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Cascade Natural Gas Corporation (Cascade or Company) provides the following comments in
response to the revised draft of Chapter 480-90 of the Washington Administrative Code (WAC)
which was provided as Attachment A to the Washington Utilities and Transportation Commission
(Commission) Notice of Opportunity to Comment (Notice), issued March 13, 2026, in Docket U-

210800.

Below Cascade cites each section of the revised natural gas code (WAC 480-90) and provides

comments on the proposed changes.

WAC 480-90-021, Definitions.

Cascade has no objections or comments to the proposed changes to this section.

WAC 480-90-103, Information to consumers.

Cascade appreciates the intent of the added Section 4 to WAC 480-90-103, which seeks to remove
language barriers by requiring gas utilities to track customers’ language of preference and provide
Cascade’s Rights and Responsibilities [required per WAC 480-90-103(3)] in the customer’s chosen
language when a sufficient number of customers select or speak that language. Cascade currently
tracks customer’s preferred language and provides all its written notices in English and Spanish; all
PDFs on its webpage are also provided in English and Spanish; Spanish-speaking agents are
available for live calls to Cascade Customer Service; Customer Service also has access to
interpreters for 240+ languages, if requested; and Cascade’s webpage can be translated into the
fifteen most commonly spoken languages within Cascade’s service territory.

Cascade is actively attempting to remove language barriers. The Company recently procured a
third-party produced Language Access Plan, which identifies the number of non-English speaking
customers Cascade has in its service territory and recommends how Cascade can better meet
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non-English speaking customers’ needs. Table 1 below from the plan shows the top five non-
English languages spoken in Cascade’s Oregon service territory.

Table 1. Non-English Languages Spoken in CNGC's Oregon Service Territory

Language Limited English % LEP of all English- % Speak
spoken at home | Proficiency (# households Proficient language at
households) (# households) home

Spanish 586 0.8 4,895 7.6
Chinese o8 0.1 203 0.4
Russian 45 0.1 86 0.2
Ukrainian 29 0 107 0.2
German 25 0 256 0.8

The draft rules establish a threshold of 1,000 households in its service territory or five percent of its
service territory for when language translations of the Rights and Responsibilities would need to be
produced. Spanish is the only language at this time that would meet this threshold, and Cascade
currently provides all its bill inserts, including its Rights and Responsibilities, in both English and
Spanish.

While Cascade would be in compliance with this rule if it were adopted, the Company has
concerns with the proposed standard. If non-English or Spanish-speaking immigrants or refugees
settled in Cascade’s service territory, Cascade may struggle to translate the Rights and
Responsibilities into other languages. The Company would likely have to purchase the rights to a
foreign language alphabet for its billing system, and based on prior experience, Cascade has
learned that not all alphabets are available. Also, writing the code for the billing system to ensure
customers were mailed the correct translation would be a timely, costly, and difficult process.

Cascade believes the intended outcome could be achieved using alternative means that are
simpler and less costly. Utilities could include a Quick Response Code (QRC) on its Rights and
Responsibilities that directs customers to a website that includes the translated versions. The QRC
could be accompanied by international icons for translations.

WAC 480-90-113, Residential service deposit requirements

WAC 480-90-113(1)

Per proposed section WAC 480-90-113(1)(a), a customer may avoid a deposit by establishing that
their household is low-income. Cascade would like confirmation that the Commission agrees that a
customer’s self-attestation of income would be sufficient for a customer to establish their status as
low-income, as this is the means for enrolling in utilities’ bill assistance programs. If self-attestation
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is the expected means, then the ten-day grace period in the draft rule for establishing a customer’s
household status as low-income is not necessary.

WAC 480-90-113(7)

Cascade also questions why section seven was removed and if removal is intended to restrict the
Company from requiring additional deposits which the Company does when a customer who
meets the deposit criteria in WAC 480-90-113(1) significantly increases their natural gas demand
through the installation of something like a gas-heated pool or a gas-fired kiln, or by adding square
footage to their building or dwelling space. Having the ability to increase a deposit when usage
changes significantly is a useful provision worth keeping.

