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Re:   Ontario Energy Board File No.  EB-2015-0233 
 Enbridge Gas Distribution Inc. Application for Exemption from   
 the Affiliate Relationships Code for Gas Utilities                                        
 
Enclosed please find an application from Enbridge Gas Distribution Inc. (EGD) for 
exemption from section 2.2.2 of the Affiliate Relationships Code for Gas Utilities, to 
enable EGD to participate in the consolidation of IT shared services within Enbridge Inc.   
 
Two of the appendices contained in the application are being filed with the Ontario 
Energy Board under separate cover as they contain confidential information.  
 
Please contact the undersigned if you have any questions. 
 
Yours truly, 
 
(Original Signed) 
 
Stephanie Allman 
Regulatory Coordinator 
 
 
cc: Dennis O’Leary, Legal Counsel, Aird & Berlis LLP 
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IN THE MATTER OF the Ontario Energy Board Act, 1998, S.O. 
1998, c. 15, (Schedule B) (the “Act”); 

AND IN THE MATTER OF an Application by Enbridge Gas 
Distribution Inc., under Sections 19 and 44 of the Act, for an 
exemption under section 2.2.2 of the Affiliate Relationships Code 
for Gas Utilities. 

 
APPLICATION 

 

A. BACKGROUND 

1. Enbridge Gas Distribution Inc. (“Enbridge Gas”) hereby applies for an exemption order 

from the Board from the application of section 2.2.2 of the Affiliate Relationships Code for Gas 

Utilities (the “Code” or “ARC”) in respect of the actions referenced in this Application. 

2. As Enbridge Inc. and its affiliates (“Enbridge” or the “Enterprise”) have grown over time, 

so have the information technology (“IT”) functions and needs within each Enbridge business 

unit.  In an effort to reduce or eliminate duplication in IT services, systems, and support teams, 

Enbridge has consolidated all of its IT infrastructure services to enable sharing across the 

Enterprise (“IT Shared Services” or “ITSS”). 

3. In 2013, Enbridge examined its IT needs and costs with input from Enbridge Gas and 

concluded that there is value in having IT Shared Services within the Enterprise.  This 

consolidation occurred late 2014 / early 2015. Enbridge Gas has been receiving certain ITSS 

services from the Enterprise pursuant to the Regulatory Cost Allocation Methodology (“RCAM”) 

Intercorporate Service Agreement (“ISA”) with Enbridge, a copy of which is attached as 

Appendix A.  Although some ITSS services have been in place since January 1, 2015, Enbridge 
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Gas has been unable to fully participate and receive all of the anticipated benefits of ITSS 

because of ARC restrictions.   

4. Under the ITSS model, Enbridge Gas employees and contractors would be consolidated 

within Enbridge and become Enbridge employees and contractors (“ITSS Contractors”).  The 

ITSS Contractors would be shared amongst Enbridge affiliates.  In the course of carrying out 

certain ITSS services, the ITSS Contractors would have limited and incidental access to 

“confidential information”1 within Enbridge Gas’ information systems.  There are no 

circumstances in which the ITSS Contractors will have direct access to Enbridge Gas IT 

databases that store customer information.  In order for Enbridge Gas to participate fully in 

ITSS, it is seeking an exemption from section 2.2.2 of the ARC which states, “Where a utility 

shares information services with an affiliate, all confidential information must be protected from 

access by the affiliate”.  

5. Enbridge Gas prepared a business case, attached as Appendix B, to describe the 

structure and benefits of ITSS and how Enbridge Gas will ensure the continued security of 

customer information and therefore compliance with the intent of section 2.2.2. 

6. The business case illustrates the financial and qualitative benefits of ITSS to Enbridge 

Gas.  Enbridge Gas is expected to save approximately $2 million annually by 2018.    If the ARC 

exemption is not granted, Enbridge Gas would forgo approximately $633,000 in annual RCAM 

related charges. Currently, Enbridge Gas is seeking to generate these additional efficiencies 

consistent with the objectives of its recently approved Custom Incentive Regulation Plan (EB-

                                                 
1 In this Application, “confidential information” or “customer information” is used in reference to section 1.2 
of the Code to mean information relating to a specific consumer, marketer or other customer of a utility 
service, which information the utility has obtained in the process of providing current or prospective utility 
services.  . 
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2014-0276).  Enbridge Gas will continue to apply the Board-approved RCAM methodology to 

appropriately allocate to Enbridge Gas its allocation of ITSS service costs.  No change or 

modification is required in respect of the RCAM methodology. 

7. Additionally as illustrated in the business case, centralization of IT Shared Services will 

result in a number of qualitative benefits: 

(i) lower costs being charged back to Enbridge Gas because of cost efficiencies in 

training, storage, maintenance and staffing.  

(ii) enhanced and improved services such as cybersecurity monitoring and alerting, 

disaster recovery, incident management, and change management. 

(iii) enhanced agility and scalability as a result of Enbridge Gas operating within the 

same infrastructure as the Enterprise. Centralization will result in integrating 

acquisitions and divestments more swiftly and future business and development 

needs can be completed more efficiently and in a cost effective manner.   

8. ITSS consists of the following six service categories:   

(i) Core Infrastructure Services provide for the setup, monitoring and support of data 
centre and equipment; 

(ii) Network Services supports and manages all voice and data transmission 
facilities; 

(iii) Security Operations provides assessment, tools, forensic investigations, and 
services to protect Enbridge Gas computing assets from loss or compromise of 
service; 

(iv) Productivity Services provides tools and services (e.g. Microsoft Office, Outlook) 
to enable end users performing day to day activities as well as trouble shooting 
the applications.   
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(v) Infrastructure Project Management & Business Analysis group provides the 
structure and governance for projects and major activities; and 

(vi) Service Management provides the first line support (e.g. Help Desk) and Desktop 
support to users and manages requests, incidents and changes within IT.  

 
9. The three ITSS service categories that may result in incidental access to confidential 

information by affiliates are Service Management, Productivity Services and Security 

Operations.  Under Service Management, ITSS Contractors may incidentally view Enbridge Gas 

customer information while repairing hardware or troubleshooting a business application issue.  

There is also the potential to inadvertently view customer information on IT repair and service 

tickets.  Under Productivity Services, ITSS Contractors may incidentally view customer 

information while, for example, troubleshooting Microsoft Outlook for an Enbridge Gas 

employee.  Under Security Operations, customer information may be contained in Microsoft 

Outlook, mobile devices, a hard drive, or a file share/Microsoft Share Point site rom which ITSS 

Contractors are retrieving data pursuant to an Enbridge Gas forensic investigation.    

10. Under each of these services, such incidental access is benign from the customer’s 

perspective for a number of reasons.  First, such access occurs only when system issues or 

maintenance is required or an investigation is authorized by Enbridge Gas.  It is therefore not 

predictable by any ITSS Contractor and the direction of problems with or inquiries about 

hardware or software applications to ITSS Contractors will occur on a random basis to 

whomever is available.  Second, the ITSS Contractor engaged to provide IT Shared Services 

will then have access to confidential information only to the extent required to rectify or 

investigate the issue.  This means that the ITSS Contractor will have access at most to a “snap 

shot” of a customer’s information on the day or with respect to the investigation in question.  As 

a result of these practical limitations, it is clear that the ITSS Contractors could have no use for 
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the incidental customer information they may encounter.  Specific examples of such access 

situations are described further in the paragraphs below. 

11. Service Management functions as a triage process, to assess the problem and 

determine the best Enbridge Gas resource to provide a solution.  An example of this would 

involve an Enbridge Gas employee requesting help from the ITSS Service Desk in respect of a 

problem which has developed.  Attached at Appendix C is a screen shot of a typical trouble 

shooting email that the Enbridge Gas employee would send. In this example, a Customer Care 

representative has sent an email to the Service Desk advising that they were unable to issue a 

refund to the customer identified in the screen shot capture.  The ITSS Service Desk will 

respond orally or in writing with the solution which will be sent to the appropriate Enbridge Gas 

team member that provides support for the CIS application.  As noted above, there are no 

circumstances in which the Service Desk (i.e. the ITSS Contractors) has direct access to 

databases that store the customer information.  In this example, the Service Desk does not 

have access to the Enbridge Gas CIS system.  It cannot therefore manipulate the data nor issue 

the refund to the customer.   

12. In providing Productivity Services, the ITSS Contractors may have incidental access to 

customer data by providing Enbridge Gas users e-mail support.  E-mail support can consist of 

troubleshooting mailboxes of users that contain customer information.  For example, an 

Enbridge Gas user may ask for assistance in recovering or finding e-mails.  Attached at 

Appendix D is a screen shot of a mailbox in which an ITSS Contractor would need to access the 

Enbridge Gas user’s mailbox in order to find an e-mail.  In this instance the access would once 

again be isolated to this assistance required event and once the problem is resolved, the ITSS 

Contractor’s access to the mailbox would end.   
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13. Security Operations personnel would have the ability to conduct forensic investigations 

and retrieve information from a user’s hard drive, mobile device, e-mail and file 

sharing/Microsoft Share Point sites, as required to assist with investigations or resolving security 

incidents.  Viewing of customer information as part of an investigation would be very rare and 

would only occur where that customer is involved in the investigation in some manner.  All 

Enbridge Gas investigations are strictly controlled and managed by Enbridge Gas personnel, 

including the Law and Compliance groups, to ensure integrity of the data handling and use 

process. Security personnel involved in an investigation also execute a confidentiality 

undertaking to provide information gathered only to the Compliance Officer (who is also the 

Privacy Officer) and EGD data files are retained at EGD at the conclusion of an investigation. 

B. SAFEGUARDS 

14. Enbridge Gas has established a number of safeguards to ensure that its customer 

information is protected from unauthorized use and that access by ITSS Contractors is limited 

and controlled.  All ITSS Contractors receive specific training on privacy and IT standards.  

Below is a table that outlines all the safeguards in place at Enbridge Gas to protect the 

customer information. 

Safeguard Description 

Physical Measures 

Enbridge Gas will continue to build and manage all servers that store customer 
information. 

 Enbridge Gas will maintain control over who has access to customer 
information. 

 ITSS Contractors will be physically separated from Enbridge Gas 
Customer Care. 
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RCAM 
Intercorporate 
Service Agreement 

Under the RCAM ISA all services are required to be provided in compliance with 
the ARC and other OEB rules or orders. 

 

ITSS Training 

Enbridge Gas periodically provides training on IT security policies and privacy 
standards in order to ensure employees are aware of their obligations to protect 
confidential information. Employees are required to certify compliance with the 
following training: 

 Mandatory ARC training including Frequently Asked Questions developed 
for ITSS Contractors to assist and reinforce the importance of protecting 
confidential information and complying with ARC 
 

 Acceptable Use of Computing Assets Policy 
 Privacy training including the Personal Information Protection and 

Electronics Act 
 Statement on Business Conduct  
 The Security Operations personnel take specific training  

 

Non-compliance with the training may result in discipline up to and including 
termination.  

Records 
Management 
Polices and 
Training 

 The Enterprise has published an information classification standard on 
the intranet for all employees to follow to adequately protect various types 
of data. Consumer data is classified as “Confidential” and there are very 
specific guidelines and rules for processing and storing consumer data 
such as encryption, physical storage on locked containers, multifactor 
authentication, and access rights.  

