
April 17, 2026 

VIA ELECTRONIC FILING 

Jeff Killip, Executive Director and Secretary 
Washington Utilities and Transportation Commission 
621 Woodland Square Loop S.E. 
Lacey, Washington 98503 

RE:  U-210800—Response to Notice of Opportunity to File Written Comments 

Dear Mr. Killip: 

Northwest Natural Gas Company, dba NW Natural (NW Natural or Company), submits the following 
comments in response to the Washington Utilities and Transportation Commission’s (Commission) 
Notice of Opportunity to File Written Comments (Notice) issued on March 13, 2026, in the above-
referenced docket.   

NW Natural’s comments reflect the Company’s effort to balance customer safeguards with affordability 
for all customers while seeking to reduce administrative burden associated with  implementation.  Many 
of the proposals include substantive and comprehensive changes in process and customer information 
systems.  Such changes create new costs borne by all customers.  In the comments below, NW Natural 
generally supports additional customer safeguards and proposes these safeguards focus on low-income 
and medical certificate customers, with the intent of striking a balance between safeguards for energy-
burdened customers and the related additional costs that are shifted to all customers. 

The Company also notes that the comprehensive set of proposed rules issued on March 13 reflect an 
entirely new set of rules to consider since the last time proposed rules were discussed in August 2023.  
The Company is unaware of any public collaboration and consultation with stakeholders to develop these 
proposed rules, leading to uncertainty about the bases for the rule proposals and the principles that guided 
the identification of changes needed.  Absent a more collaborative approach in developing these draft 
rules, stakeholders lack the context and background information to better understand the intent and 
purpose of the proposed changes and additions.  As a result, NW Natural’s comments below reflect a 
reluctance for several of the proposals because the contextual groundwork was not provided.  As 
described in more detail below, NW Natural proposes that collaborative discussions be held to better 
understand the draft rules and develop improved proposals before the rulemaking proceeding continues. 

Responses to Notice Questions: 
The following questions were posed in the Notice: 

1. Master meter vs. primary meter. These draft revised rules in WAC 480-100 replace the term
“master meter” with “primary meter”. At the workshop on September 7, 2023, the utilities
expressed concern with the change, indicating that the term “master meter,” in the electric rules,
had a specific meaning. The Commission notes that the term “master meter” is no longer used in
the National Electrical Code. Does the term “master meter” have a specific legal meaning, such
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as in utility tariffs, or is it used in other utility codes and standards? Would it be sufficient to state 
in the Commission’s electric rules that primary meter and master meter have the same meaning? 
 

2. The increase in customers receiving scam texts and phone calls is a concerning trend. The draft 
revised rules try to modernize communication methods by leaning more towards digital 
communications such as text messages and email. What steps can or are utilities taking to protect 
consumers from such scams and how can legitimate communication be better differentiated from 
fraudulent attempts? 
 

3. Questions related to Reporting required from the Fourth Revised Term Sheet in docket U-
200281: 
 

1. Are there any other data points the Commission should consider requiring utilities to 
continue reporting? 

2. Current data reporting in U-200281 is by zip code. Should the utilities report data by 
census tract? 

3. Is annual reporting sufficient? 
 
NW Natural Response: 
 

1. While this question is seemingly targeted for electric utilities, NW Natural notes that there is a 
reference to “master meters system” in WAC 480-93-0005(19).  Notwithstanding, NW Natural 
does not oppose the proposed changes in the draft WAC 480-90-128(5)(k) to replace “master” 
with “primary” and does not believe there is any inconsistency with WAC 480-93-0005(19).  
Should other proposals regarding the terminology of master metering be considered, Staff and 
stakeholders should consider any impact to WAC 480-93-0005(19). 
 

2. As a threshold matter, NW Natural cautions against a total switch to digital communications 
because customers in rural areas and customers that are unable or reluctant to use digital 
communications will be adversely impacted by not receiving important information from their 
utilities.   
 
Protecting customers and one another from scam texts and phone calls is a concern and 
responsibility for all stakeholders and our communities.  When NW Natural learns of current 
prevalent scams or issues, such as bad actors impersonating utility workers/contractors to gain 
entry to customers’ homes, the Company provides information to customers alerting them of the 
scam and how to identify NW Natural workers and contractors in the field through customer 
communications and the Company website.  NW Natural also monitors digital communications in 
our service territory for mentions of the Company and responds accordingly if a potential threat is 
detected.  Additionally, the Company’s Customer Contact Center notes information from 
customers that are asking or informing about potentially fraudulent communications and routes 
this information to our Corporate Security team. 
 
