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OPEN BILL ACCESS: SUPPLEMENTARY PARTIAL SETTLEMENT PROPOSAL – 

SUPPLEMENTARY EVIDENCE 
 

Introduction 

 

1. Enbridge Gas Inc. (Enbridge Gas), on October 23, 2019 filed with the Ontario 

Energy Board (the Board) a Supplementary Partial Settlement Proposal (October 

Settlement Proposal) in relation the continuance of the Open Bill Access (OBA) 

Program. On November 11, 2019, the Board issued Decision and Procedural Order 

No. 8 for the EB-2018-0319 proceeding approving the October Settlement Proposal.  

 

2. The October Settlement Proposal approves the continuation of the OBA Progam 

until the earlier of: the time when Enbridge Gas files an application to expand the 

OBA services into the Union Gas service area; or the end of Enbridge Gas’s 

deferred rebasing period.  

 

3. The October Settlement Proposal identifies items that were relevant to Enbridge 

Gas’s request to continue the OBA services. The Parties settled all items but two, 

which have been submitted to the OEB for its determination. The two unsettled items 

are the following: 

 

i) What control should OBA customers have over the addition, removal and 

reinstatement of third party charges on their Enbridge Gas bill through the OBA 

services? 
  
ii) What restrictions, if any, should be placed on billing OBA customers for 

penalties, exit or termination fees, or similar charges through the Enbridge Gas 

bill? 
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4. Enbridge Gas agreed to provide brief supplementary evidence about its current 

approach and practices relevant to each of the unsettled items. 

 

5. Exhibit B, Tab 2, Schedule 2 relates to unsettled item number i) and Exhibit B, Tab 

2, Schedule 3 relates to unsettled item ii). 
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OPEN BILL ACCESS SUPPLEMENTARY EVIDENCE: CURRENT OBA COMPLAINT 

AND DISPUTE MANAGEMENT PROCESS 
 

1. Enbridge Gas’ current dispute and complaint management process for the OBA 

Program is set out below. It is consistent with section 7.6 of the OBA Agreement, a 

copy of which is reproduced at Attachment 1 to this Exhibit.  A full version of the 

current OBA Agreement is found at Exhibit B, Tab 1, Schedule 1.  The operational 

details of the dispute and complaint management process are set out in section 3.7 

of the OBA Biller User Manual, a copy of which is included as Attachment 2 to this 

Exhibit.  A full version of the OBA Biller User Manual is attached to the response to 

BOMA interrogatory #6.  

 

Dispute Process 

2. If an OBA customer calls Enbridge Gas to dispute a charge from a Biller, the dispute 

is logged in the Enbridge Gas Dispute Tracker, and it is reported to the Biller in the 

daily dispute report.   Depending on the details provided, the dispute is logged as 

“CPA” or “non-CPA”. CPA refers to the Ontario Consumer Protection Act, 2002.   

A “CPA” dispute involves an allegation that the Biller has failed to comply with 

obligations under the CPA (such as incomplete disclosure, failure to provide a 

cooling off period, or improper door-to-door transaction, misrepresentation and 

failure to provide a copy of the contract ).  A “non-CPA” dispute does not relate to an 

allegation of non-compliance with the CPA.   

 

3. As of July 30, 2019 Enbridge Gas customers with an online account may elect to 

initiate the dispute process online.  The option for an OBA customer to raise 

disputes by calling Enbridge Gas remains in effect. 
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4. In terms of timing, Enbridge Gas begins measuring elapsed time as soon as a 

dispute is logged in Enbridge Gas’ Dispute Tracker.  There are two scenarios: 

 

a) The dispute is a non-CPA dispute. In this instance the Biller has 45 days 

to resolve the dispute; and  

b) The dispute is a CPA dispute. In this instance the Biller has 15 days to 

resolve the dispute.  

   

5. There are three high-level outcomes:  

 

i. A charge is taken off the bill when the Biller resolves it with the customer 

and agrees not to bill further charges and/or credits the previous billed 

charges;  

ii. The Biller does not resolve the dispute in the time specified.  Enbridge 

Gas then removes the disputed charge(s) from the bill. Enbridge Gas also 

blocks that product from being billed  to that customer from that Biller 

going forward; or 

iii. The customer agrees to the charges and pays the bill. In this instance  the 

dispute is resolved and the billed item remains and will continue to be 

charged to the customer in the future.  

 

6. If the Biller informs Enbridge Gas that the dispute is resolved then it is recorded as 

resolved. If the customer calls again to say the dispute is not resolved, the dispute 

process restarts. In this instance, however, the Biller only has the remaining days 

from the original dispute start date to resolve the dispute. 
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7. If the dispute is reinstated by the customer after the expiry of the 45 or 15 days time 

limit, the Biller is given 5 business days to resolve the dispute. If the dispute is not 

resolved then the charges are credited back to the customer (and charged back to 

the biller). 

 

8. In the response to Vista interrogatory #4 Enbridge Gas provided the number of 

disputes by bill type code under the OBA program from 2014 to 2018. Enbridge Gas 

has now determined that some of the disputes noted in the table included in that 

response were counted more than once in certain instances. An updated 

interrogatory response to Vista #4 is provided in Attachement 3 to this Exhibit.  

 
9. The number of disputes per year relative to the total number of bills issued per year 

is shown in Table 1. Enbridge Gas notes that the number of disputes per year as a 

percentage of total bills per year is very small.  The information contained in Table 1 

comes from the response to HVAC interrogatory #29 which is included in 

Attachment 4 to this Exhibit and the updated response to Vista #4 contained in 

Attachment 3 to this Exhibit. 

 
Table 1: Total Disputes per Year and Total Number of Bills per Year  

 

2014 2015 2016 2017 2018
Total Disputes 27,402 30,819 26,601 25,272 26,373
Total Number of Bills 17,235,033 17,218,806 17,071,374 16,945,352 16,834,525
Disputes as a Percentage of Bills 0.16% 0.18% 0.16% 0.15% 0.16%
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then have a period of sixty (60) days within which to satisfy such third party claim, upon the prior 
written approval of the Indemnified Party of such settlement.  Failing any settlement of the third party 
claim, the Indemnifier shall within ten (10) days of the end of such period give notice to the Indemnified 
Party as to whether it intends to dispute such third party claim and participate in or assume the defense 
thereof or not so dispute, participate in or assume.  If the Indemnifier fails to provide such notice, the 
Indemnifier will be deemed to have provided notice that it will not so dispute, participate in or assume. 