WAC 480-90-118, Nonresidential service deposit requirements
WAC 480-90-123, Refusal of service.
Cascade has no objections or comments to the proposed changes to these two sections.

WAC 480-90-128, Disconnection of service

WAC 480-90-128(3)

The new section 3 (incorrectly numbered as 7) in WAC 480-90-128 proposed a 60-day moratorium
for disconnections for nonpayment for vulnerable customers defined as households with young
children, disabled persons, or people over 65 years of age. The draft rule requires “additional
outreach” to vulnerable customers, but additional outreach is undefined and, therefore, subject to
broad interpretation.

WAC 480-90-128(3)(d)

Cascade also has concerns about section 3(d) [drafted as 7(d)] which states, “[i]n any challenge to
the vulnerable customer’s status, the utility has the burden of proof.” In practice this would mean
that customers would be allowed to self-attest their status at any time without question. Cascade
does not plan to track the characteristics detailed in this rule for a vulnerable household as that
would be wholly inappropriate.

While Cascade can provide self-attesting vulnerable customers with a grace period for any
disconnection for nonpayment, the Company’s billing system does not have the flexibility to stop
sending notices to these customers regarding pending disconnections for nonpayment.

Also, it is worth considering that the vulnerability characteristics cited in this draft rule do not
necessarily have intersectionality with financial insecurity. The Company believes it is inappropriate
to assume every household with young children, disabled persons, or people over 65 years of age
are also experiencing financial insecurity and in need of additional protections.

WAC 480-90-128(5)(a)

Draft WAC 480-90-128(5)(a) proposes a requirement that utilities provide a past due notice two
weeks prior to its other required notices related to pending disconnection for nonpayment.
Cascade believes noticing an additional two weeks prior to any required disconnection notices
creates a process thatis unnecessarily too long. As shown in Figure 1 below, Cascade’s bills
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currently provide past due reminders that are prominently placed at the top of customers’ billing
statements and are detailed in the Account Summary as well as the Payment Due areas of the bill.

Figure 1. Past Due Notice on Bill

CUSTOMER SERVICE & EMERGENCY SERVICE

PAST DUE Your bill includes a past due amount. If you have Payment Due ¥
Reminder recently made payment, thank you. - - - PAST DLE §542.59
ly pay i 1-888-522-1130 U it
- - CURRENT B5.61
Emergencies: 24 hours a day iy
nnl:nu".r S“HHHHY MNon-emergancies: Mon-Fri, 7:30 a.m - 8:30 p.m. CHARBES Due 42226
Previous Balance £542.59 Emall: cus service@cnge.com TOTAL
Payments Received No payment received -0.00 Mail: Cascade Matural Gas Carporation, E"L‘;'E‘UNT $608.20
Alln: Customer Servica, PO Box 7608, Baise, 1D
Past Due Amount  Due Now $542.59 BaT0T7-1608. Please include your account numbsar.
Current Gas Charges 65.61 CALL BEFORE You pis 811
Amount Due $608.20

This reminder is sent to all past due customers, not just those that meet the thresholds for starting
the collections process.

Cascade’s collection process is triggered when a customer has debt at or exceeding $150 and
when the debt is at least 60 days old. Accounts that meet the $150/60 days criteria for collections
are evaluated and assigned to one of the Company’s three collection paths (low-risk, medium-risk
and high-risk). Accounts in the low and medium risk paths receive additional reminders, including a
friendly reminder letter when entering the medium-risk path. Only after an account enters the high-
risk path will a customer receive a disconnect or urgent notice. Cascade’s process has been refined
from the experience gained in supporting credit and collections processes for decades. Cascade’s
credit and collections process was reviewed by the Company’s Equity Advisory Group and its
Cascade Arrearage Relief and Energy Savings (CARES) Advisory Group in compliance with the
settlement agreement adopted by Order No. 05 in Docket UG-240008. Cascade believes itis a
mistake to have the rules prescriptively add a past due notification cycle, unraveling a lot of good
and thoughtful work, including system programming and testing. Complying with this provision will
be at best difficult and costly, and the Company does not think it will result in a more effective or
more gracious process for customers.