Lastly, NW Natural employees are consistently and regularly trained on information technology 
safety and recognizing malicious communications, enabling them to identify potential threats in 
everyday situations and help their communities accordingly. 
 

3. The proposed reports along with the PBR metrics provide sufficient data on an annual basis.  
Further, the Company notes that its data can be reported by either zip code or census tract but not 
both. 
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NW Natural Comments on Revised Draft Chapter WAC 480-90 
 
WAC 480-90-103 Information to Customers 
The addition of WAC 480-90-103(4) appears to require translation of written communications in common 
languages other than English.  The Company notes that the new section requiring translation of all the 
information described in WAC 480-90-103 (with two exceptions noted) is an extremely challenging and 
wide-sweeping change that will necessitate significant resources and customer information system (CIS) 
programming on an ongoing basis to accomplish.   
 
The new proposal requires translations for groups comprising the lesser of 1,000 persons in a service 
territory or two percent of the population of the utility’s service territory.  This requirement is onerous and 
burdensome, requiring very specific knowledge about all languages spoken in the utility’s service 
territory.  NW Natural proposes following guidance in the Commission’s Policy Statement on Procedural 
Equity (Policy Statement) to provide translations in the top three languages spoken in its service 
territory.1  Further, the Policy Statement guidance suggests a list of documents to be translated, which is a 
shorter (although the Policy Statement clearly states is not limited to) and more reasonable starting point 
for utilities to plan for translation of key documents. 
 
NW Natural notes that customer bills, as well as some customer notices and letters, are produced within 
its CIS, which makes translations difficult because the legacy CIS does not accommodate the special 
characters needed for languages other than English. 
 
The Company opposes the addition of WAC 480-90-103(4) as written because of the reasons above.  In 
addition, the proposed addition is unnecessary, given the guidance from the Commission in the Policy 
Statement for utilities to translate vital documents in the top three languages spoken in a utility’s service 
territory.2  A more focused effort on translating vital documents in the highest propensity of non-English 
languages provides a better balance of the costs necessary to implement these features with affordability 
for all customers and the needs of the customers that benefit from this effort. 
 
WAC 480-90-113 Residential service deposit requirements and WAC 480-90-118 Nonresidential 
service deposit requirements 
NW Natural supports the proposed rule change to preclude the collection of deposits for known low-
income customers.   
 
However, the Company finds the additional changes to allow customers to confirm their low-income 
status to be unnecessary and cumbersome.  NW Natural customers can self-certify their income 
qualifications for participation in the bill discount program, their eligibility for participation in which will 
qualify them for not having to pay a deposit.  NW Natural customer service representatives (CSRs) 
always discuss the availability of energy assistance and the bill discount program with existing customers 
and new customer applicants, allowing for self-certification of income qualifications.  Thus, NW Natural 
finds the additional administrative process of confirming whether a customer is income-qualified to be 
unnecessary in the proposed rule additions in WAC 480-90-113(1)(a) and (2)(a).  Simplifying the 
proposed rule changes in this way will remove barriers for customers to receive this benefit while 
reducing the administrative burden on utilities.  Reducing administrative burden reduces costs that are 
ultimately borne by all customers. 

 
1 Commission Proceeding to Develop a Policy Statement to Address the application of Equity and Justice in 
Commission and Regulated Company Processes and Decisions, Docket No. A-230217, Interim Policy Statement 
Regarding Procedural Justice, at ¶ 50 (May 12, 2025). 
2 Ibid. 
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NW Natural finds the addition of WAC 480-90-113(3) stating the utility bears the burden of proving a 
deposit is required to be unnecessary.  The only other instance in the existing Chapter 480-90 rules where 
such language is used is where utilities have the burden of proving fraud when a customer has been 
disconnected without prior notice in WAC 480-90-128(7).  Unlike in that section, here the rules are 
explicit as to when a utility can require a deposit.  Thus, the proposed addition is unnecessary, and NW 
Natural finds that such divisive language only serves to create or suggest tension between the utility and 
its customers where none need exist. 
 