7.5 Limitations 

7.5.1 Subject only to Subsection 7.5.2, and notwithstanding any other provision of this 
Agreement, (A) the liability of each Party and their respective directors, officers, 
employees and agents to the other Party, whether founded in tort or breach of contract 
or otherwise, shall be limited to the loss sustained by such other Party as a result of 
direct damage sustained by such other Party, and (B) each Party's maximum aggregate 
liability to the other Party under any provision of this Agreement, whether founded in 
tort or breach of contract or otherwise, shall not exceed an amount equal to the last 
twelve (12) months of Billing Fees paid under this Agreement, or, where less than 
twelve (12) months have elapsed, twelve (12) times the average of the monthly fees 
paid or payable by the Biller during such shorter period. 

7.5.2 The limitation in Subsection 7.5.1 shall not apply in respect of:  (A) the obligation of the 
Company to pay any Payment Amount to the Biller as provided in this Agreement,  (B) 
the liability of either party for a breach of its obligations under Article X;  and (C) the 
liability of a party for any claim to the extent arising as a result of (i) the fraud, gross 
negligence or wilful misconduct of such party, or (ii) the misappropriation, unlawful 
disclosure, or use of a third-party's intellectual property (except that the exception in 
clause 7.5.2(C)(ii) shall not apply in respect of the Biller's use of certain software made 
available to the Biller by the Company as contemplated in Subsection 3.3.2). 

7.5.3 For certainty, (A) a Party shall not be liable for any indirect or consequential losses, 
including loss of profits, business interruption losses, or any losses as a result of claims 
by third parties, and (B) in no event shall a Party be liable for any aggravated or non-
compensatory damages, including punitive or exemplary damages, whether by statute, 
in tort or contract. 

7.5.4 The limitation in Subsection 7.5.3 shall not apply in respect of: (A) the liability of either 
party for a breach of its obligations under Article X;  and (B) the liability of a party for 
any claim to the extent arising as a result of the misappropriation, unlawful disclosure, 
or use of a third-party's intellectual property (except that the exception in clause 
7.5.4(B) shall not apply in respect of the Biller's use of certain software made available 
to the Biller by the Company as contemplated in Subsection 3.3.2). 

7.6 Disputes between Customer and Biller 

The following provisions shall apply if any Customer shall:  (A) make any claim in relation 
to any breach of a Customer Services Agreement by the Biller, or (B) cancel or repudiate a Customer 
Services Agreement or claim the right to do so, or (C) dispute the existence of a Customer Services 
Agreement, or (D) assert any counterclaim, defense, or offset against amounts due for the Customer 
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Services, or refuse to pay any amount for which it is invoiced hereunder based on any of the foregoing 
(each, a "Customer Billing Dispute"): 

(a) the Company shall forthwith notify the Biller of the existence of the Customer
Billing Dispute, and to the extent the Biller, rather than the Company, receives
notice of the Customer Billing Dispute, the Biller shall forthwith notify the
Company of the existence of such Customer Billing Dispute;

(b) the Company shall notify the Biller of the particulars of each Customer Billing
Dispute, including the At-Issue Amount, as and to the extent the Company
becomes aware of such particulars;

(c) the Company shall be entitled, in its sole and absolute discretion, at any time
thereafter and upon notice to the Biller, to:

(i) not make any changes to the Service Bill for such Customer in respect of
the relevant Customer Services, or the corresponding future Customer
Services charges, which are the subject of the Customer Billing Dispute;
or

(ii) remove from the Service Bill for such Customer the relevant Customer
Services, and the corresponding future Customer Services charges,
which are the subject of the Customer Billing Dispute;  or

(iii) (A) remove from the Service Bill for such Customer the relevant
Customer Services, and the corresponding future Customer Services
charges, which are the subject of the Customer Billing Dispute;  and (B)
as part of the relevant Reconciliation pursuant to Section 4.4, deduct or
net out from the amount otherwise to be paid to the Biller an amount
equal to the Customer Services charges (including applicable Taxes) at
issue in the dispute (the "At-Issue Receivable") multiplied by the Biller
Percentage (the product being the "At-Issue Amount"), which
deduction or net-out shall reduce the Company's obligation to pay the
Payment Amount by an amount equal to the At-Issue Amount;  and (C)
refund to the relevant Customer the full amount of any At-Issue
Receivable, in respect of which the At-Issue Amount has been so
deducted or netted-out;  and (D) have such At-Issue Receivable
removed from the Customer’s bill; and (E) adjust the Company's records
accordingly;

notwithstanding the Company’s right in Subsection 7.6(c)(iii)(C) to refund to the 
Customer the full amount of the At-Issue Receivable, if the At-Issue Receivable 
which is part of the Customer Billing Dispute includes Customer Services charges 
which were billed to the Customer more than two (2) years prior to the date on 
which the notification is given pursuant to Subsection 7.6(a), then, except where 
the matter is the subject of litigation involving the Customer Billing Dispute, the 
Company shall not refund that part of such At-Issue Receivable which was billed 
to the Customer more than two (2) years prior to such notification date; 
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for certainty, if the Company takes the actions and exercises its rights as set out 
in Subsection 7.6(c)(i), it shall not be precluded, in its sole and absolute 
discretion at any time thereafter, from taking the action and exercising its rights 
as set out in Subsection 7.6(c)(ii) or Subsection 7.6(c)(iii), and if the Company 
takes the actions and exercises its rights as set out in Subsection 7.6(c)(ii), it 
shall not be precluded, in its sole and absolute discretion at any time thereafter, 
from taking the action and exercising its rights as set out in Subsection 7.6(c)(iii); 

(d) the Biller shall use commercially reasonable efforts to resolve the Customer
Billing Dispute with the Customer, and