In fact, extending the 14-day collections process by an additional 14 days to accommodate a past
due notice will age debt well beyond the 60-day threshold recently implemented by Order No. 05 in
Docket UG-240008. Accounts will bill again during this time and even customers who are able to
pay the noticed amount will find themselves caught in a cycle of continual past due notifications.
From a customer’s perspective, this is likely to seem like persistent negative messaging.

Cascade is open to discussing alternative means for accomplishing the intended end of providing
friendly reminders to customers, reminding them to pay. The Company believes the past due
messaging on its bills could be enhanced to better reflect Commission Staff’s vision.

The proposed prescriptive communications in draft section WAC 480-90-128(5)(a) would include
live phone calls. Cascade has found in its marketing campaigns that customers do not tend to
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answer live outbound phone calls. Phone calls are becoming an antiquated communications
channel. People do not tend to answer their phones for companies or unknown numbers, and yet,
draft sections (5)(a)(ii) through (iii) put forth the expectation that calls will be repeated twice within
twenty-four hours if the customer does not personally answer the call.

Cascade uses an integrated call center platform to manage customer call activity, including
outbound calling. Currently Cascade utilizes this platform to ensure all accounts eligible for
disconnection receive at least one agent-led call attempt. Calling lists are uploaded into the
system, and calls are routed to the next available agent using a preview dialing method. This
preview allows the agent time to review the account and confirm that outreach is still required
before the callis placed. After the call is completed, the agent records the outcome by selecting
the appropriate call disposition. If a Credit & Collection Representative is assigned an outbound
call, such as the one that would be required per draft WAC 480-90-128(5)(a)(ii), the Credit &
Collection Representative has no means to reassign the call for a different time the next day, per
draft WAC 480-90-128(5)(a)(iii), using the outbound dialing platform. This work would have to be
manually performed, which is timely, inefficient, and subject to error. Cascade believes
requirements that promulgate manual processes are moving customer service in the wrong
direction.

In general, Cascade believes the Past Due Notification Requirements in draft section WAC 480-90-
128(5) are cumbersome and overly prescriptive. Cascade believes the intent of the rule could be
met using simpler and existing means, such as enhanced past due noticing on customer bills.

WAC 480-90-128(5)(a)(vi)(E)
In WAC 480-90-128(5)(a)(vi)(E), the reference to the electric rule, WAC 480-100-128, should be
changed to the gas rule, WAC 480-90-128.

WAC 480-90-128(5)(a)(vi)(E)(b)(i)

WAC 480-90-128(5)(a)(vi)(E)(b)(i) includes the added sentence: “The text message must be
translated for limited eligible customers.” Since “limited eligible customers” is not a defined term,
Cascade assumes some intended verbiage may have inadvertently been left out. Cascade needs
either changes to this verbiage or an explanation to understand the intent.

WAC 480-90-128(5)(b)(ii)(C)(vi)(k)

In WAC 480-90-128(5)(b)(ii)(C)(vi)(k), Commission Staff recommends changing the term master
meter to primary meter. The Commission’s Notice cites that the electric utilities had stated at the
September 7, 2023, workshop that the terms “master meter” and “primary meter” have distinct and
well understood meanings in the industry. This is true for natural gas utilities too. The two terms are
not interchangeable—not at all. Master meter is well understood to refer to a single meter used to
measure the total quantity of gas delivered to a property that serves multiple dwelling units or
multiple end users, and primary meter means a meter installed at the point of delivery that
measures gas service provided directly to an individual customer or premises and serves as the
basis for billing by the utility. Cascade puts forth the following citations for master meter found in
code rule demonstrating that master meter is established industry parlance.

49 C.F.R. 8 191.3, Definitions (Pipeline Safety Regulations)
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“Master meter system” means a pipeline system for distributing gas within a defined area,
such as a mobile home park, housing project, or apartment complex, where the operator
purchases gas from an LDC through a single meter and resells or distributes the gas to
multiple consumers.