NW Natural would like to learn more about the basis for decreasing deposit amounts from two-twelfths to 
one-twelfths of estimated annual billings for utilities billing monthly.  Especially because of the 
availability of prior obligation and the proposal to exclude known low-income customers from deposits, 
the proposal to reduce and restrict deposit amounts and deposit payment arrangements in WAC 480-90-
113(4) and (5) is concerning.  As NW Natural has stated in comments throughout this rulemaking docket, 
deposits  mitigate customer hardship, limit uncollectible expense and prevent cost shifting among 
customers.  This is especially true, given the deposit criteria for residential customers and applicants that 
limit the use of deposits to those that demonstrate an uncertainty in paying for their utility service.  
Deposits provide a safety net specific to the customer that pays it – the refund of that deposit will always 
serve to either reduce an unpaid balance or provide a refund to the customer.  Reducing deposit amounts 
to one month’s billing versus two months will have the effect of harming customers because it allows for 
a faster and larger build-up of arrearage balances.  The proposed change in deposit payment arrangements 
should also merit further discussion as to the reasoning for the proposal.  NW Natural notes that changing 
the deposit payment arrangements to occur over three months versus the existing two months would 
require additional CIS programming; thus, it is important to ascertain the perceived benefit of this 
proposal given there will be an incremental cost to implement it. 
 
NW Natural would also like to learn more about the reasoning behind the removal of the current WAC 
480-90-113(7); perhaps the reason is that this section is considered to be duplicative of sections 1 and 2 
above.  If that is the case, NW Natural supports the proposal to remove it.  However, if there are other 
intended implications of this change, those intentions should be further discussed. 
 
At this time, NW Natural does not have comments or a position on the proposed updates in WAC 480-90-
113(8) to update time parameters from business days to calendar days.  The Company understands that its 
current practices comply with these changes as we interpret them. 
 
WAC 480-90-118 Nonresidential service deposit requirements 
At this time, NW Natural does not have comments or a position on the proposed updates in WAC 480-90-
118(5) to update time parameters from business days to calendar days.  The Company understands that its 
current practices comply with these changes as we interpret them. 
 
WAC 480-90-123 Refusal of Service 
At this time, NW Natural does not have comments or a position on the proposed updates in WAC 480-90-
123 reflecting wordsmithing changes and supports removing the prior obligation definition and moving it 
to the definitions section of Division 90 rules. 
 
WAC 480-90-128 Disconnection of Service 
NW Natural notes that the proposed rule changes in this section reflect significant changes in processes 
that may be difficult and costly to implement.  Substantive changes such as these should be discussed in a 
collaborative manner among interested parties before proceeding further with this portion of the 
rulemaking. 
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Moratoriums for vulnerable customers 
Proposed new WAC 480-90-128(3) (inadvertently mislabeled as item 7 in the redline) establishes a 60-
day non-payment disconnection moratorium for vulnerable customers.  NW Natural has concerns about 
this proposal due to its complexity to implement, data privacy concerns, and potential impacts to 
customers’ arrearage balances.  First, this proposal presents a large data problem for a utility to determine 
this type of information about its customers.  Characteristics such as age, children in the household (and 
their ages), and disability status represent personal information that is not required for utility service.  The 
conversations that a customer service representative (CSR) would need to have to seek this information 
would be intrusive and could be alarming for customers.  Second, NW Natural does not want the 
responsibility or cost of having to store and protect this type of information about its customers.  Also, it 
is not known how to keep this data current or how long it should be kept.  Lastly, providing an additional 
moratorium can exacerbate a customer’s past due balance, harming a customer’s ability to regain a 
healthy account balance.  In addition, setting up time payment arrangements and facilitating enrollment in 
NW Natural-administered energy affordability programs does not require 60 days.  Because appointments 
with agencies for LIHEAP and GREAT energy assistance programs may take several weeks to obtain, 
NW Natural could support an alternative solution of pausing credit activity for customers that are 
pursuing energy assistance appointments to allow for this time. 
 
Any time a customer contacts NW Natural expressing concern about their ability to pay their bill, CSRs 
will provide information about available energy assistance, offer enrollment in the bill discount program, 
and offer time payment arrangements.  And when a customer that is past due and/or facing disconnection 
contacts the Company, CSRs can work with that customer on time payment arrangements and energy 
assistance and stop the credit action while the customer pursues those options.  This is true regardless of 
whether vulnerable customers are present in the home. 
 