(i) where the Customer Billing Dispute is not in respect of any matter to
which the Company determines, in its sole discretion, the Consumer
Protection Act applies, then the Biller shall use commercially reasonable
efforts to resolve the Customer Billing Dispute with the Customer within
forty-five (45) days of the notification given pursuant to Subsection
7.6(a);  or

(ii) where the Customer Billing Dispute is in respect of any matter to which
the Company determines, in its sole discretion, the Consumer
Protection Act applies, then the Company shall notify the Biller of such
determination and the Biller shall use commercially reasonable efforts
to resolve the Customer Billing Dispute with the Customer within fifteen
(15) days of the notification given pursuant to Subsection 7.6(a);

in either case, the "Resolution Period"; 

(e) if the Customer Billing Dispute is not resolved within the applicable Resolution
Period, then the Company shall be entitled thereafter to take the actions and
exercise its rights as set out in Subsection 7.6(c);

(f) the Biller shall regularly and fully inform the Company regarding the status of
each Customer Billing Dispute (including particulars of the matter at issue, the
Biller's position and the reasons therefore, and how the Biller intends to resolve
it), and, without limiting the foregoing obligation of the Biller, the Biller shall
fully inform the Company regarding such status of any Customer Billing Dispute
within two (2) Business Days of receipt of a request from the Company in such
regard;

(g) at any time and from time to time, the Company may contact the Customer
directly to discuss the status and particulars of the relevant Customer Billing
Dispute;

(h) if a Customer Billing Dispute is resolved, then the Biller shall forthwith so notify
the Company, including the particulars of such resolution, and any amount to be
billed to the Customer by the Company as a result of such resolution shall be
treated in the usual manner under this Agreement;
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(i) a Customer Billing Dispute shall not be considered to have been resolved if the
Company is notified by the Biller that a Customer Billing Dispute has been
resolved, and the Company is subsequently advised by the Customer, or its
representative, that the Customer Billing Dispute has not been resolved;  and

(j) in no event, and notwithstanding any action or inaction by the Company in
respect thereof, shall the Company have any responsibility or liability with
respect to any Customer Billing Dispute or any At-Issue Receivable or any action
taken by the Company pursuant to this Section 7.6 or in respect of such
Customer Billing Dispute, provided the Company has acted reasonably in the
circumstance.

7.7 Disputes Between the Parties 

7.7.1 Mechanism for Resolution of Disputes - With the exception of i) the exercise of rights by 
the Company pursuant to Section 7.6 or ii) the exercise of rights of termination pursuant 
to Sections 8.4, 8.5 or 8.6, all disputes, claims, questions or differences between the 
Parties arising out of or in connection with this Agreement or its performance, 
enforcement or breach (each a “Services Dispute”), shall be resolved in the manner set 
out in this Section 7.7.  For certainty, if the Company exercises its rights under Section 
7.6 or if a Party gives to the other Party a notice pursuant to Section 8.4, 8.5 or 8.6, then 
the Biller or such other Party, as the case may be, shall not be entitled to pursue 
resolution of any Services Dispute related thereto pursuant to this Section 7.7. 

7.7.2 Notice of Dispute - A Party claiming that a Services Dispute has arisen must forthwith 
give written notice (a "Dispute Notice") to the other Party specifying the nature of the 
dispute, the relief sought and the basis for the relief sought. 

7.7.3 Meeting between Parties - Within five (5) Business Days following delivery of a Dispute 
Notice by either Party, the Parties must commence the process of attempting to resolve 
the Services Dispute by referring such Services Dispute to their respective 
representatives within their organizations and shall cause their respective 
representatives to meet, discuss and negotiate in good faith with the intention of 
reaching a just and equitable solution satisfactory to both Parties. 

7.7.4 Binding Arbitration - If the Services Dispute is not resolved to the satisfaction of the 
Parties within fifteen (15) Business Days after delivery of the Dispute Notice, then either 
Party may, upon notice to the other Party (the "Arbitration Notice"), at any time 
thereafter require the Services Dispute to be resolved by binding arbitration pursuant to 
this Section 7.7.4: 

(a) The Services Dispute shall be finally settled by arbitration in accordance with the
provisions of the Arbitration Act, 1991 (Ontario) based upon the provisions of
this Section 7.7;

(b) The arbitration tribunal shall consist of one arbitrator appointed by mutual
agreement of the Parties, acting reasonably, within ten (10) Business Days
following delivery of the Arbitration Notice.  If the Parties are unable to
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mutually agree on an arbitrator within such period, either Party may apply to a 
judge of the Ontario Superior Court of Justice to appoint an arbitrator. The 
arbitrator shall be qualified by education and training to rule upon the particular 
matter to be decided, shall be independent of each of the Parties and shall have 
reasonable experience in arbitrating business disputes; 

(c) The arbitrator shall be instructed that time is of the essence in the arbitration
proceeding and, in any event, the arbitration award must be made within sixty
(60) days of the receipt by one of the Parties of the Arbitration Notice;

(d) The arbitration shall take place in Toronto, Ontario, and the language of the
arbitration shall be English;

(e) To the fullest extent permitted by Applicable Laws, any controversy concerning
whether a Services Dispute is an arbitral matter or as to the interpretation or
enforceability of this Section 7.7 shall be determined by the arbitrator.  The
arbitration award shall be given in writing and shall be final and binding on the
Parties, not subject to any appeal, and shall deal with the question of costs of
arbitration and all related matters. The costs of arbitration include the
arbitrator's fees and expenses, the provision of a reporter and transcripts,
reasonable legal fees and disbursements and reasonable costs of preparation.
After completion of the arbitration an action may be initiated by the Parties in
court only for the purpose of enforcing the decision of the arbitrator and
recovery of the costs incidental to the arbitration;

(f) Subject to Article X, and except as may lawfully be required in judicial
proceedings relating to the arbitration or otherwise or as may be required by
Applicable Laws, the Parties agree that the arbitration shall be kept confidential
and that the existence of the proceeding and any element of it (including any
pleadings, briefs or other documents submitted or exchanged, any testimony or
other oral submissions and any awards) shall not be disclosed beyond the
arbitrator, the Parties, their counsel and any person necessary to the conduct of
the proceeding; and