Physical Servers 
 All Enbridge Gas servers are built and managed by Enbridge Gas 

employees. This ensures Enbridge Gas maintains control over who has 
direct access to customer data.  

Auditing 

 Enbridge Gas audits its Customer Information Systems (CIS) to ensure 
that the application and access is only available to Enbridge Gas 
employees. 

 The security operations center is operated by Enbridge Gas internal audit 
and Deloitte to ensure to ensure compliance of ITSS Contractors. 

 
 
15. Enbridge Gas submits that there is no harm to either ratepayers or the competitive 

markets as a result of the limited and potential random incidental access by ITSS Contractors to 
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the Enbridge Gas customer data while providing help desk, desktop, e-mail and security support 

services to end users.  As Enbridge does not offer any competitive retail energy services in 

Ontario, its employees can gain no foreseeable business advantage from having such incidental 

access to customer information.2  Further, Enbridge has strict controls and safeguards in place 

to ensure access to and use of customer information is restricted and controlled within the 

Enterprise at least as well as Enbridge would require of any third party contractor. 

16. In support of the ARC exemption request, Enbridge Gas undertakes to file with the OEB 

on an annual basis that the facts or circumstances underlying the exemption request remain 

unchanged. Enbridge Gas further undertakes to provide notice to the OEB if there is any 

material change to ISA between Enbridge Gas and Enbridge for the provision of IT Shared 

Services. 

17. Enbridge Gas therefore respectfully requests that the Board grant it an exemption from 

section 2.2.2 of the Code for the limited purpose of allowing Enbridge Gas to participate fully in 

ITSS as described above.  

The Applicant  
  
Mr. Andrew Mandyam  
Director, Regulatory Affairs  
- and -  
Mr. Guri Pannu  
Regulatory Counsel  
Enbridge Gas Distribution Inc.  
  
Address: 500 Consumers Road 
 North York, ON  M1J 1P8 
  

                                                 
2 Tidal Energy Marketing Inc. is an affiliate of Enbridge Gas that conducts natural gas marketing activity in 
Ontario for industrial and wholesale customers.  Tidal Energy buys, sells, transports and provides storage 
for natural gas. Tidal Energy does not provide energy services in the retail energy market. 
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Mailing Address: P.O. Box 650 
 Scarborough, ON  M1K 5E3 
  
Telephone: (416) 495-5499 
Email: EGD Regulatory Proceedings @enbridge.com 
  

 

Applicant’s Counsel  
  
Mr. Dennis M. O’Leary  
Aird & Berlis LLP  
Barristers and Solicitors  
  
Address: Brookfield Place, Box 754 
 Suite 1800, 181 Bay Street 
 Toronto, ON  M4J 2T9 
  
Telephone: (416) 865-4711 
Facsimile: (416) 863-1515 
Email: doleary@airdberlis.com 
  

 
 
 
 
18. Please quote the name or docket number of the proceeding in all communications. 

Dated:  August 6, 2015 
 
      ENBRIDGE GAS DISTRIBUTION INC. 
 
       (Original Signed) 
      _________________________________ 
      Andrew Mandyam 
      Director, Regulatory Affairs 
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Appendix "8" to the Regulatory Cost Allocation Methodology Confirmation Notice 
between Enbridge Inc. and Enbridge Gas Distribution Inc., for the year 2014 

12. Enterprise Infrastructure Management and Technical Support 
Service Description 
Service Definition: 

Services Identified 
by Department 

Service Recipient: 

The Enterprise Infrastructure Management and Technical Support service includes 
all activities related to managing day-to-day operations of the technical computing 
infrastructure such as the wide area network. 

CIO Department 
The Enterprise Infrastructure Management and Technical Support service includes 
all activities related to managing day-to-day operations of the technical computing 
infrastructure such as the wide area network. The CIO Department is responsible 
for oversight of all IT activities with a specific focus on ensuring activities are 
aligned with the overall strategic priorities. 

Examples of activities related to the provision of this service include: 
• Set the annual strategic priorities for IT Infrastructure Management and 

Technical Support 
• Provide oversight to large, high risk or complex IT Infrastructure 

Management and Technical Support 
• Ensure appropriate governance for IT Infrastructure Management and 

Technical Support 

IT Management Department 
The Enterprise Infrastructure Management and Technical Support service includes 
all activities related to managing day-to-day operations of the technical computing 
infrastructure such as the wide area network. The IT Management Department is 
responsible for ensuring that the portfolio of day-to-day operations for Enterprise 
Systems and Infrastructure Shared Services is appropriately planned, 
administered and reported upon. 

Examples of activities related to the provision of the service include: 
• Lead the annual operational base budget development process 
• Develop processes and templates for the monthly project health and 

financial reporting cycles 
• Ensure all proper operational management methodologies are followed 

IT Security Operations Department 
The Enterprise Infrastructure Management and Technical Support service includes 
all activities related to managing day-to-day operations of the technical computing 
infrastructure such as the wide area network. The Security Operations 
Department supports this by deploying, operating, and maintaining security 
infrastructure solutions. 

Examples of activities related to the provision of the service include: 
• Deployment of new technical systems 
• Upgrading and patching technical systems 
• Troubleshooting operational issues 
• Decommissioning old systems 
• Configuration of technical systems in order to support business needs 

Mr. Biju Misra Director Information Technology, Enbridge Gas Distribution 

34/105 
Enbridge Gas Distribution 

Regulatory Cost Allocation Methodology 
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Appendix "B" to the Regulatory Cost Allocation Methodology Confirmation Notice 
b E b "d I d E b "d G o· t .b f I ~ th 2014 etween n nJge nc.an n nlge as 1s n u 10n nc., or e year 

CIO so 
IT Management so 
IT Security Operations so . 
Total $0 

Expected Deliverables 
• Implement and integrate enterprise information technology projects for the 

benefit of EGD 
• Align technology to EGO and short and long term operational needs 
• Provide status reports on enterprise Infrastructure technology projects 
• Expertise for individual projects and the development and ongoing 

m::~int~:~.n::u,,. ... of the PM metnOic:IOIIlQY 

• Effective, low cost IT implementations 
• Delivered on time and budget with established requirements 
• Ensuring a robust PM methodology to increase the likelihood of project 

delivery on time, on budget and meeting quality specifications. 
• Ensuring projects follow a rigorous documentation process. 
• Update EGO Management with alternatives that could benefit ratepayers. 
• Ensuring enterprise projects that EGO benefits from are monitored 

"'"'"'rnnri•:otallu and have the controls and checks in 

Mr. BiJH .. li-M1tsra Date \ 
Director rmation Technology 
Enbridge Gas Distribution 
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Appendix "B" to the Regulatory Cost Allocation Methodology Confirmation Notice 
between Enbridge Inc. and Enbridge Gas Distribution Inc., for the year 2014 

13. Enterprise Infrastructure Program and Project Management 
Service Description 
Service Definition: 

Services Identified 
by Department 

The Enterprise Infrastructure Program and Project Management service includes 
all activities related to managing and delivering programs and projects required to 
evolve and grow the technical computing infrastructure such as the wide area 
network. 

CIO Department 
The Enterprise Infrastructure Program and Project Management service includes 
all activities related to managing and delivering programs and projects required to 
evolve and grow the technical computing infrastructure such as the wide area 
network. The CIO Department is responsible for oversight of all IT activities with a 
specific focus on ensuring activities are aligned with the overall strategic priorities. 

Examples of activities related to the provision of the service include: 
• Set the annual strategic priorities for IT infrastructure program and project 

management 
• Provide oversight to the program and project management of large, high 

risk or complex initiatives 
• Ensure appropriate governance for IT infrastructure program and project 

management initiatives 

IT Planning and Governance Department 
The Enterprise Infrastructure Program and Project Management service includes 
all activities related to managing and delivering programs and projects required to 
evolve and grow the technical computing infrastruCture such as the wide area 
network. The IT Planning and Governance Department is responsible for ensuring 
that effective financial, resource and project planning processes and tools exist 
and that they are used appropriately. 

Examples of activities related to the provision of the service include: 
• Development of program/project management policies and procedures for 

implementing and managing enterprise wide IT infrastructure 
• Research new alternatives to conducting business through different 

service approaches (i.e. IT outsourcing) 
• Monitoring ongoing IT infrastructure projects to maintain alignment with 

strategic and project objectives; including the provision of progress reports 
to senior management 

• Run post-project reviews on IT infrastructure projects to assess and learn 
from the process 

• Provide financial reporting on enterprise IT infrastructure project 
performance to help Enbridge Inc. and its affiliates understand the 
financial specifics for all enterprise projects. 

• Perform threat and risk assessment activities for all IT infrastructure 
projects to make sure security risks are identified, mitigated and 
appropriately managed. 

IT Management Department 
The Enterprise Infrastructure Program and Project Management service includes 
all activities related to managing and delivering programs and projects required to 
evolve and grow the technical computing infrastructure such as the wide area 
network. The IT Management Department is responsible for ensuring that the 
portfolio of program and project activities for Enterprise Systems and Infrastructure 
Shared Services is appropriately planned, administered and reported upon. 

36/105 
Enbridge Gas Distribution 
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between E Inc. and Gas Distribution In for the 2014 

Examples of activities related to the provision of the service include: 
• Lead the annual program and project budget development process 
• Develop processes and templates for the monthly project health and 

financial reporting cycles 
• Ensure all proper project management methodologies are followed 

IT Security Operations Department 
The Enterprise Infrastructure Program and Project Management service includes 
all activities related to managing and delivering programs and projects required to 
evolve and grow the technical computing infrastructure such as the wide area 
network. The Security Operations Department supports this by developing project 
plans, allocating resources, and coordinating the execution of IT Security 
Infrastructure projects. 

Examples of activities related to the provision of the service include: 
• Develop project plans 
• Provide stakeholders with monthly project health updates, as well as 

project financial reporting 
and coordinate ... ,.,.,,, .. ,., 

Total $86,548 
Expected Deliverables 

• Implement and integrate enterprise information technology projects for the 
benefit of EGO 

• Align technology to EGO and short and long term operational needs 
• Provide status reports on enterprise Infrastructure technology projects 
• Expertise for individual projects and the development and ongoing 

ml:llint.:=•nl:lllnt"A of the PM metnOIOOlC)QV. 

• Effective, low cost IT implementations 
• Delivered on time and budget with established requirements 
• Ensuring a robust PM methodology to increase the likelihood of project · 

delivery on time, on budget and meeting quality specifications. · 
• Ensuring projects follow a rigorous documentation process. 
• Update EGO Management with alternatives that could benefit ratepayers. 
• Ensuring enterprise projects that EGO benefits from are monitored 

........ ,.,,.,,..;,.+ .. •" and have the controls checks in 
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Appendix "B" to the Regulatory Cost Allocation Methodology Confirmation Notice 
between Enbridge Inc. and Enbridge Gas Distribution Inc., for the year 2014 

14. Enterprise System Management and Technical Support 
Service Description 
Service Definition: 

Services Identified 
by Department 

The Enterprise IT Strategy Planning and System Management and Technical 
Support service governs includes all activities related to managing day-to-day 
operations of the development of enterprise wide strategies, policies and 
standards for information technologies. systems such as Oracle Financial System. 