Further discussion of this proposed section is warranted to determine if other alternatives are possible and 
to discuss the balance of what will likely be significant costs to implement and the perceived incremental 
benefits.  For example, the current medical certificate process could be expanded to include vulnerable 
customer characteristics, and credit activity could be paused while customers pursue energy assistance 
appointments, as mentioned above. 
 
Past due notification requirements 
Proposed changes to WAC 480-90-128(5) outline a new process for a sequence of past due notifications 
and requirements that represent a substantial and complex effort to implement.  NW Natural proposes 
further discussion on these proposals.  Additionally, the Company notes there is a lack of clarity of what 
is intended by the proposed rule, as discussed below. 
 
Proposed language in WAC 480-90-128(5)(a) appears to require a past due notice to be sent and calls to 
the customer to be made at least two weeks before the issuance of the first disconnection notice.  Because 
NW Natural sends the first disconnection notice after at least 21 days (providing more time than the 
required 15 or 18 days in existing WAC 480-90-178(2)), sending a past due notice and calling the 
customer two weeks before the disconnection notice would mean that a customer receives a past due 
notice and these phone calls before their bill is even due.  This would be confusing for customers and be 
perceived as threatening.   
 
However, NW Natural also acknowledges that the proposed language may instead intend that two weeks 
is added to the collection cycle to allow for the additional past due notice and outbound calls.  Such an 
interpretation represents an even greater administrative burden to implement due to the complex 
programming and process changes that would be required.  This is because NW Natural bills customers 
monthly, which causes the credit cycle to be monthly.  NW Natural also notes that adding two weeks to 
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the credit cycle may potentially harm customers by allowing more arrearages to build and also causing 
greater customer stress and confusion due to the additional notifications.   
 
Under NW Natural’s current process, at the time of field collections and potential disconnection, the 
customer will have received:  
 

1. Bill 1  
2. First disconnection notice for Bill 1  
3. Second disconnection notice for Bill 1 
4. Bill 2   

 
Under the proposed changes, at the time of field collections and potential disconnection the customer will 
have received: 
 

1. Bill 1 
2. A past due notice for Bill 1  
3. A phone call from a live CSR regarding energy assistance for Bill 1 (and a second call if not 

reached) 
4. First disconnection notice for Bill 1 
5. Second disconnection notice for Bill 1  
6. Bill 2 
7. A past due notice for Bill 2 
8. A phone call from a live CSR regarding energy assistance for Bill 2 (and a second call if not 

reached) 
9. Bill 3 

 
All told, these additional notifications and the delaying of the collection cycle will create significant 
customer confusion as to exactly how much is owed and how much must be paid for reconnection.  
Additionally, NW Natural is concerned that the customer experience will be stressful and potentially 
traumatic and that the Company’s outreach could be perceived as harassing or intimidating. 
 
As mentioned above, NW Natural CSRs provide customers with information about energy assistance and 
bill payment options.  They listen to customers to learn about their needs and circumstances to ensure 
they discuss options, including medical certificates, that are relevant to the customer’s situation.  
Therefore, stakeholders should question the perceived value of additional outbound calls to customers.  
NW Natural CSRs stand ready to assist customers when they contact the Company seeking assistance and 
information.  Reversing this dynamic by forcing the information from the utility to the customer before 
they are ready to engage could be perceived as aggressive and intimidating.   
 
The Company also notes that to meet the requirement for the outbound calls, it conservatively estimates 
an additional four full-time equivalent employees (FTEs) would be needed to accommodate the new rule, 
assuming first call resolution.  For the past 12 months, the average of Washington first disconnection 
notices is 96 per day, with the highest being 257 per day.  Approximately 79 percent of first disconnection 
notices result in urgent final notices.  And approximately 29 percent of urgent final notices result in crews 
dispatched to the field for the disconnection, and 21 percent result in actual disconnection. 
 
Disconnection fees 
Proposed rule WAC 480-90-128(5)(i) prohibits a utility from charging a disconnection visit fee to 
residential customers.  NW Natural notes that such fees help to mitigate the shifting of costs for 
disconnections to other customers.  In the interest of providing additional safeguards for customers that 
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may be energy-burdened, NW Natural would support the prohibition on these fees for known low-income 
and medical certificate residential customers. 
 