(g) In no case shall the Company delay, cease or threaten to delay or cease the
provision of any Billing Service pending the resolution of a Services Dispute,
other than where the estimated aggregate monetary value of the then
outstanding Services Disputes exceeds either 20% of the Billing Fee otherwise
owing by the Biller to the Company for the relevant Billing Periods or 20% of the
Actual Billed Amounts for the relevant Billing Periods (as applicable, depending
on the nature of the Services Disputes(s)). Subject to the foregoing, pending the
resolution of any Services Disputes, the Biller shall pay to the Company one-half
of the Billing Fee plus applicable Taxes otherwise payable pursuant to Article IV
in respect of the Billing Services provided by the Company that relate specifically
to the Services Dispute.  Following resolution of the Services Dispute, the Biller
shall reimburse the Company for any underpayment and the Company shall
reimburse the Biller for any overpayment, as the case may be, but in each case
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Section 3.5 Daily and Month End Reporting 

EGD provides detailed daily and monthly financial and operational reports. Reports will 
be made available on EGD’s secure SFTP server for downloading, and can be opened 
with Microsoft Excel. See Chapter 8 for sample reports and how to read them. 

Section 3.6 Customer General Inquiries 

The EGD Call Center handles general inquiries related to Biller charges. Customers 
with detailed inquiries will be advised to contact the relevant Biller directly.  The Biller 
must notify the EGD Biller Hotline if their call centre or customer service 
department will be unavailable for a significant amount of time (for example, due 
to technical or resource issues) so EGD can prepare for increased customer 
calls. The following table lists examples of general inquiries which EGD would handle: 

Question Answer 

“There is a charge under Biller XXX. What 
is this for? Why is it on my EGD bill?” 

EGD will describe the OBA Service and provide the 
Customer with Biller contact information if further details 
are required. 

“My rental unit is not working - can you 
send someone to fix it?”   

EGD will direct the Customer to call the Biller. 

“I want to buy out my merchandise from the 
Biller. What should I pay?” 

If the Biller used the Loan functionality described above, 
the EGD Customer Service Representative will be able 
to provide the buyout information directly to the 
Customer. 
If the Biller did not use the Loan functionality described 
above to bill these charges, the Customer will be 
referred back to the Biller for the buyout information. 

“I don't agree with the charge from the 
Biller.” 

EGD will initiate a Customer Billing Dispute and notify 
the Biller of the dispute and the date that it must be 
resolved by.  If left unresolved after the due date then 
the Customer will get a credit and the Biller’s charges 
will be removed from the Customer’s Service Bill and 
new transactions sent by the Biller for this Customer 
with the same Bill Type Code will be blocked. 

Section 3.7 Customer and Biller Dispute Handling 

EGD provides a tracking service for disputes between Billers and Customers, but it is 
the Billers’ responsibility to manage customer relations and resolve conflicts.  In the 
case of Customer inquiries regarding the Biller charges, the EGD Call Centre will 
provide details on the billed items including the amounts billed, balances on account, 
billing schedule etc., and any specifics about EGD charges. For any queries pertaining 
to Biller services, their charges, and the specifics of Biller Customer Services, the EGD 
Call Centre will provide the Customer with the Biller’s contact information. 
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If a Customer calls EGD to dispute a Biller’s charge then EGD will inform the Biller via 
the daily Disputes Report and begin tracking the case.   The Disputes Report identifies 
the “Date Dispute must be solved” for each Customer Billing Dispute. 

Customer Billing Disputes are deemed “closed” in the disputes tracking system if either 
of the following occurs: 

 the Customer Billing Dispute is closed in the tracking system by Biller (status
updated to “cancelled”).  The Biller may close the Customer Billing Dispute in
the tracking system if it has resolved the dispute with the Customer (for
example, the Customer agrees to pay for the Customer Services, agrees to a
credit to settle the Customer Billing Dispute, agrees to delete the related
charges from the Service Bill, etc.), or the Biller has advised the Customer that
the Biller will remove the charge from the OBA Service; or

 the Customer Billing Dispute  is closed in the tracking system by EGD (status
updated to “completed”).  EGD will close the Customer Billing Dispute if it is not
closed in the tracking system by the Biller by the “Date Dispute must be solved”
identified in the Disputes Report.

Billers have the responsibility to communicate the status of each Customer Billing 
Dispute to the Biller Hotline by email.  If no information is provided by the “Date 
Dispute must be solved”, EGD will close the Customer Billing Dispute in the tracking 
system. 

With respect to Customer resolutions, Enbridge will only accept resolutions from the 
Biller that specifically state that the Customer agrees with the resolution of the 
Customer Billing Dispute.  If the Biller does not state in its resolution submission that 
the Customer agrees with the resolution the Customer Billing Dispute will be deemed 
to be unresolved.  (Please see below with respect to reinstated Customer Billing 
Disputes.) 

If the resolution of the Customer Billing Dispute requires the Biller to delete a 
transaction or provide a credit to the Customer, the Biller must perform such activity 
prior to the Customer’s next billing date immediately following the resolution of the 
dispute.  If the Customer calls EGD in respect of a credit or deletion that was not 
performed by the Biller prior to the Customer’s billing date, the Customer Billing 
Dispute may be reinstated. 

If EGD closes the Customer Billing Dispute then the Customer will be credited the 
amount in dispute and future transactions sent through the CIS OBA Service interface 
for that Customer will be blocked at the Bill Type Code level until the dispute is 
resolved with the Customer.  When the Customer Billing Dispute is resolved with the 
Customer the block is removed. 

Special Considerations for Rate Ready Transactions 

If Rate Ready related Customer Services like Loans, Standing Requests and Rentals 
are the subject of a Customer Billing Dispute, and the Biller determines it does not 
wish to continue billing the disputed Customer Services, the Biller must send a Rate 
Ready delete transaction (Action Type of “D”) to ensure that the charges in dispute do 
not continue to bill. Billers will be able to confirm that the delete transaction has been 

Filed: 2019-11-21, EB-2018-0319, Exhibit B, Tab 2, Schedule 2, Attachment 2, Page 2 of 7



CIS Open Bill Access 
Biller User Manual 

2018-10-26      Copyright © 2018 Enbridge Gas Distribution Inc. All rights reserved. 19

successful by checking the following day’s Dispute Report and their outbound 
Acknowledgement Files.  Note that in conjunction with a Rate Ready delete 
transaction, the Biller should ensure that a credit is submitted if a refund is required, 
otherwise the Customer may reinstate the dispute. 

