3.1 Manage collection agen<:yinquiril!$.anddisputes

8.3.2 Allocate payments to collection agencies and reconcile

8.3.3 Track and report agency performance and commissions paid

8.3.4 Coordmate activities with ilgencies

8.3.5 Update .account adjustments and information to Debt Recovery Network

8.3.6 Manage escalation complaints and billing issues

8.4 Oedicated Phone lines

8,4,1 Provide dedic.ted toll free phone line for Dispatch to confirm Customer
(mergency information [include in Contact Centre tab] [Change Order
491nl

8.4.2 Provide dedicated toll rree phone line for Customers to have meter
unlocked IConlact Center tabllChange Order 49201]

8.5 Quarterly Rate Adjustment Mechanism (QRAM)

The activities involved in providing quarterly QR-AMSenlices

8,5.1 Cre8te IVRscripts for quarterly QRAM rate information

8,5.2 Anillyse IVRScripts and create spreadsheet of updated English and French
Scripts and .lend to Compony

8.5.3 Approve IVRScripts

8.5.4 Record IVIIscripts in both Engli,h and French

8.5.5 Upload voice mgments to the IVRapplication

8.5.6 Update Accenture MMBand LVBrate spreadsheets with new rates

8.5.7 Upd~le and leSI Ihe Senlice Provider's Mas. MarKet Billingbill calculator
1001

8.5.8 Update the Service Provider scripting tool with the QRAMgas rates
,nfo,mation

8.6 Compliance with 5arbanes Oxley

8.6.1 Fulfillrequest~ for information, d~t<I,rl~.:ordsand documen:ation
{,ncluding performing arress reviews} as requested by client on quanerly
basis in completing Iheir reviews

8.6.2 Provide access to staff and management on quarterly basis for imerviews
and process validation regarding SOXaudit

8.6.3 Complete daily sampling of SOXaudit controls.

Stakeholders {R,A, C, I)

- 'fA

'fA
- 'fA

'fA
- 'fA

'fA

'fA

'/A

'I'
'/A

'I'
'fA

'/A

'/A

'fA

'/A

'fA

'fA

'fA
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Stakeholders (Fl,A, C, I)

'.7 Winter Wannth Letterf49139]

8.7.1 Provide corrected customer mailing inform~t;on;:o MTP RIA
8.7.2 Prim winter warmth campaign letters On ~n annual basis RIA
8.7.3 Sluff specified envelopes., ins.ert safety inserts and ma\llhe wimer RIA

warmth cam?<li;:n letlers on an annU<l1wsis

••• Winter Warmth Oi<ll"rCamp.ai;:n f4913&]- <lnnu<ll

8.8.1 Analyse suipl RIA
8.8.2 Appro~e Script '/A
8.&.3 Record script '/A
8.&.4 Recei~e customer data files from EGO RIA
8.8.S Perform automated outbound calls en an annUill basis '/Af--'-'-., Busines. Reply En~elope {BRE)Suppression [47716J

8.9.1 Suppress Business Reply en~elope for PAP customers "nd when '/A
reque,ted by maSS m"rket customers,

8.9.2 Reactivate Business Reply envelop~ when requested by customer 'IA
8,9.3 Track monthly OREsuppression stats and provide to the Company, RIA

8,10 "Bill 1st Option [477151

8,10,1 Advise new/move customers about ebill RIA

8,10.2 Pm,,,,, e6ill enrollments in C"mpany website RIA

8,10.3 Advise customer with enrollment confirmation & pa5Sword information RIA

8,10,4 I\dvi~e Cu,tomN "f cdncelldtion process when required RIR

8.10.5 Cre<lte ~nd track eBil1information and provide Company with eBil1 RIA
Monthly Enroliment Reparting
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