Disconnection without prior notice 
NW Natural does not support the proposed rule WAC 480-90-128(8)(b) regarding the manner in which 
notification should be provided within five business days, as it is overly prescriptive.  Utilities should be 
able to continue their current practice under the existing rule.  At the least, the reference to a “paper copy 
taped to the main door of the property” should be modified to simply indicate a paper copy left at the 
property, which provides flexibility for utilities to leave the notice in a matter that is most conducive to 
the property. 
 
Medical certificates 
NW Natural supports the proposed rule WAC 480-90-128(9) to extend the time for receipt of a medical 
certification from a qualified medical professional from five to ten business days.  The Company also 
supports the housekeeping change of moving the definition for qualified medical professional to the 
definitions section of Chapter 90.   
 
NW Natural has concerns with the proposed change to WAC 480-90-128(9)(b) to remove the sixty-day 
limitation on the duration of medical certifications and to remove the need for renewals.  Preserving the 
integrity of the medical certificate program should be a focus in revising these rules.  The Company 
proposes retaining a limitation and extending it upon collaboration and feedback with those involved in 
this rulemaking process.  NW Natural notes that similar rules in Oregon allow for a medical certificate to 
be valid only for the length of time the health endangerment is certified to exist, but no longer than six 
months without renewal.  NW Natural would support a similar approach in revising WAC 480-90-
128(9)(b). 
 
Weather moratorium 
Generally, NW Natural supports the proposal in WAC 480-90-128(12) to indicate specificity with regard 
to disconnection for non-payment moratoriums during inclement weather but recommends that the 
proposed rule allow for flexibility in the source for temperature forecasts and severe weather watches and 
warnings to be consistent with the utility’s current source and related practices.  NW Natural proposes the 
rule revisions reference “the National Weather Service or similar weather reporting service.”  The 
Company notes that its current practice and tariff comply with this proposal.   
 
NW Natural proposes simplifying the proposed language in WAC 480-90-128(12)(a) to remove reference 
to when the National Weather Service (or similar weather reporting service) “indicates its plans to issue” 
a watch or warning.  NW Natural is uncertain when the weather service has indicated it plans to issue a 
watch or warning, thus the rule proposal could be greatly simplified to indicate simply when the service 
issues the watch or warning.   Further, the Company proposes to clarify and narrow the rule language to 
remove the reference to inclement weather and specify that the moratorium would occur when the 
weather service issues a watch, warning, or advisory that conditions pose a threat to life or property.  This 
removes the ambiguous term “inclement weather’ and focuses the rule parameter on dangerous weather 
conditions. 
 
NW Natural recommends similar clarifications regarding the actual issuance of a weather watch, warning 
or advisory in the proposed rule language in WAC 480-90-128(12)(b) and further proposes to greatly 
simplify this section by removing the proposed language prescribing the offering of a novel payment plan 
structure.  Specifically, NW Natural strongly recommends removing the third and fourth sentences of this 
section and replacing it with “The utility may require the customer to enter into a payment plan consistent 
with WAC 480-90-138” or similar. 
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Finally, NW Natural recommends that the fifth sentence of this proposed section be modified to read 
“The utility must inform customers of the option to reconnect during weather conditions described in this 
section on disconnection notices or material included with such notices”.  The Company’s proposal 
allows for this information to be included within the materials that are provided with disconnection 
notices.  The disconnection notice itself, which is a bill indicating a past due balance, already has many 
required elements that must be included, and adding another item would likely result in a crowded and 
confusing notice for customers. 
 
WAC 480-90-133 Reconnecting service after disconnection 
NW Natural supports the proposed language in WAC 480-90-133(2) to remove any reconnection fees for 
known low-income customers.  Such a practice advances the interests of income qualified customers and 
helps to mitigate energy burden.  The Company also supports the housekeeping changes made to WAC 
480-90-133(4). 
 
WAC 480-90-138 Payment Arrangements 
NW Natural is not supportive of the additions to the requirements for equal-pay plans in WAC 480-90-
138(1), as the Company finds these additions to be overly prescriptive and unnecessary.  NW Natural’s 
current practice with its EqualPay plans include a review of plan amounts at least twice annually in 
addition to the 12-month true-up.  During the fourth and the eighth month of a plan, NW Natural reviews 
the accuracy of plan amounts, taking into consideration any changes in usage and rates.  Changes may be 
made to ensure minimal plan true-ups will occur in the twelfth month.  If this review results in a change 
to the plan amount, customers will see a bill message informing them that their plan amount has changed.  
If this review results in a significant change to the plan amount (150 percent higher or 80 percent lower of 
the current amount), the review is verified by a CSR and customers will receive a letter notifying them of 
the plan change and asking the customer to contact NW Natural if there are questions or concerns about 
the new plan amount.  Thus, NW Natural does not support the proposed additions in WAC 480-90-
138(1)(a)(i) through (iv) because they are too prescriptive.  Alternatively, the Company could find it 
reasonable if any additions left more discretion to the utilities as to their current processes and system 
capabilities.  This could include language such as “In the event the utility recalculates or trues up a 
customer’s equal-payments plan, the utility will communicate such change to the customer in a timely 
manner.” 
 