If the Biller resolves the Customer Billing Dispute with the Customer after the Rate 
Ready Standing Request, Loan or Rental has been removed then it will be the Biller’s 
responsibility to contact the Biller Hotline to notify EGD that the Customer Billing 
Dispute has been resolved with the Customer and then re-add the Standing Request, 
Loan or Rental using a Rate Ready add transaction (Action Type of “A”). 

If EGD closes the Customer Billing Dispute then the following activities will take place: 
 If the Customer Billing Dispute is related to a Rate Ready Standing Request,

the end date of the Standing Request will be changed by EGD to the “Date
Dispute must be solved” plus one day thus stopping this charge.

 If the Customer Billing Dispute is related to a Rate Ready Rental – EGD will
move out the contract selecting 2 (Open Bill - Biller Initiated).  This move out
will not appear on the move report.

 If the Customer Billing Dispute is related to a Rate Ready Loan – EGD will
move out the contract selecting 2 (Open Bill - Biller Initiated).  This move out
will not appear on the move report.

[Remainder of page intentionally left blank.] 
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Flow Diagram of Customer Billing Dispute Process 

The Biller Disputes process flow diagram below illustrates the dispute process. 

Reinstated Disputes 

A reinstated dispute is one where: 
(a) the Customer did not agree with the Biller’s original dispute resolution and

requests that Enbridge reinstate the dispute; or
(b) the Biller did not perform the activities required by the dispute resolution

(e.g. deleting a transaction or providing a credit) within the time period
discussed above.

Reinstated disputes can be identified on the Disputes Report by looking at the 
Reinstatement Indicator field (the 2nd last field on the dispute detail record).  If this 
indicator is greater than zero (>0) then this is a reinstated dispute.   

Previously Disputed Charges 

Billers shall not bill charges that were the subject of, associated with, related to or 
arose out of, a Customer Billing Dispute unless the Customer has agreed to the 
resolution.  This responsibility applies to all Billers that seek to bill such charges, 
regardless of whether the Biller originally submitted the charge that resulted in the 
Customer Billing Dispute, or whether a new Biller is requesting EGD to bill such a 
charge.   EGD reserves the right to delete Rate Ready transactions, block Bill Ready 
transactions, and to credit and reverse all billings of charges associated with, relating 
to or arising out of Customer Billing Disputes unless the Customer has agreed to the 
resolution and rebilling of such charges. 
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Dispute Messages displayed on Customer’s Service Bills: 

There are three dispute bill messages: 
• Active Dispute: The Customer is advised that there is an active dispute

on their account against a specific Biller.  The message identifies the
Biller and the dispute reference number.

• Resolved by Biller:  The Customer is advised that their dispute has
been resolved by the Biller.  The message refers the Customer back to
the Biller if more information is required.

• Resolved by Enbridge:  The Customer is advised that their dispute has
been resolved by Enbridge.  The message advises the Customer that
the Biller may pursue these charges outside of the Enbridge OBA
Service.

• Note: Where multiple disputes are active /resolved, all applicable
dispute numbers will be referenced in the bill message.

• This is an example of the bill message for an active dispute.

[Remainder of page intentionally left blank.] 
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 This is an example of the bill message for a dispute resolved by a Biller.

[Remainder of page intentionally left blank.] 
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 This is an example of the bill message for a dispute resolved by Enbridge.

Section 3.8 Biller Inquiries & Support 

The Transaction File interface will be run daily (every calendar day); however, support 
to the Billers will only be offered during Business Days. Billers with OBA transactions, 
account, and customer information related questions or concerns may contact EGD at 
the Biller Hotline at 1-866-501-8586, or by email to:  

Biller_Inquiry@accenture.com   Hours of operation are Monday to  
Friday, 8am to 6pm (excluding statutory and civic holidays). 

Note: System availability may be limited from time to time due to planned or unplanned 
outages due to maintenance. 

The following are examples of inquiries which the Biller Hotline would handle: 

 Dispute resolutions and questions - “Can you provide more information about a
Customer’s dispute?” 

 Manual enrollment cases - “Can you provide me with an update on Emma case
number #####”, 

 Customer Loan balances and prepayments,
 Creation of Collective accounts (this allows the Customer to get 1 invoice for

multiple child accounts), 
 If the Biller needs help to perform a Product/Service removal or manual

adjustment that the Biller is having problems with, 
 If the Biller needs help to understand the Customer’s invoiced amounts related

to the Biller’s charges, 
 If the Biller needs help with the Miscellaneous address information if the

address is being used for a Customer match, 
 “Is this customer within EGD’s franchise area?”  EGD will determine if the

customer is within or outside of EGD’s franchise area.
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ENBRIDGE GAS INC. 

Answer to Interrogatory from 
Vista Credit (“Vista”) 

Preamble: VISTA would like to better understand the extent of biller/customer 
disputes under the OBA program, and how they are managed by EG. 

Question: 

a) Is it EG’s policy to allow billers to include buyout, liquidated damages, or any other
post-contract charges on customer bills?

b) Are there any rules or restrictions on the inclusion of such charges?

c) Are there specific billing codes to be used for such charges? If so, please indicate
what those billing codes are and how EG identifies such charges.

d) Please provide any data that EG has on the types and numbers of biller/customer
disputes, by year, for each the 5 years ending December 31, 2018.

e) To the extent that EG has a policy for handling of biller/customer disputes beyond
that written into the OBA agreement already filed, please provide a copy of any
such policy. Please include in this response a copy of any EG billing policy related
to OBA biller/customer complaint handling (beyond that already filed as part of the
OBA agreement).

f) Please file copies of any EG customer service representative scripts which
address or reflect EG’s policy on response to biller/customer complaints.

g) Under what circumstances will EG become involved in a biller/customer dispute or
otherwise in customer inquiries regarding the applicability of a biller/customer
contract? Please provide a comprehensive response to this question.

h) Does EG utilize an outside call center for customer service that also represents
any third party biller(s)? If so, please identify the biller(s)?