CIO Department 
The Enterprise System Management and Technical Support service includes all 
activities related to managing the day-to-day operations of all Enterprise Systems 
(such as Oracle eBusiness Suite, PeopleSoft HCM and Livelink Records 
Management). The CIO Department is responsible for oversight of all IT activities 
with a specific focus on ensuring activities are aligned with the overall strategic 
priorities. 

Examples of activities related to the provision of this service include: 
• Set the annual strategic priorities for IT System Management and 

Technical Support 
• Provide oversight to large, high risk or complex System Management and 

Technical Support 
• Ensure appropriate governance for IT System Management and Technical 

Support 

Corporate Human Resources Department 
The Enterprise System Management and Technical Support service includes all 
activities related to managing the day-to-day operations of all Enterprise Systems 
(such as Oracle eBusiness Suite, PeopleSoft HCM and Livelink Records 
Management). The Corporate Human Resources Department supports this 
service by providing HR user expertise and developing the required HR processes 
and controls. 

Examples of activities related to the provision of the service include: 
Work with affiliates to determine immediate and long-term HRIS and other 
HR technology requirements. 
Keep appraised of HRIS service offerings in the HRIS marketplace in 
North America. 
Keep appraised of PeopleSoft offerings. 
Work with affiliates to match requirements and available services. 
Provide expertise required to support the development of business cases 
for the modifying, expanding or acquiring of new HRIS and other HR 
technology functionality. 
Work with IT HRIS development and business unit human resource staff 
to plan, execute and implement modifications. expansions or new HRIS 
and other HR technology functionality. 
Work with affiliate human resource staff to train users. 
Work with affiliate human resource staff to ensure maximum benefit is 
realized from HRIS investments. 
Conduct research on additional HRIS modules and other related matters 
for the purpose of improving support of business operational and strategic 
objectives 
Develop business case, project charter. project plan and other required 
project documentation; including securing project approval 
Organize and coordinate non-IT team resources (both internal and 
external resources) 

• Develop business process and non-IT related training materials and 
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provide training to Enbridge Inc. and its affiliates 
Advise on change management issues and communication plans 
Provide resources to other enterprise projects 
Reporting & Analysis 

o Provision of standard reports 
o Ad hoc report generation 
o Augment, add, or remove reporting requirements 

HR Enterprise Business Solutions Department 
The Enterprise System Management and Technical Support service includes all 
activities related to managing the day-to-day operations of all Enterprise Systems 
(such as Oracle eBusiness Suite, PeopleSoft HCM and Livelink Records 
Management). The HR Enterprise Business Solutions Department supports this 
service by conducting initial business requirements gathering, functional design, 
data reporting, technical education and post go-live support, providing HR user the 
functional expertise to developing the required HR processes and controls. 

Examples of activities related to the provision of the service include: 
• Work with affiliates to determine immediate and long-term IT HRIS 

requirements, and how it ties back to the HR Strategy 
• Keep appraised of IT HRIS service offerings in the IT HRIS marketplace in 

North America (including PeopleSoft) 
• Work with affiliates to match business requirements and available 

services. 
• Provide expertise required to support the development of business cases 

for the modifying, expanding or acquiring of new IT HRIS functionality. 
• Work with IT HRIS development and business unit human resource staff to 

plan, execute and implement modifications. expansions or new IT HRIS 
functionality. 

• Design training materials and work with affiliate human resource staff to 
train users. 

• Work with affiliate human resource staff to ensure maximum benefit is 
realized from IT HRIS investments. 

• Conduct research on additional IT HRIS modules and other related 
matters for the purpose of improving support of business operational and 
strategic objectives 

• Work with stakeholders to identify required enhancements or changes to 
existing systems. 

• Develop testing plans for any new addition to technology 
• Maintain set-up tables to ensure that data is stored appropriately to deliver 

data to make decisions 
• Provide resources to other enterprise projects 
• Support & Maintenance 

o Functional trouble shooting 
o User support 
o Provide user (incl. super user I power user) training materials & 

communication 
o Change management 
o Ad-hoc and on-going reporting requests 
o Business requirements gathering for new functionality and 

enhancements to existing technology 

IT Compliance Systems Department 
The Enterprise System Management and Technical Support service includes all 
activities related to managing the day-to-day operations of all Enterprise Systems 
(such as Oracle eBusiness Suite, PeopleSoft HCM and Livelink Records 
Management). The Compliance Systems supports the overall audit, IT security, 
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and health & safety requirements of the business. The IT Compliance Systems 
Department performs all activities related to managing the day-to-day operations of 
the Compliance Management systems, including its ongoing enhancements. 

Examples of activities related to the provision of the service include: 
• Manage client relationships and communications 
• Lead the strategic planning process in relation to efficiency and 

effectiveness of IT Compliance Systems applications 
• Support & Maintenance 

o System administration 
o User support, maintenance & security 
o User training & communication 
o Change management 

• Reporting & Analysis 
o Provision of standard reports 
o Ad hoc report generation I queries 
o Augment, add, or remove reporting requirements 

• Technical Support 
o Interface management 
o System configurations, customization or enhancements 
o Release management 
o Manage development life cycle 
o Monitor system performance 

• Vendor Management 
o Negotiate, monitor and manage vendor contract 
o Negotiate, monitor and manage IT outsourcing relationships 
o Research and monitor emerging technologies 

IT Carbon Data Management (COM) Systems Department 
The Enterprise System Management and Technical Support service includes all 
activities related to managing the day-to-day operations of all Enterprise Systems 
(such as Oracle eBusiness Suite, PeopleSoft HCM and Uvelink Records 
Management). The COM systems support the overall emissions, environmental 
compliance and operational incident reporting requirements of the business. The 
IT COM Systems Department performs all activities related to managing the day­
to-day operations of the COM systems, including its ongoing enhancements. 

Examples of activities related to the provision of the service include: 
• Manage client relationships and communications 
• Lead the strategic planning process in relation to efficiency and 

effectiveness of IT COM applications 
• Support & Maintenance 

o System administration 
o User support, maintenance & security 
o User training & communication 
o Change management 

• Reporting & Analysis 
o Provision of standard reports 
o Ad hoc report generation I queries 
o Augment, add, or remove reporting requirements 

• Technical Support 
o Interface management 
o System configurations, customization or enhancements 
o Release management 
o Manage development life cycle 
o Monitor system performance 

• Vendor Management 
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o Negotiate, monitor and manage vendor contract 
o Negotiate, monitor and manage IT outsourcing relationships 
o Research and monitor emerging technologies 

IT Enterprise Financial Systems (EFS) Department 
The Enterprise System Management and Technical Support service includes all 
activities related to managing day-to-day operations of all Enterprise Systems 
(such as Oracle eBusiness Suite, PeopleSoft HCM and Livelink Records 
Management). The IT EFS supports the overall financial management 
requirements of the business by providing systems, tools, and technical support. 
The IT EFS Department performs all activities related to managing the day-to-day 
operations of the EFS applications, its ongoing enhancements. 

Examples of activities related to the provision of this service include: 
• Manage client relationships and communications 
• Lead the strategic planning process in relation to efficiency and 

effectiveness of EFS applications 
• Support & Maintenance 

o System administration 
o User support, maintenance & security 
o User (incl. super user I power user) training & communication 
o Change management 

• Reporting & Analysis 
o Provision of standard reports 
o Ad hoc report generation I queries 
o Augment, add, or remove reporting requirements 

• Technical Support 
o Interface management 
o System configurations, customization or enhancements 
o Release management 
o Master-file maintenance 
o Manage development life cycle 
o Monitor system performance 

• Vendor Management 
o Negotiate, monitor and manage vendor contract 
o Negotiate, monitor and manage IT outsourcing relationships 
o Research and monitor emerging technologies 

IT Enterprise Content Management (ECM) Department 
The Enterprise System Management and Technical Support service includes all 
activities related to managing the day-to-day operations of all Enterprise Systems 
(such as Oracle eBusiness Suite, PeopleSoft HCM and Livelink Records 
Management). The IT ECM Department performs all activities related to managing 
the day-to-day operations of the ECM systems, including its ongoing 
enhancements. The systems portfolio that supports the Records and Information 
Management service includes Livelink, EnCase and Matter Compass (the 
Portfolio). 

Examples of activities related to the provision of this service include: 
• In partnership with technology users, develop and maintain folder structure 

following guiding principles as set by ECM and Records Management 
• Administer the records management module of Livelink 
• Maintain records retention schedule links to folder structure 
• Manage client relationships and communications 
• Lead the strategic planning process in relation to efficiency and 

effectiveness of IT ECM applications 
• Support & Maintenance 
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o System administration 
o User support, maintenance & security 
o User training & communication 
o Change management 

• Reporting & Analysis 
o Provision of standard reports 
o Ad hoc report generation I queries 
o Augment, add, or remove reporting requirements 

• Technical Support 
o Interface management 
o System configurations, customization or enhancements 
o Release management 
o Manage development life cycle 
o Monitor system performance 

• Vendor Management 
o Negotiate, monitor and manage vendor contract 
o Negotiate, monitor and manage IT outsourcing relationships 
o Research and monitor emerging technologies 

IT HRIS Department 
The Enterprise System Management and Technical Support service includes all 
activities related to managing day-to-day operations of all Enterprise Systems 
(such as Oracle eBusiness Suite, PeopleSoft HCM and Livelink Records 
Management). The IT HRIS Systems Department performs all activities related to 
managing the day-to-day operations of the Human Resources systems, including 
its ongoing enhancements. 

Examples of activities related to the provision of the service include: 
• Manage client relationships and communications 
• Lead the strategic planning process in relation to efficiency and 

effectiveness of HRIS applications 
• Support & Maintenance 

o System administration 
o User support, maintenance & security 
o User training & communication 
o Change management 

• Reporting & Analysis 
o Provision of standard reports 
o Ad hoc report generation I queries 
o Augment, add, or remove reporting requirements 

• Technical Support 
o Interface management 
o System configurations, customization or enhancements 
o Release management 
o Manage development life cycle 
o Monitor system performance 

• Vendor Management 
o Negotiate, monitor and manage vendor contract 
o Negotiate, monitor and manage IT outsourcing relationships 
o Research and monitor emerging technologies 

IT Identity and Access Management flAM) Systems Department 
The Enterprise System Management and Technical Support service includes all 
activities related to managing day-to-day operations of all Enterprise Systems 
(such as Oracle eBuslness Suite, PeopleSoft HCM and Livelink Records 
Management). The IT lAM Systems Department performs all activities related to 
managing the day-to-day operations of lAM systems, including its OQQoing 
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enhancements. 