The Company does not support the proposed addition of WAC 480-90-138(1)(b) requiring utilities to 
base equal-payments plans on projected usage using data from similar residences within the census tract 
where the residence is located.  This requirement is overly prescriptive; estimation of an equal-payments 
plan when historical information is not available is best left to each utility’s system capabilities and data 
availability.  NW Natural does not have reliable information about the customer’s dwelling or the 
dwellings of gas homes in the same census tract.  The Company is able to calculate an EqualPay plan 
based on a minimum of one month of history, so long as the month had more than 300 degree days, which 
would be more accurate and tailored to the customer’s individual home and usage.  In situations where an 
estimate cannot be accurately calculated, a customer requesting EqualPay would be eligible for a time 
payment arrangement. 
 
NW Natural does not support the addition of the proposed language in WAC 480-90-138(2), as the 
Company views this language as unnecessary.  NW Natural does not send non-prior obligation accounts 
to collections.  Moreover, the processes and procedures for utilities’ time payment arrangements should 
be left to the discretion of the utilities’ current tariff, practices and capabilities.  NW Natural CSRs 
provide information about time payment arrangements, energy assistance, and the availability of CAP 
agencies to provide further assistance to all customers that have questions or concerns about their bill 
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payments.  The availability of payment arrangements and similar customer benefits and safeguards are 
also highlighted in regular customer communications and on NW Natural’s website. 
 
NW Natural does not support the additional language in WAC 480-90-138(3) regarding delayed billings.  
As a practical matter, NW Natural does not issue what we understand to be a “delayed billing”.  If bill 
batches are interrupted due to process anomalies, bills are sent after the anomaly has been corrected and 
the bill due dates will be adjusted to reflect the appropriate required due date (NW Natural uses 21 days, 
which is greater than the “at least 15 or 18 days” per existing WAC 480-90-178(2)). 
 
The Company does not support the additional language in WAC 480-90-138(4) regarding the creation of 
a new letter regarding denial of payment arrangements or equal-payments plans, as it is unnecessary.  It is 
uncommon for NW Natural to deny payment arrangements for a customer seeking assistance with their 
bill.  Any difficulties with arranging payment arrangements typically would stem from unresolved issues 
with a previous payment arrangement and in those situations, NW Natural CSRs would work with the 
customer to resolve those issues and/or explain the issue and what is needed to resolve it.  And as always, 
the CSR would provide information about energy assistance and the availability of affordability programs 
during those discussions.  Thus, the creation of a new denial of arrangements letter is unnecessary.  
 
WAC 480-90-143 Winter low-income customer payment program 
At this time, NW Natural does not have comments or a position on the proposed updates in WAC 480-90-
143 reflecting wordsmithing edits and clarifications. 
 
WAC 480-90-178 Billing requirements and payment date 
Proposed rule WAC 480-90-178(4) prohibits a utility from charging late fees to residential customers.  
NW Natural notes that such fees help to mitigate the shifting of costs for disconnections to other 
customers.  Additionally, late fees are a common business practice to help reinforce expectations of the 
business-customer relationship, as demonstrated by the Commission’s use of late fees in WAC 480-07-
917.   
 
In the interest of providing additional safeguards for customers that may be energy-burdened, NW 
Natural would support the prohibition on late fees for known low-income residential customers. 
 
At this time, NW Natural does not have comments or a position on the other proposed updates in WAC 
480-90-178 reflecting wordsmithing changes and clarifications. 
 
WAC 480-90-179 Electronic Information 
NW Natural generally supports the housekeeping edits, added clarifications and streamlining reflected in 
the proposed WAC 480-90-179(1) through (3).  As discussed above in the comments for WAC 480-90-
138 Payment Arrangements, the Company does not support the addition of a payment arrangements 
denial letter and does not support the related inclusion in WAC 480-90-179(5)(c). 
 