California Public Utilities Code § 739.5 repeatedly uses the term “master-meter customer”
as a single customer of record receiving service through one meter and distributing service
to multiple end users.

Changing master meter to primary meter would lead to a significant misinterpretation of the rule.
Cascade suggests finding other terms for master meter such as multi-unit meter or shared service
meter.

WAC 480-90-128(8)(b)

Draft WAC 480-90-128(8)(b) seeks to require significant notification if a customer’s service is
disconnected due to theft, tampering, or fraud. Cascade questions the intent of the multiple
notifications, specifically the taped notice to the main door of the property, which will likely serve
as a public announcement of the household’s theft, tampering, or fraud. When reviewing its Credit
and Collections communications with its Equity Advisory Group, Cascade learned that paper
notice on the door can make a customer feel ashamed if they believe their neighbors see and
assume the intent of the notice. Might this be an unintended consequence of this proposed
requirement?

This section also proposes requiring a text message for customers who have opted into electronic
communications. The text message is supposed to contain a link to the disconnection notice. In
consideration of whether Cascade could do this, the Company wants to be clear that it does not
text direct links to customer account information. When Cascade texts customers, the Customer is
provided with a link to Cascade’s online account services which prompts the customer to log on to
the system, verifying the customer’s identification, before revealing personal account information.
This is done for data security purposes. Phone numbers change frequently and people other than
the account holder may have access to a phone; therefore, Cascade strongly opposes any rule that
requires a direct link in phone texts to anything with customer-specific account information.

WAC 480-90-128(12)(a)

Cascade questions the language in WAC 480-90-128(12)(a) that says a utility may not disconnect
for nonpayment if a weather service “indicates its plans to issue a weather watch, warning or
advisory for any inclement weather.” How is an indication known or proven as having occurred?

WAC 480-90-128(12)(b)
WAC 480-90-128(12)(b) states, “The utility may require the customer enter into a payment plan
which cannot require payments greater than 6 percent of the customer’s monthly income.”
Cascade has the following questions and concerns about this section:
e Cascade does not have customers’ income information in its billing system. Does Staff
believe this calculation should be made based on self-reported household income?
e Should the rule state a minimum monthly payment amount for customers with very low to
no income? Or is it acceptable that a customer pay nothing (for no income), etc.?
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e Payment plans are currently offered to applicable customers over the phone, web, or
interactive voice response (IVR). This income-based calculation would require that all
payment plans be set up by a Customer Service Representative (CSR). This would force
customers into making live calls, which is not the direction of improved service where
automation allows customers’ needs to be met using multiple channels and quickly. This
redefinition of how a payment plan should be calculated could create a barrier to entry into
payment plans by limiting access to payment plans through live phone calls only.

e Section 12(b) states that a “customer will not be considered in default for failing to make
payments consistent with the plan unless the payment received is less than six percent of
the monthly income.” This proposed requirement assumes utilities maintain income
records within their customer billing system. Cascade has repeatedly stated it does not
store customers’incomes in its billing system and the Company does not want to as any
added personal information makes any potential data breach more problematic for
customers. Cascade takes extensive steps to prevent data breaches, while understanding
that no system is completely risk-free.

WAC 480-90-133, Reconnecting service after disconnection.
Cascade has no objections or comments to the proposed changes to this section.

WAC 480-90-138, Payment arrangements.

WAC 480-90-138(1)

WAC 480-90-138, Payment Arrangements, proposed that utilities notify customers when their

budget payment plan increases by three percent or more. Cascade has the following comments

regarding proposed section 1 of this draft rule:

e Section (1)(a)(i) Cascade currently notifies customers of a budget payment plan change

through messaging on the customer’s bill. Cascade believes this should be sufficient. See
Figure 2 below for a sample of the bill messaging. The sample appears smaller than it
appears on a bill.