Examples of activities related to the provision of the service include: 
• Manage client relationships and communications 
• Lead the strategic planning process in relation to efficiency and 

effectiveness of lAM applications 
• Support & Maintenance 

o System administration 
o User support, maintenance & security 
o User training & communication 
o Change management 

• Reporting & Analysis 
o Provision of standard reports 
o Ad hoc report generation I queries 
o Augment, add, or remove reporting requirements 

• Technical Support 
o Interface management 
o System conf~gurations, customization or enhancements 
o Release management 
o Manage development life cycle 
o Monitor system performance 

• Vendor Management 
o Negotiate, monitor and manage vendor contract 
o Negotiate, monitor and manage IT outsourcing relationships 
o Research and monitor emerging technologies 

IT Marketing and Risk Management <MRM) Systems Department 
The Enterprise System Management and Technical Support service includes all 
activities related to managing day-to-day operations of all Enterprise Systems 
(such as Oracle eBusiness Suite, PeopleSoft HCM and Livelink Records 
Management). The IT MRM Systems support the overall commodity and financial 
risk management requirements of the business by providing system management 
and technical support. Department performs all activities related to managing the 
day-to-day operations of the MRM systems, including its ongoing enhancements. 

Examples of activitie~ related to the provision of the service include: 
• Manage client relationships and communications 
• Lead the strategic planning process in relation to efficiency and 

effectiveness of MRM applications 
• Support & Maintenance 

o System administration 
o User support, maintenance & security 
o User training & communication 
o Change management 

• Reporting & Analysis 
o Provision of standard reports 
o Ad hoc report generation I queries 
o Augment, add, or remove reporting requirements 

• Technical Support 
o Interface management 
o System configurations. customization or enhancements 
o Release management 
o Manage development life cycle 
o Monitor system performance 

• Vendor Management 
o Negotiate, monitor and manage vendor contract 
o Negotiate, monitor and manage IT outsourcing relationships 
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IT Public Web Systems Department 
The Enterprise System Management and Technical Support service includes all 
activities related to managing day-to-day operations of all Enterprise Systems 
(such as Oracle eBusiness Suite, PeopleSoft HCM and Livelink Records 
Management). The IT Public Web Systems Department performs all activities 
related to managing the day-to-day operations of the Public Web systems, 
including its ongoing enhancements. 

Examples of activities related to the provision of the service include: 
• Manage client relationships and communications 
• Lead the strategic planning process in relation to efficiency and 

effectiveness of Public Web applications 
• Support & Maintenance 

o System administration 
o User support, maintenance & security 
o User training & communication 
o Change management 

• Reporting & Analysis 
o Provision of standard reports 
o Ad hoc report generation I queries 
o Augment, add, or remove reporting requirements 

• Technical Support 
o Interface management 
o System configurations, customization or enhancements 
o Release management 
o Manage development life cycle 
o Monitor system performance 

• Vendor Management 
o Negotiate, monitor and manage vendor contract 
o Negotiate, monitor and manage IT outsourcing relationships 
o Research and monitor emerging technologies 

IT Security Operations Department 
The Enterprise System Management and Technical Support service includes all 
activities related to managing the day-to-day operations of all Enterprise Systems 
(such as Oracle eBusiness Suite, PeopleSoft HCM and Livelink Records 
Management). The Security Operations Department supports this by providing 
guidance to the Identity and Access Management activities, as well as providing 
remote access, security monitoring, and security architecture/disaster recovery 
services. 

Examples of activities related to the provision of the service include: 
• Confeguring remote access 
• Providing security architecture guidance 
• Developing disaster recovery plans 
• .Monitoring enterprise systems for security breaches 
• Securing access to enterprise systems 
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Corporate Human Resources $265.172 

HR Enterprise Business Solutions $652,018 

IT Compliance Systems $0 

IT Carbon Data Mana~:~ement CCDMl so 
IT Enterprise Financial Svstems CEFSl $427.212 

IT Enterprise Content Management (ECM) $1.799.369 

ITHRIS $1.410.446 

IT Identity and Access Management ClAM) $162.259 

IT Marketing and Risk Management CMRM) $55.047 

IT Public Web Systems $16.239 

IT Securitv Ooerations $0 

Total $4,902,304 
Expected Deliverables 

• Implement and integrate enterprise information technology projects for the 
benefit of EGO 

• Align technology to EGO and short and long term operational needs 
• Provide status reports on enterprise Infrastructure technology projects 
• Expertise for individual projects and the development and ongoing 

maintenance of the PM metno,aou:>gy 

• Effective, low cost IT implementations 
• Delivered on time and budget with established requirements 
• Ensuring a robust PM methodology to increase the likelihood of project 

delivery on time, on budget and meeting quality specifications. 
• Ensuring projects follow a rigorous documentation process. 
• Update EGO Management with alternatives that could benefit ratepayers. 
• Ensuring enterprise projects that EGO benefits from are monitored 

~nl"'rnnn~:atAIIv and have the controls and checks in 

Dirler:ft!ic.J.rffnrm::::rtil"lln Technology 
Enbridge Gas Distribution 
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15. Enterprise System Program and Project Management 
Service Description 
Service Definition: 

Services Identified 
by Department 

The Enterprise System Program and Project Management service includes all 
activities related to managing and delivering programs and projects required to 
evolve and grow the services provided by the systems that are used enterprise­
wide. 

CIO Department 
The Enterprise System Program and Project Management service includes all 
activities related to managing and delivering programs and projects required to 
evolve and grow the services provided by the systems that are used enterprise­
wide. The CIO Department is responsible for oversight of all IT activities with a 
specific focus on ensuring activities are aligned with the overall strategic priorities. 

Examples of activities related to the provision of the service include: 
• Set the annual strategic priorities for IT System Program and Project 

Management 
• Provide System Program and Project Management oversight to large, high 

risk or complex initiatives 
• Ensure appropriate governance for IT System Program and Project 

Management 

IT Compliance Systems Department 
The Enterprise System Program and Project Management service includes all 
activities related to managing and delivering programs and projects required to 
evolve and grow the services provided by the systems that are used enterprise­
wide. The Compliance Systems supports the overall audit, IT security, and health 
& safety requirements of the business. The IT Compliance Systems Department 
performs all activities related to managing and delivering programs and projects 
required for the day-to-day operations of the Compliance Management systems, 
including its ongoing enhancements. 

Examples of activities related to the provision of the service include: 
• Manage client relationships and communications 
• Lead the strategic planning process in relation to efficiency and 

effectiveness of IT Compliance Systems applications 
• Support & Maintenance 

o System administration 
o User support, maintenance & security 
o User training & communication 
o Change management 

• Reporting & Analysis 
o Provision of standard reports 
o Ad hoc report generation I queries 
o Augment, add, or remove reporting requirements 

• Technical Support 
o Interface management 
o System configurations. customization or enhancements 
o Release management 
o Manage development life cycle 
o Monitor system performance 

• Vendor Management 
o Negotiate, monitor and manage vendor contract 
o Negotiate, monitor and manage IT outsourcing relationships 
o Research and monitor emerging technologies 
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IT Carbon Data Management (COM) Systems Department 
The Enterprise System Program and Project Management service includes all 
activities related to managing and delivering programs and projects required to 
evolve and grow the services provided by the systems that are used enterprise­
wide. The COM systems support the overall emissions, environmental compliance 
and operational incident reporting requirements of the business. The IT COM 
Systems Department performs all activities related to managing and delivering 
programs and projects required for the day-to-day operations of the COM systems, 
including its ongoing enhancements. 

Examples of activities related to the provision of the service include: 
• Manage client relationships and communications 
• Lead the strategic planning process in relation to efficiency and 

effectiveness of IT Compliance Systems applications 
• Support & Maintenance 

o System administration 
o User support, maintenance & security 
o User training & communication 
o Change management 

• Reporting & Analysis 
o Provision of standard reports 
o Ad hoc report generation I queries 
o Augment, add, or remove reporting requirements 

• Technical Support 
o Interface management 
o System configurations, customization or enhancements 
o Release management 
o Manage development life cycle 
o Monitor system performance 

• Vendor Management 
o Negotiate, monitor and manage vendor contract 
o Negotiate, monitor and manage IT outsourcing relationships 
o Research and monitor emerging technologies 

IT Enterprise Financial Systems (EFS) Department 
The Enterprise System Program and Project Management service includes all 
activities related to managing and delivering programs and projects required to 
evolve and grow the services provided by the systems that are used enterprise­
wide. The IT EFS supports the overall financial management requirements of the 
business by providing project management support. The IT EFS Department 
performs all activities related to managing and delivering programs and projects 
required for the day-to-day operations of EFS, including its ongoing 
enhancements. · 

Examples of activities related to the provision of this service include: 
• Manage client relationships and communications 
• Lead the strategic planning process in relation to efficiency and 

effectiveness of EFS applications 
• Support & Maintenance 

o System administration 
o User support, maintenance & security 
o User (incl. super user I power user) training & communication 
o Change management 

• Reporting & Analysis 
o Provision of standard reports 
o Ad hoc report generation I queries 
o Augment. add, or remove reporting reQuirements 
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• Technical Support 
o Interface management 
o System configurations, customization or enhancements 
o Release management 
o Master-file maintenance 
o Manage development life cycle 
o Monitor system performance 

• Vendor Management 
o Negotiate, monitor and manage vendor contract 
o Negotiate, monitor and manage IT outsourcing relationships 
o Research and monitor emerging technologies 

IT Enterprise Content Management (ECM) Department 
The Enterprise System Program and Project Management service includes all 
activities related to managing and delivering programs and projects required to 
evolve and grow the services provided by the systems that are used enterprise­
wide. The IT ECM Department performs all activities related to managing and 
delivering programs and projects required for the day-to-day operations of the 
ECM systems, including its ongoing enhancements. The systems portfolio 
includes Livelink, EnCase and Matter Compass (the Portfolio). 

Examples of activities related to the provision of this service include: 
• In partnership with technology users, develop and maintain folder structure 

following guiding principles as set by ECM and Records Management 
• Administer the records management module of Livelink 
• Maintain records retention schedule links to folder structure 
• Manage client relationships and communications 
• Lead the strategic planning process in relation to efficiency and 

effectiveness of IT ECM applications 
• Support & Maintenance 

o System administration 
o User support, maintenance & security 
o User training & communication 
o Change management 

• Reporting & Analysis 
o Provision of standard reports 
o Ad hoc report generation I queries 
o Augment, add, or remove reporting requirements 

• Technical Support 
o Interface management 
o System configurations, customization or enhancements 
o Release management 
o Manage development life cycle 
o Monitor system performance 

• Vendor Management 
o Negotiate, monitor and manage vendor contract 
o Negotiate, monitor and manage IT outsourcing relationships 
o Research and monitor emerging technologies 

IT HRIS Department 
The Enterprise System Program and Project Management service includes all 
activities related to managing and delivering programs and projects required to 
evolve and grow the services provided by the systems that are used enterprise­
wide. The IT HRIS Systems Department performs all activities related to 
managing and delivering programs and projects required for the day-to-day 
operations of the Human Resources systems, including its ongoing enhancements. 