WAC 480-90-193 Posting of tariffs for public inspection and review 
NW Natural notes that the proposed addition in WAC 480-90-193(1)(a) of “an index” for the listing of 
tariff changes on a utility’s website to be ambiguous.  It is unclear what is meant by index and what value 
this would add.  Without further discussion or collaboration, NW Natural does not support this additional 
language. 
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WAC480-90-194 Publication of proposed tariff changes to increase charges or restrict access to 
services 
As a threshold matter, NW Natural proposes that the topic in this rules section be more broadly discussed 
among all stakeholders.  In the Company’s experience, the timing and other requirements of this section 
have proven to be costly and administratively burdensome to comply with, with no corresponding 
increased value for customers.  NW Natural suggests a collaborative discussion of how to more 
effectively inform customers of tariff changes in a manner that reduces barriers to understanding would 
create a sound basis for developing improved rules for customer notices. 
 
In NW Natural’s experience, the existing rules and the current interpretation of them have resulted in 
costly and burdensome requirements for routine tariff changes such as the Purchased Gas Adjustment 
(PGA) and related filings.  Because most rate changes take effect at the beginning of a given month and 
NW Natural’s billing cycles run mid-month to mid-month, meeting the requirements under the thirty-day 
notice provision in WAC 480-90-194(1) means the Company would need to place these notices in the 
billing cycles two cycles before the effective date, or roughly two and a half months (75 days).  For the 
PGA and related filings with an effective date of November 1, this would require the notice to go into the 
August billing cycle, but NW Natural is not able to file the PGA and related filings until mid-September.  
This requires the Company to provide notice under the fifteen-day provision in the current WAC 480-90-
194(3), resulting in a stand-alone mailing that typically costs over $80,000 to provide notice for routine, 
annual PGA and related rate changes.  For a small customer base (less than 92,000 residential customers) 
as NW Natural has in southwest Washington, this represents additional cost with little incremental 
customer value.  Allowing utilities to send customer notices with bills in the billing cycle before the 
proposed tariff’s effective date would be an improvement that should be considered in this rulemaking.  
Such a practice reduces confusion for customers, as the notice would be included with the bill and other 
customer information and reduce costs for all customers.    
 
A fresh and objective review of WAC 480-90-194 requirements for thirty- and fifteen-day notices 
necessarily requires considering the reasons for and benefits of the different requirements for the two 
notice options.  It is unclear why thirty days is sufficient for one notice while fifteen days is sufficient for 
the other, even with additional copies distributed to the community and the media, which one could argue 
should be done under either option.  Therefore, NW Natural supports streamlining this rule to require a 
minimum fifteen-day or one billing cycle notice to customers with requirements for distribution of the 
notice to community agencies and the media, along with posting on the utility’s website. Such a change 
would greatly streamline and simplify the requirements throughout WAC 480-90-194.   
 
As stated above, the Company believes a broader, collaborative discussion with stakeholders is warranted 
to better inform constructive changes to this rule.  Notwithstanding, NW Natural offers the following 
comments on the redline draft rules proposed. 
 
NW Natural notes the addition of proposed language requiring text message reminders include a link to 
complete notices in the first paragraph of WAC 480-90-194 to be unnecessary, as it is duplicative of the 
language and intent of WAC 480-90-179. 
 
The Company does not support the proposed addition of a requirement to send customer notices thirty 
days before the Commission is scheduled to make a decision at an open meeting in WAC 480-90-194(1).  
The Company notes the Commission meeting agendas are not known thirty days in advance, making it 
difficult for utilities to develop and distribute a notice meeting these requirements especially since tariff 
advice filings are typically made forty-five days or more in advance of the requested effective date.   
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NW Natural does not have comments or a position on the proposed removal of the Published Notice 
option in the existing WAC 480-90-194(2).  The Company notes that it has not typically provided notice 
under this provision. 
 
The Company supports the addition of proposed language in WAC 480-90-194(3) for housekeeping 
changes and adding a winter bill comparison and clarifying language of the Commission’s role in setting 
rates.  However, NW Natural requests that the winter usage parameters, currently indicated as Nov. 15- 
Mar. 15 in the draft redline rules, be left to the discretion of the utilities to identify what will be used to 
determine the monthly winter usage, including a description of those parameters.  For example, “The 
average winter usage (November-April) of 130 therms per month would see an average monthly change 
of….” 
 