i) If the answer to part (h) of this question is yes, how does EG ensure that the call
centre maintains separation between its services for EG and its services for the
biller(s) in addressing customer inquiries and otherwise interacting with
customers? Please provide a comprehensive response to this question
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Response 

a) and b) Under the OBA Agreement, the Biller engages the Company to provide Billing
Services in respect of amounts payable by the Customer pursuant to its Customer
Services Agreement with the Biller.  That may include rental buyout and other post-
contract items.  There are a series of covenants, representations and warranties in
the OBA Agreement provided by each Biller with respect to the validity of the
charges that the Biller requests the Company to bill (for example, Section 2.6 of the
OBA Agreement). All charges submitted by a Biller for inclusion on the Company Bill
must meet the requirements set out in the OBA Agreement (including the Manual).

c) The billing code for a buyout is: Bill Type Code 128 – Rental Buyout.  Other billing
codes are set out in the table below.

d) The table below sets out the number of disputes by billing item for the years
requested. This table has been updated to remove items that have been counted
more than once in the previously filed interrogatory response.

Bill 
Type 
Code Bill Type Code Description 2014 2015 2016 2017 2018 
0001 Merchandise      447      437      335      275      235 
0002 Forced Air Furnace   18   17  9      130      248 
0004 Account Set-up   14  6     7     4 
0005 Comm. / Ind. Equipment     1     1  2 
0007 Dishwasher     2 
0010 Air Conditioning      100      202      279      383      411 
0011 Energy Audit     1     1 
0013 Water Heater      211      262      228      254      192 
0014 Humidifier     7   16  7   44      198 
0016 Swimming Pool Heater  3     1     1 
0020 Back Up Generator     3  1     3     3 
0021 Fireplace     1  2     1 
0022 Air Cleaner     1   13      103      782   1,685 
0025 Chimney Liner Charge     6     5  1     6     1 
0026 Ducting / Piping Charge   71   67    82   58   46 

/u 
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0028 Air Filter Program     2   11 
0030 Energy Eff. Products   97      131      123   74   39 
0031 Smart Thermostat      167      209      109      107      126 
0032 Roof Replacement     2  1     3 
0035 Connected Home   30      100 
0036 Hydronic Htg. Equip.     4     7    14     7     3 
0037 Home Energy Monitoring   10     2 
0038 Reduce Carbon Emissions   13     2 
0040 Water Conserv. Prod.  3     2     1 
0041 Home Security System     4     2  1     4     7 
0042 Home Improvements   26   42      363      445      315 
0044 Gas Boiler     4     6  6     4     5 
0045 Window / Door   28   32    36   38   32 
0046 Attic Insulation     1  1     2 
0047 Account Settlement Rental HVAC   53   62    75   62      128 
0048 Acct Settlement Rental Other      296   68    22   32   31 
0049 Electrical Protection  2   56      172 
0050 Kitchen Appliances     1 
0051 Water Heater   6,375   6,854   4,841   4,544   4,560 
0052 Water Heater   80   78    82   65   58 
0053 Space Heater  1     2     3 
0054 Conversion Burner   26   24    18   10     2 
0055 Rental Discount  3 
0056 Space Conditioner   10   13  8   24      151 
0057 Make-Up Air     6     1     1     2 
0059 Heat Exchanger     1  4   12   10 
0060 Furnace      792   1,328   1,427   1,175      925 
0061 Res. HVAC      544      706      734      733      863 
0062 Comm. HVAC   16   28    26   24   36 
0063 Fireplace     1 
0064 Unit Heater     2     3 
0065 Air Conditioner      338      531      666      568      461 
0067 Commercial Water Heater      260      257      214      182      144 
0068 Commercial Conversion Burner     4     6  1     4     2 
0069 Commercial Space Heater     1     1 
0070 Supplemental Equipment     6     3  1     4     8 
0072 Commercial Space Conditioner     2     4 
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0073 Home Services     2  1     1 
0074 Water Softener   62      292      601      960   1,456 
0075 Drinking Water System      201      232      542   1,076   1,649 
0076 Heating Protection Plan   4,241   4,518   3,447   2,546   2,212 
0077 Water Heater Protection Plan     7  2     4     1 
0078 Rooftop Protection Plan     4     1  1     6     6 
0079 Make-Up Air Protection Plan     1  3     2     6 
0080 Unit Heater Protection Plan     7   11    10   16   22 
0081 Plumb / Drains Protection Plan      895   1,079      950      830      845 
0084 Total Home Protection Plan   2,184   2,360   1,947   1,491   1,072 
0087 Boiler Protection Plan   10     6  4     2     6 
0088 Cooling Plan      686      963      880      799      796 
0089 Duct Cleaning Plan   64   92    71   42   39 
0090 Filter Protection Plan     7     9  8     8   13 
0091 Carbon Offset      446      341      232      310   1,005 
0093 Carbon Credit     1  2 
0094 Inspection     1 
0095 Misc Products / Serv.      277      165    12     3     3 
0096 Service Visit Adjustment   72   71    61   46   31 
0097 Service Visit   1,631   1,615   1,149      999      880 
0098 Miscellaneous   44      221      330      271      278 
0100 Payment Protection Plan Prem.   39   26    17   11     9 
0104 Plan Assistance Premium   37   40    27   15   12 
0105 Plan Assistance Premium Adj.     1 
0106 Heating Maintenance Plan   2,298   2,809   2,328   1,713   1,330 
0107 Cooling Maintenance Plan   1,208   1,522   1,404   1,123      891 
0108 Fireplace Maintenance Plan      269      306      269      238      188 
0109 Total Home Plan   85      101    58   71      145 
0110 Protection Plan Adjustment   55   47    33   40   40 
0112 Extended Service Plan Adj. 
0115 Customer Service Sales Adj. 
0116 Heating Protection Plan Adj.   52   94    49   58   40 
0117 Cooling Protection Plan Adj.   12   16    14   11     8 
0118 Heating Maintenance Plan Adj.      195      274      151      103      102 
0119 Cooling Maintenance Plan Adj.   84   92    48   39   40 
0120 Fireplace Maint. Plan Adj.     6     7  2     2     2 
0121 Plumbing/Drain Plan Adj.   17   11    12   14   14 
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0122 Total Home Plan   57   43    18   17   28 
0123 Account Settlement Merchandise   11     5  4     3     2 
0124 Acct Settlement Prot. Plan      453      337      551      585      334 
0125 Account Settlement Rentals      557      469      534      649      692 
0126 Account Settlement Service   50   42    36   25   21 
0127 Customer Relations Adjustment     8     4  8     6   21 
0128 Rental Buyout      401      460      395      423      560 
0129 Rental Removal      164      225      311      255   48 
0130 Rental Adjustment     7   12    17   30      100 
0139 Discount      500      462      222      243      191 
Grand 
Total 27,402 30,819 26,601 25,272 26,373 