481105 
Enbridge Gas Distribution 

Regulatory Cost Allocation Methodology 

Filed:  2015-08-06 
EB-2015-0233 

Appendix A 
Page 28 of 50



Appendix "B" to the Regulatory Cost Allocation Methodology Confirmation Notice 
between Enbridge Inc. and En bridge Gas Distribution Inc., for the year 2014 

Examples of activities related to the provision of the service include: 
• Manage client relationships and communications 
• Lead the strategic planning process in relation to efficiency and 

effectiveness of HRIS applications 
• Support & Maintenance 

o System administration 
o User support, maintenance & security 
o User training & communication 
o Change management 

• Reporting & Analysis 
o Provision of standard reports 
o Ad hoc report generation I queries 
o Augment, add, or remove reporting requirements 

• Technical Support 
o Interface management 
o System configurations, customization or enhancements 
o Release management 
o Manage development life cycle 
o Monitor system performance 

• Vendor Management 
o Negotiate, monitor and manage vendor contract 
o Negotiate, monitor and manage IT outsourcing relationships 
o Research and monitor emerging technologies 

IT Identity and Access Management UAM) Systems Department 
The Enterprise System Program and Project Management service includes all 
activities related to managing and delivering programs and projects required to 
evolve and grow the services provided by the systems that are used enterprise­
wide. The IT lAM Systems Department performs all activities related to managing 
and delivering programs and projects required for the day-to-day operations of the 
lAM systems, including its ongoing enhancements. 

Examples of activities related to the provision of the service include: 
• Manage client relationships and communications 
• Lead the strategic planning process in relation to efficiency and 

effectiveness of lAM applications 
• Support & Maintenance 

o System administration 
o User support, maintenance & security 
o User training & communication 
o Change management 

• Reporting & Analysis 
o Provision of standard reports 
o Ad hoc report generation I queries 
o Augment, add, or remove reporting requirements 

• Technical Support 
o Interface management 
o System configurations, customization or enhancements 
o Release management 
o Manage development life cycle 
o Monitor system performance 

• Vendor Management 
o Negotiate, monitor and manage vendor contract 
o Negotiate, monitor and manage IT outsourcing relationships 
o Research and monitor emerging technologies 
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IT Marketing and Risk Management (MRM) Systems Department 
The Enterprise System Program and Project Management service includes all 
activities related to managing and delivering programs and projects required to 
evolve and grow the services provided by the systems that are used enterprise­
wide. The IT MRM Systems support the overall commodity and financial risk 
management requirements of the business by providing project management 
support. The IT MRM Systems Department performs all activities related to 
managing and delivering programs and projects required for the day-to-day 
operations of the MRM systems, including its enhancements. 

Examples of activities related to the provision of the service include: 
• Manage client relationships and com":lunications 
• Lead the strategic planning process in relation to efficiency and 

effectiveness of MRM applications 
• Support & Maintenance 

o System administration 
o User support, maintenance & security 
o User training & communication 
o Change management 

• Reporting & Analysis 
o Provision of standard reports 
o Ad hoc report generation I queries 
o Augment, add, or remove reporting requirements 

• Technical Support 
o Interface management 
o System configurations, customization or enhancements 
o Release management 
o Manage development life cycle 
o Monitor system performance 

• Vendor Management 
o Negotiate, monitor and manage vendor contract 
o Negotiate, monitor and manage IT outsourcing relationships 
o Research and monitor emerging technologies 

IT Planning and Governance Department 
The Enterprise System Program and Project Management service includes all 
activities related to managing and delivering programs and projects required to 
evolve and grow the services provided by the systems that are used enterprise­
wide. The IT Planning and Governance Department is responsible for ensuring 
that effective financial, resource and project planning processes and tools exist 
and that they are used appropriately. 

Examples of activities related to the provision of the service include: 
• Development of program/project management policies and procedures for 

implementing and managing enterprise wide IT systems 
• Research new alternatives to conducting business through different 

service approaches (i.e. IT outsourcing) 
• Monitoring ongoing system projects to maintain alignment with strategic 

and project objectives; including the provision of progress reports to senior 
management 

• Run post-project reviews on IT system projects to assess and learn from 
the process 

• Provide financial reporting on IT system project performance to help 
Enbridge Inc. and its affiliates understand the financial specifics for all 
enterprise projects. 

• Perform threat and risk assessment activities for all IT system projects to 
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make sure security risks are identified, mitigate and 
managed. 

IT Public Web Systems Department 
The Enterprise System Program and Project Management service includes all 
activities related to managing and delivering programs and projects required to 
evolve and grow the services provided by the systems that are used enterprise­
wide. The IT Public Web Systems Department performs all activities related to 
managing and delivering of programs and projects required for the day-to-day 
operations of the Public Web systems, including its ongoing enhancements. 

Examples of activities related to the provision of the service include: 
• Manage client relationships and communications 
• Lead the strategic planning process in relation to efficiency and 

effectiveness of Public Web applications 
• Support & Maintenance 

o System administration 
o User support, maintenance & security 
o User training & communication 
o Change management 

• Reporting & Analysis 
o Provision of standard reports 
o Ad hoc report generation I queries 
o Augment, add, or remove reporting requirements 

• Technical Support 
o Interface management 
o System configurations, customization or enhancements 
o Release management 
o Manage development life cycle 
o Monitor system performance 

• Vendor Management 
o Negotiate, monitor and manage vendor contract 
o Negotiate, monitor and manage IT outsourcing relationships 
o Research and monitor emerging technologies 

Total $1,611,719 
Expected Deliverables 

• Implement and integrate enterprise information technology projects for the 
benefit of EGO 

• Align technology to EGO and short and long term operational needs 
• Provide status re orts on ente rise Infrastructure technolo ro·,ects 

51/105 
Enbridge Gas Distribution 

Regulatory Cost Allocation Methodology 

Filed:  2015-08-06 
EB-2015-0233 

Appendix A 
Page 31 of 50



• Effective, low cost IT implementations 
• Delivered on time and budget with established requirements 
• Ensuring a robust PM methodology to increase the likelihood of project 

delivery on time, on budget and meeting quality specifications. 
• Ensuring projects follow a rigorous documentation process. 
• Update EGD Management with alternatives that could benefit ratepayers. 
• enterprise projects that EGD benefits from are monitored 

:anlrunnril::~t,.llv and have the controls and checks in 
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1 Background and objectives  

1.1 Objectives of this report  

The objectives of this report are:  

(1) to set out relevant business factors that inform the decision of Enbridge Gas Distribution Inc. (EGD) to participate in the 
consolidation of all Enbridge IT Shared Services (ITSS) within Enbridge Inc. (EI); and 
 

(2) to provide evidence in support of EGD’s application to the Ontario Energy Board (OEB) for an exemption from section 2.2.2 
of the Affiliate Relationships Code for Gas Utilities (ARC), in order to permit EI IT staff limited access to EGD customer 
information or confidential information, as defined in the ARC, (CI) as part of ITSS.  

EGD has shared certain IT services within the Enbridge corporate group of companies (Enbridge or enterprise) for many years, 
pursuant to the Regulatory Cost Allocation Methodology (RCAM) approved by the OEB and the related RCAM agreements and 
enterprise Cost Allocation Methodology (CAM). Creation of the newly formed ITSS model has led to further sharing of IT resources 
within Enbridge that EGD is continuing to evaluate and consider in accordance with the principles set out in the ARC.  

Section 2.3.2 of the ARC states that “if the utility enters into a contract for the receipt of the service, product, or asset that it currently 
provides itself, the utility shall first undertake a business case analysis”, that, according to section 2.3.3, shall contain: 

a) Description of relevant utility needs on a per-service basis 
b) Identification of the options available internally or externally from an affiliate of third party 
c) Economic evaluation of all available options including the utility’s current fully-allocated cost (which includes a 

return on the utility’s invested capital equal to the approved weighted average cost of capital) 
d) Explanation of the selection criteria (including any non-price factors to be taken into account) 
e) Estimate of any benefits to the utility’s Ontario ratepayers from outsourcing 
f) Justification of why any separate items were bundled together when considered for outsourcing 

EGD has undertaken this business case analysis within the context of the development of ITSS at Enbridge. The results of this 
analysis are set out in this report. EGD notes that in order to achieve the full benefits of consolidation, it will be necessary to share IT 
employees and contractors who may have incidental access to CI. EGD therefore requires an exemption from section 2.2.2 of the 
ARC from the OEB. The proposed business arrangements and applicable conditions for ITSS to support EGD’s exemption request 
are set out in this report. 

1.2 Background to ITSS consolidation 

As Enbridge has grown over time, the IT functions within each business unit have also grown to support local business needs. That 
pattern of growth resulted, in hindsight, in the unnecessary duplication of certain IT services, systems and support teams. For 
example there were: 

 Four distinct business unit IT departments operating in silos with limited interactions and efficiencies 
 Four distinct sets of services delivered to the business with three separate service desks 
 Three separate networks with limited interoperability 
 Data centre footprints and disaster recovery processes that were built to support each business unit with varying levels of 

maturity 
 Tools deployed across each business unit that had multiple vendors and overlapping capabilities which limited the ability of 

optimizing vendor contracts to obtain volume discounts across business units 
 Basic security capabilities with limited coordination across business units 
 Subscale architectures contributing to higher costs and impeding growth 

ITSS is intended to streamline the above which will, as a result, improve enterprise agility and reduce operational costs and risk 
across Enbridge. 

In 2013, Enbridge’s corporate IT team, including EGD conducted some analysis that showed significant value could be gained by 
consolidating all the infrastructure services groups across Enbridge. Consolidating infrastructure services with EI would enable EGD 
to benefit from performance synergies and economies of scale as well as receive new and enhanced services developed to benefit 
the entire enterprise. Specifically, EGD would benefit from: 
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 Lower costs: EGD will have access to EI’s higher volume discounts and enhanced purchasing powers in the market due to 
consolidation of spending at EI. In addition, centralization is expected to produce enterprise-wide cost efficiencies in training, 
storage, maintenance activities and staffing. This will ultimately lower costs being charged back to EGD 

 Enhanced agility and scalability: EGD will be able to integrate acquisitions and manage divestments more swiftly and 
cost-effectively when operating with the same infrastructure as the rest of Enbridge. In addition, this common infrastructure 
will also enable EGD IT to be more responsive to business needs and evolve and develop current and future services in a 
more efficient and cost-effective manner 

 Access to greater breadth and depth of services: Services such as cyber security monitoring and alerting, disaster 
recovery, incident management and change management will all significantly improve as a result of being able to leverage a 
larger and more specialized resource pool as well as common tools and processes across the enterprise 

Designing and staffing the new organization, ITSS, continued throughout 2013/14. For other affiliates, and for some EGD services, 
the transfer of operational funding occurred in early 2015. EGD held back from fully participating in the consolidation in areas where 
ITSS staff access to CI would be required in order that EGD could make an application to the OEB for any required ARC exemptions. 
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2 EGD and infrastructure services 

2.1 Introduction  

EGD is the largest natural gas distribution company in Canada with a 165 year history and an approximately 2.2 million customer 
base. Within EGD, there are several corporate functions responsible for ensuring effective and reliable business operations.  

EGD’s business runs 24 hours a day, 7 days a week. Field and emergency crews rely on system availability to be able to complete 
their work whenever and wherever required. Network and system issues need to be managed quickly and effectively to ensure a 
rapid response and return to normal business. Critical systems such as Customer Care, Installation & Repair and Billing require 
critical infrastructure components such as networks, servers and storage, and security to function correctly. The day-to-day 
productivity of employees is also heavily dependent on critical infrastructure components such as productivity and collaboration tools 
(e.g. mobile phones, email, Lync) and infrastructure services (desktop support and help desk). Supporting all of these needs is the 
responsibility of the infrastructure service group.  