Figure 2 Budget Pay Bill Message

AESALE CEHIER:
Dear Budget Payment Customer - We appreciate your participation in our Budget Payment Plan. We have recalculated your Budget Payment and your new
monthly payment is $40.00 and will be effective Aug 08, 2024.

FLEASE WEEF THIS PORTION FOR YOIUR RECORDS.

The messaging in Figure 2 is provided whenever a customer’s budget payment plan is
adjusted, regardless of whether the change is more or less than three percent.

This proposed requirement assumes that level payment plans change en masse at the
same percentage. That is not the case. Budget Payment Plan true-ups are affected by more
than rate changes; they are impacted by changes in customer usage, either up or down, and
customer overpayments. This means that while a rate increase may have triggered the true-
up, the customer’s monthly Budget Payment amount may be reduced due to reduced
usage. Messaging one reason for a Budget Payment change is not possible. For this reason,
Cascade’s noticing simply states a change has been made to the monthly amount due.
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e Section (1)(a)(ii) requires that notification occur 30 days prior to a change. Cascade
implements the true-up when the new rates become effective so that customers do not
build a charge or a credit. The Commission’s approval of new rates occurs usually a few
days before the rate effective date, which would not allow for a thirty-day notice. At best,
Cascade could provide prospective notice of an expected change thirty days prior to the
effective date.

e Regarding Section (1)(a)(iii), and as noted above, multiple factors may affect a customer’s
Budget Payment true-up. As stated above, a true-up may have been triggered by a rate
increase but a customer’s reduced usage and overpayments might mean that the true-up
results in a reduction and not an increase. Messaging cannot be tailored to address the
multiple customer-specific factors impacting any true-up. The bill message could generally
state one general reason the true-up was implemented for all customers on the Budget
Payment Plan.

e Section (1)(a)(iv) seeks to require that utilities provide customers with the equation for
Budget Pay. The general formula is stated in Cascade’s tariff in Rule 6, Billings and
Payments. Cascade would like to continue its efficient process of noticing Budget Payment
Plan true-ups on its bills, as it does now; however, for bill messaging, adding the bill
calculation would be too much verbiage, and likely not useful to customers, who generally
understand the service for which they have enrolled.

In summary, Cascade proposes that the draft rule be changed to allow notifications of a Budget
Payment Plan true-up through a bill message; that the noticing may be prospective notice of an
expected, although not approved rate change, 30 days prior to the effective date, and that the
noticing not need to include the Budget Pay formula.

WAC 480-90-138(1)(b)

Proposed section WAC 480-90-138(1)(b) requires a utility to offer a payment plan to customers
where historical usage information is not available. Cascade does not believe this proposed
requirement would serve customers well. While it may be possible to estimate usage for electric
homes, gas usage per home is highly variable. One home may have only a natural gas outdoor grill
while another may have a gas-fired furnace, water-heater, fireplace, dryer, stove, oven, and
swimming pool. The potential variances in usage based on installed appliances are enormous. This
is why Cascade does not advocate estimating usage for a payment plan because it could resultin
significant over or underbilling for a customer. This does not serve a customer who may then have a
significant change in their monthly billing after the first year’s true-up. Cascade believes the draft
provision in this section may be applicable for electrics, but should not be carried over into the
natural gas code.

WAC 480-90-138(2)

This section proposes new guidelines for time payment arrangements (TPAs). Cascade currently
offers TPAs to past due customers. Cascade believes the proposed requirement under (2)(a)(i) to
allow a customer to break a TPA more than two times does not serve customers well as it will
burden the customer with additional debt for a longer period of time. By allowing a customer to
break a TPA three times, the debt grows and is carried, at a minimum, three more months. The TPA
is already an extension of grace. The mechanism of grace should not make it harder for a customer
to catch up. Yet this provision will make it harder for customers to use the prior obligation provision
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to forgive their debt and for utilities to clear their books of the write-offs. Bill discounts and
arrearage relief grants available through the CARES program should substantially reduce the need
for additional safety-net provisions for income-qualified customers.