e) and f)  Enbridge Gas does not have any additional “policy” related to the
determination or administration of disputes between Billers and Customers.
Enbridge Gas does have a “factsheet” dealing with this topic that has been provided
to its call centre provider.  A copy of that “factsheet”, which includes suggested
customer service representative scripts, is attached.  Names of customers and
Billers included in the sample documents found in the “factsheet” have been
redacted.

g) Enbridge Gas assists Customers in understanding how the dispute process works,
and providing Biller contact information.  Enbridge Gas does not comment on the
“applicability” of the Customer Services Agreement. Enbridge Gas investigates and
determines whether the Biller has complied with its obligations under the OBA
Agreement in billing the Customer.  For example, if the Customer alleges that there
was a misrepresentation when entering into the Customer Services Agreement,
Enbridge Gas will investigate to determine whether the Biller has breached its
obligations under Section 2.6(b), (c) and/or (g) of the OBA Agreement.  Depending
on the results of Enbridge Gas’ investigation, if the charge does not comply with the
Biller’s obligations under the OBA Agreement, Enbridge Gas will remove the charge
from the Billing Services in accordance with the dispute resolution process in
Section 7.6 of the Agreement

h) and i) The Company’s call centre services are provided by Accenture Business
Services for Utilities Inc. (“ABSU”).  Enbridge Gas has been advised that ABSU does
not provide call centre or customer-facing services to any Billers.
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Open Bill Access - Vendor Disputes – Creating Disputes – OBA 
Factsheet 

Audience:    All Billing 

Overview: 
 This process outlines how to manage customer third party vendor (also known as Biller) disputes

on both active and final accounts using the OBA Factsheet
 Customers can have multiple Open Bill items with different Billers
 Disputes can be issued on multiple open bill items at one time as long as the Biller is the same, if

the Biller is different, then separate disputes must be issued
 The open bill items and amounts will all be listed in the OBA Factsheet
 Consumer Protection Act (CPA) disputes have a due date of fifteen (15) days, where Non-CPA

disputes have a due date of 45 days.
 Incoming payment locks, posting locks and dunning locks will be applied where applicable. Refer

to Lock Rules for more information. The locks will be for 45 days for a CPA dispute and 75 days
for a non CPA dispute

 An outgoing payment lock will be placed on the account only if the account is final and it will be
extended an extra day after the posting lock expires to avoid any refunds from being issued
before the disputed items are cleared

 Interaction records and applicable emails will be generated automatically

Business Rules: 
IMPORTANT NOTE: Always create a dispute case on the first contact from the customer, even if 
the customer indicates they have already contacted their Biller.  Do not refer the caller back to 
their Biller for resolution. 

NOTE: If the customer wants the Biller to invoice them using an alternate method and not on the 
Enbridge bill, the agent should refer the caller back to the Biller. This is not a dispute.  Please, advise the 
customer that if the Biller cannot offer an alternate billing method, then the charges will continue to bill on 
the Enbridge bill, and our normal collection process will ensue for any unpaid amounts. 

 All disputes are reviewed by the Back Office team (Manila).
o CPA disputes (fraud and misrepresentation) are forwarded to Biller Inquiry for review

 Enbridge can only process refunds to a maximum of two (2) years from the initial date of the
dispute.
o This means any charges that have appeared on the customer’s invoice for the first time in the

past two years from the date of dispute.
o The customer must contact the Biller for any refunds older than two (2) years

 This dispute process does not apply to commodity charges

Click on a link to go to the section: 
Overview of the OBA Factsheet 
Handling an OBA Dispute 

Step 1: Educate the customer about Enbridge and the Biller 
Step 2: Review the Vendor Dispute Checklist 
Step 3: Determine if this is a CPA Dispute 
Step 4: Advise the customer about the dispute process 
Step 5: Creating the Dispute 

Locks Rules 
Emails 
Access a Case for an Existing Dispute 
Midstream Cancellations 
Bill Messages 

REDACTED, Filed:  2019-05-29, EB-2018-0319, Exhibit I.Vista.4, Attachment 1, Page 1 of 17
Filed:  2019-11-21, EB-2018-0319, Exhibit B, Tab 2, Schedule 2, Attachment 3, Page 6 of 22



Filed:  2019-11-21, EB-2018-0319, Exhibit B, Tab 2, Schedule 2, Attachment 3, Page 7 of 22



REDACTED, Filed:  2019-05-29, EB-2018-0319, Exhibit I.Vista.4, Attachment 1, Page 3 of 17
Filed:  2019-11-21, EB-2018-0319, Exhibit B, Tab 2, Schedule 2, Attachment 3, Page 8 of 22



REDACTED, Filed:  2019-05-29, EB-2018-0319, Exhibit I.Vista.4, Attachment 1, Page 4 of 17
Filed:  2019-11-21, EB-2018-0319, Exhibit B, Tab 2, Schedule 2, Attachment 3, Page 9 of 22



REDACTED, Filed:  2019-05-29, EB-2018-0319, Exhibit I.Vista.4, Attachment 1, Page 5 of 17
Filed:  2019-11-21, EB-2018-0319, Exhibit B, Tab 2, Schedule 2, Attachment 3, Page 10 of 22



Use the suggested scripting below (as applicable) to educate the customer about the dispute 
process: 
Note: When advising the customer of emails, advise they will receive an email for each item disputed. 