EGD’s custom incentive rate-setting plan (“Custom IR”) is designed to incent EGD to perform more efficiently without compromising 
safety, reliability, and other important customer metrics. EGD must report productivity improvements in its operations annually with 
the OEB during the term of the Custom IR. To that end, EGD is seeking to find efficiencies through consolidation of services with 
affiliated companies wherever such consolidation is reasonable, practicable and in keeping with regulatory principles. In this instance, 
EGD has leveraged the overall Enbridge organization to consolidate EGD’s infrastructure services under one umbrella – ITSS.  

ITSS is comprised of the following services: 

 Core Infrastructure Services  
 Network Services 
 Security Operations 
 Service Management 
 Productivity Services  
 Infrastructure Project Management & Business Analysis 

With the exception of employees with direct access to EGD customer information, the above services are contained within EI and are 
provided on a standard, consistent and cost effective basis for all business units, including EGD. The following section describes 
each of these services in more detail. 

2.2 Description of ITSS services 

Service Description 

Core Infrastructure 
Services 

Core Infrastructure Services comprises the setup, monitoring and support of data centre and 
equipment: 

 Physical data centre management (power, cooling, access) 
 Servers (virtual and physical) 
 Disk / tape storage allocation and backup systems 
 Routine operations e.g. job scheduling, upgrades, security patches 

Network Services 

Network Services supports and manages all voice and data transmission facilities: 

 Wireless access and security 
 Local Area Network (LAN) and Wide Area Network (WAN) administration 
 Phone system setup and support 
 Provisioning and management of telco services 
 Conferencing capabilities (including teleconferencing) 

Security Operations 

Security Operations provides assessment, tools and services to protect EGD assets from loss or 
compromise of services: 

 Firewalls and intrusion detection devices and services 
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 Disaster recovery assessment and response 
 Granting of user access privileges to systems and services 

Service Management 

Service Management provides the first line support to users and manages requests, incidents and 
changes within IT: 

 24 hours a day, 7 days a week service desk for 1st level support to all users 
 Requests for end-user equipment, tools such as desktops and laptops. 
 Desktop Support 
 Incident monitoring and resolution 
 Change management 

Productivity Services 

Productivity Services provides the tools and services to enable end-users in day-to-day activities. This 
includes the Microsoft Suite of products: 

 Outlook Exchange for email 
 Mobility tools and support e.g. mobile phones 
 Collaboration tools such as SharePoint and conference bridges 
 Deployment Services, for packaging and distribution of client software to user devices 

Infrastructure Project 
Management & 
Business Analysis 

The Infrastructure Project Management and Business Analysis group provides the structure and 
governance for projects and major activities: 

 Requirements gathering  
 Funding set-up and governance 
 Resource assessment and commitment 
 Timeline forecasting and tracking 
 Benefits analysis 
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3 Business case for ITSS consolidation 

3.1 Introduction 

This section presents the overall business case for EGD participating in the consolidated ITSS and the associated RCAM benefits. 

3.2 Options considered 

Prior to embarking upon ITSS consolidation, EGD had the option to remain with the status quo or alternatively outsource to an 
external third party. For the latter option, EGD sourced competitive market quotes from an external vendor to understand the cost to 
procure these infrastructure services, the results of which are set out below. 

3.2.1 Option 1 – status quo [option reviewed but not pursued]  

In this model, all infrastructure services fall under EGD IT budget and reporting lines. There was estimated to be little or no 
opportunity for synergy and savings in this model and it is estimated that costs would continue to rise, albeit slowly, over the next few 
years. In addition, enhancements to existing services (e.g. cyber security protection) would require incremental capital investment.  

3.2.2 Option 2 – centralize internally [option pursued] 

In this model, all infrastructure services fall under EI budget and reporting lines. Costs are determined for the entire operation and 
then reallocated to the various business units based on capital employed, blended rates, FTEs and time estimations through the 
corporate Cost Allocation Methodology (CAM). This model recognized that the synergies and savings associated with consolidation 
and integrating within the broader enterprise would be distributed back to the business units. In addition, new and enhanced services 
would require less investment and ongoing costs by EGD due to the fact that the services would benefit from economies of scale for 
the initial investment (e.g. lower licencing and hardware costs) and the sharing of ongoing operating costs across a larger user base. 
As mentioned in Section 1, EGD is seeking OEB approval to participate fully in this model in respect of affiliate access to CI. 

3.2.3 Option 3 – outsource externally [option reviewed but not pursued] 

In this model, all infrastructure services are provided to EGD by an external third party. EGD engaged Accenture (a global 
management consulting, technology services and outsourcing organization) to conduct this ‘market relevant cost assessment’. The 
results of this can be seen in Appendix 1. This study indicates that, while an external third party would be able to provide the full 
scope of ITSS services, it would not be prudent to pursue this option from a financial perspective, as illustrated in Section 3.3. 

3.3 Financial appraisal 

This section evaluates the financial implications of each of the aforementioned options. Before doing so, it is useful to present the 
outcomes of a recent benchmarking assessment completed by Gartner, a leading global IT research and advisory firm, in January 
2015. EI initiated the benchmarking exercise to better understand Enbridge’s, (including EGD) cost position relative to its peers for 
infrastructure services.  

This analysis is based on cash spent in-year (i.e. capex and opex combined) in order to normalize across peers. Peers were selected 
based on comparable size, industry and geography as well as the specific services being evaluated. The methodology for how peers 
were selected and the industries they represent is set out in Appendix 1. 

The specific period analyzed was 2014 and so reflects the newly consolidated ITSS organization. While the grouping that Gartner 
evaluated does not correspond exactly to EGD’s current structure on ITSS, reconciliation between their model and EGD’s cost 
structure is also set out in Appendix 1. 

3.3.1 2014 peer comparison of total ITSS spend by service  

The table below illustrates Enbridge’s infrastructure costs by spend category relative to the peer average. The common theme across 
the different spend categories is that Enbridge’s infrastructure services costs are 0 to 20% lower than those typically seen in peers of 
a similar size and with similar business requirements. 
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Figure 1 – Gartner peer comparison of total ITSS spend 

Spend category 
Enbridge  

($K) 
Peer Avg. 

($K) 
Variance 

($K) 
% Variance 

 

Comparison to 
Peer 

Data Centre 
 

> 20% Lower 

Windows $15,771  $17,017 -$1,246 -7% 
 

0 to 20% Lower 

Linux/UNIX $6,112  $6,534 -$422 -6% 
 

> 0 to 20% Higher 

Storage $8,904  $15,492  -$6,588 -43% 
 

> 20% Higher 

Total $30,787  $39,043  -$8,256 -21% 
 

 

End-User Services 
 

 

End User Computing $19,818  $19,849 -$31 0% 
 

 

IT Service Desk $4,606  $3,420 $1,186 35% 
 

 

Total  $24,424  $23,269  $1,155 5% 
 

 

Data Networking & Voice 
 

 

Enbridge Network $27,103  $33,873  -$6,769 -20%  
 

 

Grand Total $82,314  $96,184  -$13,870 -14% 
 

 

 
The only service costs above peer average are for the IT service desk. During 2014, the period covered by the benchmarking study, 
Enbridge had four service desk call centres operating independently of each other, resulting in an above average cost-per-call. 
Enbridge has since consolidated these four service desks into one, based out of Toronto. The exemption, if granted, will allow EGD to 
realize the full benefit of the service desk integration and contribute to an overall cost reduction for Enbridge with the goal of matching 
or bettering its peers. 

On the whole, the benchmarking assessment illustrates that Enbridge’s infrastructure services costs, as a result of the centralization 
of infrastructure services, are either level with or below the costs incurred by Enbridge’s peers. This should contribute to lower costs 
and consequently a lower RCAM allocation to EGD. 

3.3.2 Opex cost analysis of consolidating internally  

The graph below shows the projected cost profiles of consolidating infrastructure services internally versus the status quo.  

Figure 2 – EGD projected cost profile of status quo versus ITSS consolidation (from CAM and RCAM perspective) 
 

 
Figure 2 presents three different cost profiles: 
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 Status Quo – this shows EGD’s projected cost profile had EGD not embarked on ITSS consolidation. It is made up of 2014 
actuals extrapolated forward over time at a growth rate of approximately 1% and includes depreciation 

 ITSS Consolidation – CAM – this shows EGD’s projected cost profile of embarking on ITSS consolidation from the 
perspective of the CAM. It is made up of forecast EGD budget plus EI’s forecast of ITSS EGD CAM plus depreciation. The 
difference between this line and the status quo line is forecast pre-tax savings to CAM  

 ITSS Consolidation – RCAM – this shows EGD’s projected cost profile of embarking on ITSS consolidation from an RCAM 
perspective. It is made up of forecast EGD budget plus EI’s forecast of ITSS EGD RCAM plus depreciation. The difference 
between this line and the status quo line is forecast pre-tax savings to RCAM  

Consolidating infrastructure services produces a lower cost curve and is therefore a “win-win” for Enbridge and for EGD ratepayers 
(in the form of lower CAM and RCAM costs). Figure 3 shows the size of these projected cost savings which are expected to be 
sustainable over time. 

Figure 3 – estimated pre-tax savings of EGD moving to ITSS model 
 

 
Cost savings of centralizing infrastructure services are expected to reach more than $2 million in the year 2018 pursuant to RCAM.  

3.3.3 Opex cost analysis of outsourcing to a third party 

To complete the analysis, EGD examined the implications of outsourcing infrastructure services to an external third party. The 
resulting cost ranges presented below are generally broad and reflect the diversity of solutions and cost drivers within each service 
bundle. The complete results of the assessment can be seen in Appendix 3. 