WAC 480-90-138(2)(b) seeks to establish what a utility must provide a customer who is applying for
a time payment arrangement. Cascade believes the information that would be required per
sections (2)(b)(i) and (ii) is excessive, and providing customers with information that they do not
want is a nuisance. CSRs currently offer assistance options, including information about utility-
based assistance programs, as well as Community Action Agency contact information to
customers who express difficulty in making on-time payment; however, making it a requirement of
every arrangement is redundant. Customers do not appreciate listening to multiple scripts when all
they want is to make a payment arrangement.

Section WAC 480-90-138(2)(b)(iii) requires that a utility provide, among other things, a
“confirmation statement detailing the payment arrangement” and the utility should use the
customer’s preferred communication method in providing this information. First, Cascade provides
TPA information on the bill, which the Company believes is the appropriate level of communication.
Second, Cascade does not track customers’ preferred communication method. Customers by
default receive hard-copy mailings, including messaging on paper bills or bill inserts, unless they
have opted into electronic mailings, in which case they will be notified of a bill or bill insert via
email.

WAC 480-90-138(3)
Cascade seeks clarification on the definition of a “delayed billing.”

WAC 480-90-138(4)

This section seeks to require utilities to send a letter when a customer is denied a TPA. Cascade
does not currently do this. CSRs communicate a denial verbally to a customer who has called
Customer Service; the phone call is recorded and that recording is retained for a year. Denial letters
would require a manual tracking process that would be inefficient. Cascade urges Commission
Staff to reconsider the prescriptive communication requirements for TPA denials.

WAC 480-90-143, Winter low-income customer payment program
WAC 480-90-178, Billing requirements and payment date.
Cascade has no objection or comments to the changes proposed in these two sections.

WAC 480-90-179, Electronic Information

WAC 480-90-179(2)

Draft WAC 480-90-179(2) states, “[a]ll company websites and portals must prominently display
information on energy assistance programs.” As worded, this is too broad. This requirement should
not apply to Company websites for affiliate or below-the-line activities. Likewise, Cascade has
portals that are not customer-facing; for instance, Cascade uses a portal for communicating with
its Community Action Agencies. Also, Cascade points out that “prominently displayed” is open to
broad interpretation. Cascade recommends this section be restated as follows: “Any customer-
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facing energy utility website or portal must prominently display information on energy assistance
programs.”

WAC 480-90-179(3)

Draft Section WAC 480-90-179(3) states that a utility’s website offering customer consent for
electronic communications must be “prominently displayed.” Cascade currently provides the
option to consent to electronic communications prominently but behind the customer log-in. In
order to implement a change to a customer’s account, Cascade needs to verify that the customer
is making the request. For this reason, the option to consent to electronic communications is found
behind the customer log-in. Since “prominently displayed” is a subjective term, it is unclear to
Cascade if having the information behind a log-in (which the Company contends is mandatory)
would be considered compliant.

WAC 480-90-179(5)(c)

This draft section for documents requiring paper delivery includes the added requirement of
notifications for the denial of payment arrangements or budget pay plans. Consistent with its
comments for WAC 480-90-138(4), Cascade requests that this notice not be required. Adding
mailers is a step-backwards in serving customers more quickly through improved automation.

WAC 480-90-193, Posting of tariffs for public inspection and review.

Section (1)(a) is revised to say utility tariffs must be “prominently post[ed]” online. Cascade is not
opposed to this change and believes it currently complies with the proposed language, but again
notes that the interpretation of “prominently post[ed]” is very subjective.

WAC 480-90-194, Publication of proposed tariff changes to increase charges or restrict access
to services.

WAC 480-90-194(1)

Proposed changes to WAC 480-90-194(1) seek to require the utilities to notice customers of a rate
change 30 days prior to the open meeting where the rate change decision will be made if the filing
effective date is within 3 days of the open meeting date. Rate impacts are known generally on the
day of the filing. This is because the Commission generally prefers that utilities use as much actual
data in their rate calculation as they can, reducing utilities’ reliance on forecasted data. Each
requirement that extends the length of time needed for noticing results in the utilities’ needing to
use more forecasted financial data rather than actual data.