For charges older than 2 years: “Please note that Enbridge can only process disputes up to a 
maximum of 2 years from the initial date of the dispute.  You will need to contact your biller for 
any disputes older than 2 years.

[If recurring charge is being disputed, also:] “You should be aware that since this is a recurring 
charge, you will continue to see new charges on your bill until the dispute is resolved by your 
Biller, or removed by Enbridge.”

Email Address on File: “I am forwarding your account for further review to ensure the issue will be 
resolved. This process could take up to 15/45 days (CPA or Non-CPA). I will send your dispute 
details including an outline of the dispute process to you via email. Please keep this information 
handy for when your Biller contacts you. Keep an eye on your junk email folder in case it ends up 
there. The email you receive will show an amount disputed. Please keep in mind if a credit is due 
to you, it may be different depending on the resolution you discuss with the Biller. In the 
meantime, please pay $xx.xx by <date> and I will put a hold on this charge(s) for you.” 

No Email Address: “I am forwarding your account for further review to ensure the issue will be 
resolved. This process could take up to 15/45 days (CPA or Non-CPA). I’m going to provide you 
with your reference number so that you’ll have it handy when your Biller contacts you. 

Am I able to send the dispute details to you via email? 

 YES –“Great! To which email address can I send the dispute details? Keep an eye on your
junk email folder in case it ends up there. In the meantime, please pay the following
amount of $xx.xx by <date> I will put a hold on this charge(s) for you.”

 NO – “Your reference number is xxxxx <provide case number>. Please keep it handy for
when your Biller contacts you using a 1-800 number. In the meantime, please pay the
following amount of $xx.xx by <date> and I will put a hold on this charge(s) for you.”

Step 5: Creating the Dispute: 

Important: Prior to creating a dispute, always remember to validate the customer’s email address and 
contact phone number as this information is not editable inside the OBA Factsheet 

1. Select OBA Factsheet from the Navigation Panel in the CIC
2. Select the OBA item(s) to be disputed
3. Click Next
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Cancelled DUPL 
The Cancelled DUPL 
status will not trigger a 

message 

Cancelled MGMT 
The Cancelled MGMT 
status will not trigger a 

message 

Cancelled NLVD 

Enbridge has resolved the following 
"biller" dispute(s) xxxxxxxxxx.  If "biller" 
determines that these charges are valid, 

they may pursue them outside of the 
Enbridge Billing Process. 

The Cancelled NLVD 
status will trigger this 

message. 

Cancelled OBRB 
"biller" has resolved the following 

dispute(s):  xxxxxxxxxxxx  For more 
information please contact "biller. 

The Cancelled OBRB 
status will trigger this 

message. 

Return to Top 

RELATED TOPICS 

Open Bill Access – Vendor Disputes – Lifecycle of a Dispute 
Open Bill Access – Vendor Disputes – Follow-Up Process 

Return to Top 
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ENBRIDGE GAS INC. 

Answer to Interrogatory from 
HVAC Coalition (“HVAC”) 

Reference: [HVAC.12] 

Question: 

Please provide a table, in the same format as the attachment to HVAC.12, and 
using the same numbers to refer to each specific biller, showing the monthly actual 
numbers of billed items, by biller, for each of the years 2014-2018. Please provide the 
results in Excel format. 

Response 

Please see the updated response to HVAC Interrogatory #8.  As explained in that 
response, Enbridge Gas is not able to provide the requested information as the data is 
not maintained in a manner that generates consolidated/summarized reports on number 
of charges billed.  Enbridge Gas estimates that it would take around four weeks to 
generate the spreadsheet requested.  It is not clear to Enbridge Gas that the usefulness 
of any response justifies this level of effort.   

The attached Excel file shows the number of bills for each Biller, for each month of the 
years 2014 to 2018.  The Billers are listed in the same manner as in the spreadsheet 
attached to HVAC Interrogatory #12.  The Billers who did not have any 2018 bills are 
found at the bottom of the new spreadsheet. 
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OPEN BILL ACCESS SUPPLEMENTARY EVIDENCE: EXIT & TERMINATION FEES 

 

1. Under the OBA Agreement, a Biller engages Enbridge Gas to provide Billing 

Services in respect of amounts payable by the Customer pursuant to its Customer 

Services Agreement with the Biller.  Those amounts may include rental buyout and 

other post-contract items.  There are a series of covenants, representations and 

warranties in the OBA Agreement provided by each Biller with respect to the validity 

of the charges that the Biller requests the Company to bill (for example, Section 2.6 

of the OBA Agreement).  All charges or credits submitted by a Biller for inclusion on 

the Enbridge Gas bill must meet the requirements set out in the OBA Agreement 

(including the Biller User Manual). 

 

2. There are 11 bill type codes related to rental buyout and other post-contract items. 

These bill type codes are set out in Table 1: 

 
Table 1: Bill Type Codes for Rental Buyout & Other Post Contract Items 

 

 
 

3. Billers are responsible for following the OBA Agreement and the OBA Biller Manual 

when charging these fees to customers.  Any disputes between the Biller and a 

47 Account Settlement Rental HVAC
48 Acct Settlement Rental Other
66 Balance Adjustment

123 Account Settlement Merchandise
124 Acct Settlement Prot. Plan
125 Account Settlement Rentals
126 Account Settlement Service
127 Customer Relations Adjustment
128 Rental Buyout
129 Rental Removal
130 Rental Adjustment
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customer in relation to these fees is resolved using the process set out at  

Exhibit B, Tab 2, Schedule 2. 

 

4. Table 2 shows, for the entire OBA Program, the annual number of transactions 

(Debits or Credits) for each of the bill type codes related to rental buyout and other 

post contract items.  

 

5. Table 3 shows, for the entire OBA Program, the annual dollar amounts (Debits or 

Credits) for each of the bill type codes related to rental buyout and other post 

contract items.  

 

6. Table 4 shows the number of rental buyout and other post contract items 

transactions in relation to the total number of OBA bills each year. 

 

7. Table 5 shows the total dollar value of rental buyout and other post contract items in 

relation to the total amounts billed under the OBA Program. 

 

8. Table 6 shows the total number of disputes related to rental buyout and other post 

contract items in relation to the total number of disputes under the OBA Program. 
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