Accenture re-aligned ITSS services to their own market specific service bundles for ease of defining comparable costs. The results of 
this are illustrated below: 
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Market relevant 
service bundle 

Cost range (CAD) 1 Average cost (CAD) 2 Depreciation ITSS service scope  

Server 5.1M - 9.4M 7.7M 3.0M 
 Server Support 3 
 Production Services 

Storage 2.4M – 4.3M 3.3M 2.0M 
 Data Centre Management 
 Storage Management 

End User 
Computing 

3.4M - 5.7M 4.5M 1.8M 

 Productivity Services 
 Training and Comms for IT 
 Device Management 
 Desktop Support 
 Mobility Services 

IT Service Desk 1.2M - 1.6M 1.6M 0.1M 

 Application Support 
 Help Desk 
 Incident Management 
 Problem Management 
 IT Service Request 
 IT Asset & Configuration 

Management 
 IT Change Management 

Data Network 1.0M - 3.1M 2.6M 1.0M  Network Data Support 

Voice Network 3.3M - 5.7M 4.5M 1.8M  Network Telecom 

IT Security 0.5M - 1.6M 1.0M 0.4M 

 Infrastructure Security 
 Disaster Recovery  
 Security Access 

Management 

Project 
Management 

0.8M - 1.2M 1.0M 0M  Project Management 

Total 17.8M - 32.5M 26.2M 10.0M  

 

Notes: 

 1 The lower end of the cost range approximates onshore service providers while higher end is the top end of the mid quartile 
of market costs for internal services 

 2 The average denotes the middle of the entire range inclusive of outliers with a range more extreme than what our data 
represents 

 3 Combined some of ITSS services under server support to form this new internal service bundle  

Using the ‘average cost’ figure plus depreciation and extrapolating this forward up until 2018, we can compare the financial 
implications of outsourcing externally compared with the status quo and ‘centralize internally’ options. The costs of going external are 
illustrated below in Figure 4. 
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Figure 4 – EGD projected cost profile of external third party, status quo and ITSS consolidation 
 

 

3.3.4 Assumptions 

The economics projected above are predicated on the following core assumptions: 

 EI charge-back costs for infrastructure services (CAM) reduce over time – by 10% in 2016, 5% in 2017 and 5% in 2018. The 
2016 CAM reduction includes the CAM savings from 2015, hence the larger figure (see Section 3.3.5 for rationale behind 
these CAM savings) 

 RCAM efficiencies over time follow the same efficiency assumptions as CAM mentioned above  
 The 2015 forecast includes an estimated $1.0M related to EGD recovery for office space to house Enbridge Corporate 

datacenter assets. It is projected that the recovery will decrease to $0.6M in 2016 due to other consolidation efforts  
 The 2015 ITSS consolidation forecast assumes a high capital recovery rate that is assumed to decline in 2016 onwards as a 

result of an expected decrease in the amount of capital project work post 2016 
 Salary costs in the status quo option increase 3% per year, while overall opex increase is no more than 1% cap 
 Annual costs in the third party option increase at a rate of 1% per year 

3.3.5 Key drivers of CAM and RCAM efficiency savings  

The table below illustrates the key drivers of the forecast CAM and RCAM efficiency savings over time that have been projected in 
the ITSS consolidation financials: 

Value Driver Description 

Significant economies of 
scale 

EGD will be able to exploit EI’s higher volume discounts and enhanced purchasing power in the 
market. For example, since moving to the ITSS model, EGD’s Microsoft discount has risen from 23% 
to 26%. In addition, Significant cost avoidance of Oracle licenses through participation in Oracle 
unlimited license agreement 

Data center consolidation 
and virtualization 

More efficient storage utilization and data center performance for EGD. Specifically: 

 In the process of shutting down, or greatly reducing in size, three data centers, having 
already shut down the Calgary data center, resulting in reduced storage costs 

 Increased virtualization – increased by 2.8% (now 74.85%) and a density increase of 0.8, 
with now 12.56 servers per host 

Service desk efficiencies A number of costs savings attributable to a more effective service desk being operated out of the 
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corporate office: 

 Process automation – one consistent incident and request management process 
implemented and automated in the ServiceNow platform and heavily utilized by the service 
desk 

 Complete 24/7 coverage with trained agents 
 Fewer agents required to cover all shifts due to the increased size of the qualified agent pool 

Removal of redundant 
access rights 

Prior to ITSS consolidation, EGD had thousands of access rights that were no longer required. As a 
result of the consolidation, access certification through an automated access governance solution 
(Sailpoint) has facilitated removal of these redundant entitlements 

Labour cost optimization 
There has been a reduction in FTEs across the ITSS stack as a result of EI providing ITSS services 
from a single hub, rather than siloed functions operating across the enterprise. The financial 
implications of this will not be felt until next year due to the timing of CAM allocations 

 

3.4 Non-Financial Benefits 

In addition to the financial benefits described above, there are a number of qualitative benefits to EGD that have occurred or will 
occur as a result of ITSS consolidation. The following section describes these benefits in detail. 

Benefit Description 

Improved monitoring 
and response to 
cyber attacks 

While EGD had cyber security processes in place prior to ITSS consolidation, the set-up of a IT Operations 
Center across the enterprise now provides EGD with broader and more sustained cyber detection and 
prevention services. Specifically: 

 IT Operations Centre – the IT Operations Centre has an agreed to Service Level Agreement 
(SLA) that ensures the ability to detect and shutdown EGD malware/virus infections 24/7 and 
within 30 minutes  

 Security architecture – there has been an increase from 0.5 to 3.5 FTEs dedicated to security 
architecture across the enterprise. For EGD, this broader enterprise-wide approach provides 
greater protection from attacks that could have previously been launched from other connected 
systems 

 Security Metrics – EGD are now able to use analytics in the Splunk platform which ingests > 
350GB of data per day to gain additional insights into security trends and potential threats 

Enhanced incident 
response 

While EGD had an incident response team in place prior to ITSS consolidation, there were no full-time 
dedicated resources to manage incidents or outages. Now, the IT Operations Center is in place and 
providing:  

 Infrastructure Availability – in the event of an EGD IT incident critically impacting the business, 
Enterprise Incident Response has agreed to an SLA that will ensure they can facilitate triage, 
communicate and escalate to all necessary infrastructure teams 24/7 within 30 minutes 

 Security Information & Event Management (SIEM) – there are now dedicated resources during 
core business hours and on-call after hours to monitor and tune the SIEM infrastructure 

Enhanced identity 
and access 
management 

EGD previously used a solution called Aveska to manage identification and access rights. Post ITSS 
consolidation, this is now integrated with Sailpoint – EI’s cloud identity management software, making it 
more seamless and comprehensive for EGD. In addition, the secure single-sign-on feature has also 
expanded to include additional applications post ITSS consolidation. 

Enhanced agility and 
scalability  

By operating off the same architecture and platforms as the rest of the enterprise, EGD can adapt and 
introduce new products and services more easily when demand increases with little or no degradation in 
performance. The common platforms will also enable EGD to extend beyond the firewall more easily by 
building secure infrastructure to support joint operations with business partners. In addition, there has 
been a sustainable improvement in 1st level response times to minor issues, resulting in better end-user 
experience and productivity. 
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4 Business Case for ARC Exemption 

4.1 Introduction 

As discussed in Section 1 of this report, EGD is seeking an exemption from section 2.2.2 of the ARC (Exemption) so that EGD can 
fully benefit from ITSS consolidation.  

There are three areas of EGD’s business that would require granting certain ITSS (EI) employees or contractors access to Customer 
Information (CI):  

1. Service Management 

 Service Desk – potential to see customer data while sharing and viewing employee laptop screens, or through the 
inclusion of customer data on a repair ticket 

  Desktop Support – potential to see customer data while configuring devices or completing onsite trouble 
resolutions, e.g. for Customer Care 

2. Productivity Services 

 Deployment Services – Potential to see customer data while accessing employee workstations to configuring 
devices or conduct onsite trouble resolution (2nd level support) 

3. Security Operations 
 IT Operations Centre – potential to see customer data whilst performing forensic investigations 

It should be noted that the potential access to CI in the above three areas will be both infrequent and incidental. The confidentiality of 
such CI will remain protected. 

4.2 Benefits of exemption request being granted 

Section 3 outlined the overall benefit to EGD of consolidating infrastructure services. This section identifies the portion of this overall 
benefit that is at-risk should the Exemption not be granted – estimated to be $633K annually related to RCAM and $642K annually 
related to CAM. EGD has and will continue to implement measures to ensure CI is protected under IT shared service consolidation 
at least as well as it is protected currently, and arguably better given the advantages of the consolidated IT services model and 
control that Enbridge has over its employees, contractors and IT systems.  

4.2.1 Service Management savings for EGD under enterprise model 

4.2.1.1 Service desk  
As a consequence of ITSS consolidation, the number of enterprise-wide service desk FTE’s has been reduced from 38 down to 30. 
EGD requires the Exemption in order to fully participate in this new model. Currently, EGD has 8 contractors operating the EGD 
service desk. This temporary arrangement increases EGD specific costs.  

To calculate the cost efficiencies of EGD moving to the enterprise service desk, we compare current state costs with the CAM 
apportionment EGD will receive in the enterprise-wide model. 

The estimate for EGD’s pre-ITSS service desk is eight contractors and 50% of a supervisor’s time, the costs of which are: 

Position Quantity Rate/hour Hours/year Total annual cost 

Service Desk contractor 8 $30 1,880 hours $451K 

Service Desk supervisor 0.5 - - $50K 

Total $501K 
 

The initial estimate for the consolidated enterprise-wide service desk is 30 contractors and a full time supervisor, the costs of which 
are: 
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Position Quantity Rate/hour Hours/year Total annual cost 

Service Desk contractor 30 $30 1,880 hours $1,692K 

Service Desk supervisor 1 - - $100K 

Total $1,792K 
 

From the perspective of CAM, EGD will receive 23.51% of this total cost through CAM (based on FTE proportion) and therefore 
EGD’s total costs would be approximately $421K. The difference between the two cost forecasts for EGD is $501K – $421K =  

$80K of service desk savings per year related to CAM if the Exemption is granted 

The RCAM amount would be $429K, resulting in $501K - $429K =  

$72K of service desk savings per year related to RCAM if the Exemption is granted  

Qualitative benefits – in addition to these cost savings, there will also be service improvements in that there would now be 
dedicated agents 24/7 for service desk compared to the current model which involves part-time data center technicians logging 
service desk calls overnight for the following morning. 

4.2.1.2 IT service management tool  
EGD has migrated to the enterprise-wide ServiceNow platform from the legacy Remedy platform. This results in: 

 Reduced operational support FTE’s by 1.25, equating to approximately $100K per year 
 Reduced server maintenance (SM) costs by retiring 10 Remedy servers, saving approximately $30K per year 

$130K of ITSM savings per year, from an RCAM and CAM perspective 

In addition, there are capital savings as EGD would no longer be required to pay for Remedy upgrades, which amount to 
approximately $474K per year. These savings could be used elsewhere within EGD addressing priority capital needs. Assuming a 7 
year useful life, this would result in: 

$68K of savings from depreciation per year, from an RCAM and CAM perspective  

Currently the entire service desk team (support and agents) are designated as EGD employees or contractors, allowing EGD to 
comply with ARC from a customer confidentiality perspective. However this approach does not accurately reflect the current 
enterprise model and results in significant additional accounting manipulation in order to correctly allocate the increased cost of the 
EGD employees to the other affiliates. Being approved for the exemption would allow EGD to move the team to EI and have the costs 
allocated to EGD through the CAM process as appropriate.  

 

4.2.2 Productivity Services savings for EGD under enterprise model 

4.2.2.1 Deployment Services 
EGD is moving from an HP Client Automation (HPCA) software tool to an enterprise System Center Configuration Manager (SCCM) 
tool. If the Exemption is not granted, then EGD would have to have a separate individual subscription of the enterprise SCCM tool at 
an additional cost amounting to $64K per year. 

$64K of savings per year if Exemption is granted, from an RCAM and CAM perspective 

4.2.3 Security Operations savings for EGD under enterprise model 

4.2.3.1 IT Operations Center (ITOC) 
EGD is leveraging the services from the enterprise IT operations center and benefiting from multiple security monitoring tools such as 
Splunk for security event and information management, RSA Archer for Governance, Risk and Compliance, Nessus for vulnerability 
detection as well as FireEye for threat detection. Personnel in the ITOC are also responsible for forensic investigations, and the 
gathering of supporting data during these investigations may result in incidental contact with customer information.   If the Exemption 
is not granted, then EGD would need to have a separate team to provide the same services for forensic investigations and associated 
analysis. The annual cost for having a separate security operations team for EGD will be $300K. 