The 30-day notice requirement in this section used to be interpreted as noticing starting 30-days
prior to the rate effective date. This meant a utility could file an advice filing, start noticing when it
made the filing, and expect a rate effective date within 30 days of filing and commencement of
noticing. Under the current interpretation, a utility must push their filing date back at least 60 days
from the effective date to meet the 30-day notice requirement. This proposed language adds a
complexity that, at a minimum, adds three more days. This is discussed further under the section
for WAC 480-90-198, where proposed language seeks to lengthen the noticing timeframe even
longer. In summary, these added requirements to extend the notification timeframe work to ensure
that proposed rates will have to be built using more forecasted financials rather than actuals, which
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is contrary to the guidance the Commission has given in conversations regarding Climate
Commitment Act filings where they have stated their strong preference for more actual data.

WAC 480-90-194(2)(c)

This draft section for customer notifications using a shortened notice time seeks to require the
utility to notice “every newspaper, television station, and radio station, in the geographic area within
which it offers service.” “Every” is far too broad a requirement. Cascade cannot confidently assume
it can identify each independent and small-scale newspapers or locally produced TV, or campus or
at-home-produced radio stations. Cascade recommends this requirement be limited to the most
prominent newspapers, television stations, and radio stations in the geographic area within which it
offers service.

WAC 480-90-194(3)

Regarding the added required content for rate change notices, specifically the addition of average
winter usage rates, Cascade warns that the notices are already so dense with information that the
font is uncomfortably small. Adding seasonal rates to the rate impact table plus statements on the
average winter bill will overwhelm an already overloaded notice. Cascade already uses a full 8.5 x
11-inch sheet for its annual purchased gas adjustment-related filings. Cascade’s communication
experts believe that less is more and too much text tends to be off-putting and, therefore,
disregarded by many customers. Could the intent be met by using a QRC to direct customers to
rate impact tables?

WAC 480-90-195, Notice of tariff changes other than increases in recurring charges and
restrictions in access to services.

WAC 480-90-195(2)

Cascade objects to the addition of local or state utility tax increases to section (2) of this rule.
Cascade rarely receives notice of a city tax increase with thirty-days’ notice. Often notice of the
change is received within days of the effective date. Neither Cascade nor the customer has the
ability to change the municipal tax after the Company has been notified of an adopted or modified
ordinance. Residents of the city may be noticed of the city’s process, which is where they could
influence the outcome. By the time it is implemented at the utility, it is too late for customer
intervention.

Cascade is unclear on what compliance would look like to the last sentence added at the end of
section (2) which says, “An increase to any customer class of three percent or more or multiple
increases that amount to three percent or more in any quarter must be noticed in accordance with
WAC 480-90-194.” If the PGA filing resulted in an increase exceeding 3 percent and a noticed tax
change for some customers in the same quarter experienced an additional 1 percent increase in
billings, would three notices be required: one for the PGA, one for the tax increase; and one under
WAC 480-90-194 for the cumulative impact?

Also, a notice on a cumulative impact cannot simply be noticed “in accordance with WAC 480-90-
194,” as proposed, because the noticing timeframes (30 days lead time) cannot be met when the
effect is cumulative over the prior three months. Further, noticing requirements per WAC 480-90-
194, such as the inclusion of a “statement that the commission has the authority to set final rates
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that may vary from the utility’s request, which may be higher or lower depending on the results of
the investigation” or information on the public involvement, do not make sense for rate impacts that
have already taken place (or are outside of the Commission’s control such as municipal taxes.)