NW Natural opposes the proposed language in WAC 480-90-194(4) that limits the use of the PGA-
specific notice when the proposed increase is less than three percent for each customer class.  The 
Company firmly maintains that the messaging in the PGA notices provides valuable information to 
customers about what the PGA is and how it functions.  Providing this information consistently with 
every PGA reinforces these messages and learning.  It would be confusing for customers to have PGA 
notices look different from year to year based on whether the PGA is an increase of greater than three 
percent and would erode the clarity about PGA information that utilities have built for customers over 
time. 
 
WAC 480-90-195 Notice of tariff changes other than increases in recurring charges and restrictions 
in access to services 
NW Natural does not support the proposed additional language in WAC 480-90-195(2) that requires 
notice under WAC 480-90-194 for specified fees and pass-through local or state utility tax increase over 
three percent.  Changes in these types of fees, and especially the past through of local or state utility taxes, 
are not comparably described as easily as typical tariff rate changes and are ill-suited for the customer 
notices required in WAC 480-90-194.  Such customer notices would be confusing and in the case of pass-
through exactions, could result in customer frustration over receiving communication about proposed 
increases that the utility has no control over.  Additionally, the requirements for the content of postings in 
WAC 480-90-194(3) would be difficult to determine for these types of fee and tax changes, especially the 
bill impacts, which would prove to be a meaningful comparison for customers.  NW Natural suggests 
retaining the existing WAC 480-90-195(2)(a) and (b) provisions for customer notices and supports the 
original intent of having separate notice requirements for these changes as reflected in the current rule.   
 
WAC 480-90-197 Adjudicative proceedings where public testimony will be taken 
NW Natural does not support the addition of proposed WAC 480-90-197(6) requiring utilities to inform 
customers of the Commission’s decision within 30 days of the final order in adjudications that have 
included at least one public comment hearing.  Such a practice would be new among rate proceedings, 
except for PGA filings, which allow for a post-decision notification following the more flexible 
methodology outlined in WAC 480-90-195.  The Company also opposes the rigid timeline of “within 
thirty days”, as prefaced above, and would recommend that if proposed WAC 480-90-197(6) is retained, 
that the timeline be adjusted to allow for informing customers in the next available billing cycle.  Such a 
change would facilitate better customer understanding by keeping such information with the customer’s 
bill and reduce costs for all customers by avoiding a separate mailing of the notice. 
 
WAC 480-90-198 Notice verification and assistance 
The Company has no position on the proposed language in WAC 480-90-198(1) requiring utilities to 
provide the Commission’s consumer staff to review customer notices prior to distribution.  However, NW 
Natural does propose that any such requirement be limited to notices made under WAC 480-90-194.  It 
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would be impractical and administratively burdensome to install such a review process for bill messages 
and other customer communications.  Therefore, should this new language be retained, NW Natural 
proposes the following language for WAC 480-90-198(1): “The utility must allow the Commission’s 
consumer protection section at least five business days to review, and propose edits to, notices required 
under WAC 480-90-194 prior to its distribution.” 
 
NW Natural does not support the addition of the proposed language in WAC 480-90-198(4) requiring 
utilities to submit a report about the number of comments received in the filing docket at least five 
business days before the open meeting at which the filing will be considered.  First, tracking comments 
received would require establishing a new process across the utility.  This is because some comments are 
easier to track than others, for example, calls and emails to NW Natural’s Rates/Regulatory team are 
easily tracked, whereas offhand comments during a conversation with a CSR or comments made via 
social media posts can be much more difficult to isolate and track.  Additionally, Commission agendas are 
not always available five business days before the open meeting, making it difficult to comply with the 
deadline in the proposed rule. 
 
Conclusion 
NW Natural appreciates the opportunity to comment in this proceeding.  If you have any questions about 
these comments, please contact me at natasha.siores@nwnatural.com or (503) 610-7074 with copies to 
the following: 
 

eFiling  
NW Natural  
250 SW Taylor Street  
Portland, Oregon 97204 
(503) 610-7330 
eFiling@nwnatural.com   

 
 
Sincerely,  
 
/s/ Natasha Siores 
 
Natasha Siores 
Senior Manager, Regulatory Affairs  
250 SW Taylor Street 
Portland, Oregon 97204 
(503) 610-7074 
natasha.siores@nwnatural.com 
 
 


