March 30, 2012
Ms. Kirsten Walli
Page 2 of 2
[image: ]

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

March 30, 2012

VIA RESS, E-MAIL & COURIER

Ms. Kristen Walli
Board Secretary
Ontario Energy Board
2300 Yonge Street
27th Floor
Toronto, Ontario
M4P 1E4

Dear Ms. Walli:

Re: Ontario Energy Board File No. EB-2010-0280
Customer Service Amendments to the Gas Distribution Access Rule
Submission of Enbridge Gas Distribution Inc. (“Enbridge”)

On June 29, 2011, the Board released a Notice of Proposal to Amend a Rule (the "June Notice") in which it proposed a number of amendments to the GDAR. The Proposed Amendments were designed to ensure that rate regulated natural gas distributors maintain appropriate standards and practices for certain prescribed areas of customer service for their residential customers, and to ensure that they publish and comply with those standards and practices.
On September 30, 2011 Enbridge filed with the Board its Conditions of Service and published these on Enbridge’s website. These were revised April 1st, 2012 and have been revised again to reflect changes to our policies and practices as agreed to as part of the amendments to GDAR. 



Please note the following revisions have been made:
1. Section 6 now gives a short description of accounts that are classified as Commercial for reference

1. Section 6.1 Setting Up an Enbridge Account removed reference to when these conditions remain in effect

1. Section 6.2 Meter Reading informs customers that they must give access to Enbridge to read the meter at least one per 12 months

1. Section 6.6.3 Discontinuance of Service for Non Payment to inform customers that the Disconnection notice now includes the dates between which the gas service can be disconnected and payment options for avoiding disconnection. This was effective from Jan 2012

1. Section 6.7 Arrears Management Programs to inform customers of the cancellation of installment plan letter. This was effective from Jan 2012. 
Also to advise customers working with a Social Assistance agency that they will be given 21 days to secure emergency financial assistance before additional
 collection action will be taken. This was effective from Jan 2012.

1. Section 6.9 Management of Customer Accounts to inform Landlords of the new process of recording Landlord directions for the properties they own/manage. 
 This was effective March 2012. 

A revisions history section has also been added to this document. 
Notice of the changes will be made on Enbridge’s website at enbridgegas.com/conditionsofservice.  A bill insert will also be placed in all residential customers’ April bills to inform them of the changes.
Please contact the undersigned if you have any questions.

Yours truly,


[original signed]
Bonnie Jean Adams
Regulatory Coordinator
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