WAC 480-90-197, Adjudicative proceedings where public testimony will be taken

Proposed section (6) states that a utility must notify customers of a Commission’s decision in any
adjudicated proceeding within 30 -days of the issuance of the Commission order. There is no way
any utility can comply with this. Cascade issues bill inserts to customers over a 28-to-34-day
timeframe. Since the Commission, at the guidance of the Consumer Protection Services Section,
now interprets notice requirements as starting on the day the last customer in the billing cycle is
noticed, rather than the first day noticing begins, Cascade would need 60 days to notice all
customers to meet the intent of notifying all customers no more than 30 days after the issuance of
the order. Also, the Company realistically needs a week to prepare and print the bill insert. As such,
Cascade requests that this noticing requirement be modified to state that noticing will occur within
75 days, allowing all customers to receive the notice within the compliance timeframe. This would
require a utility to create the bill insert and distribute it almost immediately upon issuance of the
order. It would help if the rule contained verbiage clarifying how “within 30 days” is being
interpreted today since, as noted, the interpretation of similar language in WAC 480-90-194 has
changed over some Cascade employees’ careers.

WAC 480-90-198, Notice verification and assistance

WAC 480-90-198(1)

Newly added section (1) requires that Commission’s Consumer Protection Services Section should
be given at least five days to review any notice. Utilities send out many notices, including safety
notices, Rights and Responsibilities, and notices related to programs and services. It seems
excessive for the Consumer Protection Services Section to review all notices. Cascade complies
with WAC 480-90-103, which requires that the Company provide all notices to the Commission
when they are being distributed to customers. This proposed requirement would have Cascade
submitting notices five days prior to distribution and then again upon distribution. Cascade
questions if the intent may be to limit this provision to “notices of a rate change.” If so, additional
verbiage would be helpfulin clarifying the application of the proposed rule.

However, even if this is the intent, Cascade is opposed to the proposal. As mentioned above, the
30-day notice requirement in WAC 480-90-194 is currently interpreted as a 60-day notice, meaning
utilities are required to ensure that the last customers in a bill cycle receive the bill insert 30 days
before the rate effective date. That means the customers who are noticed first receive the notice 60
days prior to the rate effective date. Providing the Consumer Protection Services Section with a
draft 5 days prior adds another week to the 60-day process. The Company could, and has in the
past, provided the Consumer Protection Services Section with a draft of a notice without final rates.
When doing this, itis sometimes unclear to the Company if the rate change will be a rate decrease
orincrease. The language in each rate change bill insert is so prescribed by rule that the Company
does not have the space or freedom to deviate much in its messaging. The Consumer Protection
Services Section could review utilities’ bill insert templates once annually and achieve the same
end without complicating the rate filing cycle with added days for noticing requirements.
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WAC 480-90-198(4)

Proposed section 4 to this rule would require utilities to file a letter before an open meeting. That
letter is to include a tally of customer comments on the filing and a count of those in favor and
those opposed to the filing. Cascade rarely gets comments on regulatory filings through its
customer service department. The Company does not have a means to track such comments
received via phone, email, or chat other than through manual processes which would be difficult to
consistently collect and contain human errors. Cascade is more likely to receive comments on
social media but those could come in through many platforms; they would be hard to track; and
Cascade believes they would not be representative of its customer base. It is unclear to Cascade
what information should be included in the proposed letter, and it is not certain how it could
comply. As a reminder, all bill inserts for rate changes include a message telling customers how to
submit their own comments in the proceeding. Cascade proposes that this section be removed as
it will not add an accurate representation of customers’ voices to the proceedings.

General

Cascade appreciates the opportunity to comment in this rulemaking. Overall, while Cascade has
requested consideration of some changes, the Company commends staff’s thoughtful and
balanced approach in drafting the protections added to WAC 480-90.

Cascade asks that the adoption of revised rules include a grace period to allow the utilities time to
make system changes, provide employee training, and review and revise tariffs and notices
necessary to come into compliance. Also, Cascade has a significant upgrade planned for the third
quarter of 2026 to its customer billing system. No additional changes can be implemented prior to
the upgrade. If new rules are adopted without a compliance window that accommodates
Cascade’s planned system upgrade, Cascade will need to file a waiver to seek additional time to
comply with the rules. Cascade mentions this well in advance so thatitis not a surprise later in the
year.

This electronic filing is comprised of one file titled, “U-210800-CNGC-Comments-04-17-2026.pdf.”
If you have any questions, please contact Jennifer Gross at (509)975-9473.
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