$300K of IT Operations Center savings per year if Exemption is granted, from an RCAM and CAM perspective 
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4.2.4 Summary of ‘at risk’ benefits 

A summary of the above at-risk savings is illustrated in the table below: 

Year: 2015 Status Quo ITSS Consolidation Savings 

 EGD EI (CAM) EI (RCAM) CAM RCAM 

Operating Costs      

Service Desk $501,000 $421,000 $429,412 $80,000 $71,588 

Service Mgt. Tool $130,000 - - $130,000 $130,000 

Deployment Services $64,000 - - $64,000 $64,000 

IT Operations Center $300,000 - - $300,000 $300,000 

 $995,000 $421,000 $429,412 $574,000 $565,588 

Depreciation      

Service Mgt. Tool $67,714 - - $67,714 $67,714 

(7yr useful life)  $67,714 - - $67,714 $67,714 

      

TOTAL $1,062,714 $421,000 $429,412 $641,714 $633,302 
 

4.3 Protection of EGD Customer Information 

4.3.1 Contractual obligations (Intercorporate Services Agreements) 

EGD has, and will continue to have, Intercorporate Services agreements (ISAs) with all its affiliates, including Enbridge Inc. ISAs 
outline the terms and conditions around services provided by EGD to its affiliates; in the case of agreements on behalf of EGD IT, 
these agreements can contain schedules for professional services, infrastructure services, application support and/or hosting. ISAs 
also exist for services provided by Enbridge Inc. to EGD, with service schedules pertaining to a number of IT services, including IT 
shared services. These agreements will continue to exist going forward. 

4.3.2 ARC awareness and training 

Within EGD, all employees and provisioned contractors must complete the mandatory online ARC training provided in Enbridge’s 
Learning (eLMS) upon hire and every 3 years thereafter. EI’s ITSS staff will also complete this training.  

In addition, EGD is in the process of creating an ARC FAQ document to circulate to all ITSS to raise awareness and reinforce 
employees on what is required to comply with the ARC.  

4.3.3 Enbridge Statement on Business Conduct and related policies  

All Enbridge employees and provisioned contractors must complete online Statement on Business Conduct (SOBC) training annually 
and certify compliance with the SOBC and related Enbridge policies, such as the compliance policy, privacy policies, records 
management policies and acceptable use of computing assets policy (AUCAP). Failure to report non-compliances or to certify 
compliance may result in disciplinary action up to and including termination. Unauthorized use or disclosure of CI is a serious 
violation of company policies that will attract severe discipline and possibly termination of the responsible employee(s) or 
contractor(s). All new hires are also required to complete the “New Hire Onboarding Learning: Statement on Business Conduct” via 
eLMS training and other specific training relevant to their job functions. For instance, ITSS staff will receive specific privacy and IT 
standards training upon hire.  

Enbridge’s AUCAP sets out overall expectations of using computing assets and information. Unacceptable use of Enbridge 
Computing Assets is defined as usage that exposes Enbridge to security, privacy and litigation risks. These risks include, but are not 
limited to: 

Course: ARC for Employees 

Delivery Type: Web-based Training 

Description: The purpose of the ARC Online I and II courses is to ensure that all employees and certain provisioned 
contractors have a clear understanding of the Ontario Energy Board’s Affiliate Relationships Code (ARC). 
This training is mandatory for EGD employees and must be completed every 3 years. 
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 Using the system for illegal, defamatory, harassing, threatening or obscene communications 
 Tampering with, or attempting to defeat or circumvent, any security measures and controls 
 Gaining unauthorized access to Enbridge Computing Assets or information 
 Using computing assets in a manner that directly, or indirectly, interferes with authorized use 
 Where applicable, sending Commercial Electronic Messages (CEMs) via e-mail, text messaging, or social media platforms 

without adhering to the proper consent and form requirements as required by the Canadian Anti-Spam Legislation (CASL) 
and outlined in the Enbridge CASL Standard 

As noted, contravention of this policy may result in disciplinary action up to and including termination. 

4.3.4 Records Management Policies and Training 

Enbridge has published an “Information Classification Standard” on its intranet. Under this standard, Consumer data is classified as 
“Confidential”. Employees must follow these guidelines for information processing and storage; 
 

Electronic storage 
location  

Managed and monitored servers.  

Enbridge desktop or encrypted memory device.  

Electronic storage 
protection  

Validated strong passwords or multifactor authentication  

Physical storage 
protection  

Store in locked container (i.e. desk drawer, file cabinet); restrict access to authorized 
people  

Granting of access  
READ: Information owner designates by individual  

UPDATE: Information owner designates by individual  

Electronic transmission  Encrypted  

Faxing  
Restrict access to sending machine during transmission, and notify recipient to stand by 
for receipt of fax and confirm delivery  

 
Compliance – Currently all EGD servers are built and managed by EGD staff. This will continue in future thereby ensuring that EGD 
maintains control over who has direct access to CI. Examples of this are discussed below. 

Access to raw data on the servers is protected by using structured databases such as Oracle which can only be interpreted by the 
appropriate Oracle tool and Data Base Administration (DBA) access. 

 All DBA access is controlled by special DBA user ID’s limited to EGD personnel 
 These DBA user IDs are managed with a tool known as Password Vault 

 Access is given to developers using tools such as Oracle SQL Developer. This requires the authorized use of the tool 
(requested via Service Now) and DBA granting permission to read information in the database 

End-User access to all consumer information is limited on a “need to know” basis through various applications. 

 Access to these key applications requires the approval of a formal request which is directed to the security team via 
workflow for set up 

 Formal request process is our ServiceNow IT request system which is integrated to an identity access management tool 
called SailPoint 

 Request is logged and sent via workflow to an authorized approver 
 Approved requests are sent to another team to ensure separation of duties for set up 
 Audit trails of requests, approvals are available to ensure compliance to this process 

4.3.5 Periodic Auditing 

EGD performs periodic access reviews of its major systems, including the Customer Information System (CIS) to ensure that 
application and data access is only available to applicable EGD personnel. In addition, Sarbanes-Oxley controls and auditing validate 
that these reviews are held and are a further confirmation that customer data is protected through access reviews. 

4.3.6 Customer Information safeguards under ITSS 

As discussed above in section 4.1, ITSS staff will have very limited and only incidental access to CI through the provision of help 
desk and desktop services. ITSS staff will not have direct access to EGD’s IT databases that store CI. EGD has and will continue to 
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implement measures to ensure CI is protected under ITSS at least as well as it is protected currently, and arguably better given the 
advantages of the consolidated ITSS model and control that Enbridge has over its employees, contractors and IT systems.  

Also of note is the fact that the RCAM agreement between EGD and EI requires all corporate services to be provided in accordance 
with ARC and that confidential and personal information be protected and used only for the purpose of providing the services. Finally, 
no foreseeable competitive advantage could be gained by any of the other Enbridge companies that will be served under the ITSS 
model. Other Enbridge energy companies operating in Ontario are either Wind or Solar farm operations or National Energy Board 
regulated oil pipelines and as such should not be a concern for the OEB.  

Note that Tidal Energy is also an affiliate of Enbridge Gas that conducts natural gas marketing activity in Ontario for industrial and 
wholesale customers. Tidal Energy buys, sells, transports and provides storage for natural gas. Tidal Energy does not provide energy 
services in the retail energy market. 

4.3.7 IT Operations Centre 

The IT Operations Center performs multiple tasks such as: 
 Virus/Malware detection and remediation – Security Analysts respond within defined standards to viruses or malware found 

on work computers, and work quickly to disconnect infected computers from the network to ensure the infection does not 
spread. 

 Forensic investigations – Security Analysts perform investigations are requested by the Chief Compliance Officer and/or 
Gas Distribution Compliance Officer to gather electronic data and evidence and present in a format as requested. 

 Security Use Case Investigation/Response – Security tools are configured to trigger on multiple security threats such as 
multiple login attempts, malicious connections from the internet, phishing e-mail investigation, etc. – and Analysts review 
each use case incident. 

 Cyber Incident Response – Mobilized response to severe security attacks or vulnerabilities  
 Vulnerability Management – Identifies, catalogs and reports vulnerabilities to business owners so that patching can be 

implemented  

The Enterprise Security team performs enhanced security checks on all staff before they are hired into the IT Operations Center.  
Analysts who perform forensic investigations undergo additional training and as part of the certification abide by an industry code of 
ethics. 
 
The following controls are in place so that the security team cannot misuse the CI they access as part of their job, particularly the 
forensic investigation: 

 All forensic investigations relating to EGD are authorized and closely supervised by the Gas Distribution Compliance 
Officer/Privacy Officer, and CI would only be collected and retained in relation to an issue involving that customer.  The CI 
would be retained by EGD and treated in accordance with Enbridge privacy policies 

 Regular internal and external audits are performed on the IT Operations Center to verify controls and proper compliance of 
staff.  
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5 Appendix 

5.1 Gartner Benchmarking 

5.2 Business Case Financials 

5.3 Accenture Market Research 
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ITSS Consolidation Business Case
External 3rd Party Costs

Functional Area CapEx % as % of Cost Average Cost Assumed Depreciation
Servers 39% 7,700,000 3,003,000
Storage 60% 3,300,000 1,980,000
End User 39% 4,500,000 1,755,000
Service Desk 5% 1,600,000 80,000
Data N/W 39% 2,600,000 1,014,000
Voice N/W 39% 4,500,000 1,755,000
Security 39% 1,000,000 390,000
Project Management 0% 1,000,000 0
TOTAL - 26,200,000 9,977,000

Source: EGD ITSS Market Assessment by Accenture Final

Filed:  2015-08-06 
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ITSS Consolidation Business Case
ITSS Capital History

Depreciation that will be sent to GD through CAM
2014 2015 2016 2017 2018
5,043 126,757 216,873 306,989 397,106

102,141 160,298 230,868 301,438 372,007
152,047 299,241 520,275 741,309 962,344
22,189 25,374 31,254 37,135 43,016
34,010 96,985 180,274 263,563 346,852
40,221 131,778 295,433 459,087 622,741

295,374 852,839 1,320,783 1,788,727 2,256,671
0 0 96,109 192,218 288,327

651,026 1,693,272 2,891,870 4,090,467 5,289,065

Local Depreciation of ES Assets in GD

14,398,907 14,843,909 14,843,909 14,843,909 14,843,909

All GD Depreciation of ITSS Assets

15,049,932 16,537,181 17,735,779 18,934,376 20,132,974
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APPENDIX 5.3 
 

Accenture Market Research 
 

 
Appendix 5.3 has been filed in confidence with the Ontario Energy Board. 
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APPENDIX C 
 
The Service Desk could have access to customer information when they receive an e-mail 
requesting assistance for troubleshooting an Enbridge Gas business application.  Note the 
Service Desk does not have access to the application storing the customer data.     
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APPENDIX D 
 
ITSS Contractors could have potential access to customer data by providing e-mail support.  
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