220 NW 2ND AVENUE
PORTLAND, OR 97209
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Rates and Regulatory Affairs w atura — 503.226.4211
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July 14, 2010

VIA ELECTRONIC FILING

Dave Danner, Executive Director & Secretary
Washington Utilities and Transportation Commission
1300 S Evergreen Park Drive SW

Post Office Box 47250

Olympia, Washington 98504-7250

Re: U-100523, Paperless Billing for Gas Customers
NW Natural’s Comments

Dear Mr. Danner:

Northwest Natural Gas Company, dba NW Natural (“NW Natural” or the
“Company”), hereby submits the following comments to the Washington
Transportation and Utility Commission’s (“Commission”) draft rules on paperless
billing for gas utility customers, issued June 11, 2010.

NW Natural's revisions to the Commission’s draft rules are attached. An
explanation of the Company’s suggested edits is provided separately.

NW Natural appreciates the Commission’s consideration of the Company’s
comments. Please contact me at (503) 226-4211, extension 3590 if you have
guestions.

Sincerely,

NW NATURAL

/s/ Jennifer Gross

Jennifer Gross
Rates & Regulatory Affairs
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Docket U-100523 -- Gas Draft Rules

NEW SECTION

WAC 480-90-XXX Electronic information. A gas utility With-the-prier-consent-ef-the
customer-or-apphicanta-company-may offer applicants or customers the option to receive

required information specific to the customer’s utility service through electronic means. The
type of information that may be made available through electronic means includes, but is not
necessarily limited to: application for service;; bills, bills or notices about bills;; bill inserts,
including inserts containing information required to be provided to customers or applicants by
statute, rule, or Commission order;; disconnection notices;; bill or deposit payment plan
aqreements,, notlces of rate chanqes or emwele—le#le—netleesef tariff revisions.; er—b#l—mse#ts

statute—mle—eeeemnﬁuselet%by—eleetret%meane The ut|I|ty may mclude or attach the

information in an electronic communication, or may use electronic means to notice the customer
that the information is available to be viewed on the utility’s website. -iastead-efthe-use-of-paper

(1) AH-Format of electronic communications. Electronically available bills, notices,

and other communications deecuments provided-electronicathy-must meet all applicable the

requirements for format and, due dates, calculation of due dates, minimum timeframes, and any
other requirements specified within WAC 480-90. Electrenic-Electronically delivered

billsdecuments -will be treated the same as decumentsthatarebills mailed within the state of
Washington for the purposes of calculating due dates and minimum timeframes.

(2) Meritication-of-Customer consent. The eempany-utility will not issue any bill or
other notice that contains customer-specific account information by electronic means without the
must-obtain prior writtep-consent of the customer or applicant. er-electronic-consent-to-provide
prescribed-documentselectronically{consent-letter)— If a utility offers the option to apply for

service, or to receive electronic notices of bills and bill inserts, disconnection notices, or payment
plan agreements through electronic means, the utility must provide a secure means for customers
to request and to consent to the receipt of these documents, including but not limited to the use of
a secure password of the customer’s choosing. The utility must allow a customer to revert to

paper service for the receipt of these documents at any time at no cost to the customer. IFhe
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(a) The utility must retain a record of the customer’s request and consent to receive

electronic notices or documents for as long as the customer’s account remains active, and
thereafter as required by WAC 489-90-228.

{d) Fhe-company-wit-provide-u(b) Any Customer that requests and consents to the receipt of

electronic notices or documents will waive their rights to paper service of such documents except

as required by section (4) of this rule. However, upon reasonable customer request, the utility

will provide a paper copy of any document sent to such customer by electronic means

electronically-at no additional charge. Fhe-eustomer-may-alsorequesttorevertto-paperdehivery
ditional ol .

(c) Nothing precludes the utility from using its website as a means for customers or the public to
obtain electronic information for certain notices, documents or other communications that are not
specific to an individual customer account or from referring customers to such electronic
information, whether or not the customer has requested and consented to receive electronic
notices or documents in the manner set forth in this rule.

(3) Required Identifying Verbiage. Electronic notices of pending disconnection of
service or other notrces that have a drrect |mpact on the customer S service status with the utility

hearmgsmust wr# be c Iearly marked in the sub|ect line of the eIectronrc transmrssron and must
be clearly identified as an URGENT NOTICE. Electronic notices about rate increases, public
hearings, or any changes in the utility’s services should be clearly identified and marked as
IMPORTANT INFORMATION. in-the-subject-Hine:

(4) Provision of Hardcopies. The utility must always issue a paper notice in addition to

an electronic notice of the following documents-may-rot-be-provided-solely-by-electronic-means:

(a) Notices of disconnection; and

(b)

aAny extended payment plans under the Wlnter Iow-lncome payment program.
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AMEND

WAC 480-90-103 Information to consumers.

(3) The utility must provide to each applicant relevant rate information and a brochure
that explains the rights and responsibilities of a utility customer. The brochure must include, at a
minimum, information about the utility’s regular business hours, the utility’s mailing address, the
utility’s toll-free number, the twenty-four hour emergency number(s), and an explanation of the
utility’s processes to establish credit, deposits, billing, delinquent accounts, disconnection of
service initiated by the utility, cancellation of service by the customer, the dispute resolution
process, and the commission’s informal complaint procedures to be followed if the customer
remains dissatisfied with the utility’s dispute process. The utility may provide this information
in an electronic format consistent with provisions in this chapter governing the use of electronic
information.

AMEND

WAC 480-90-178 Billing requirement and payment date.
(4) Electronically issued bills must meet all format and due date requirements specified

in this rule, and must

AMEND

WAC 480-90-194 Publication of proposed tariff changes to increase charges or
restrict access to services. Each eleetrie-gas utility offering service under tariff must publish er
provideelectronicalhy-all proposed changes to its tariff for at least thirty days, as required by
RCW 80.28.060. For any proposed change that would increase recurring charges, except
purchased gas adjustment (PGA) filings as provided in subsection (5) of this section, or restrict
access to services (e.g. discontinue a service or limit accces to a service by imposing a new usage
level on existing services), a utility must fulfill the requirements of subsection (1), (2), or (3) of
this section. For any other proposed tariffs, the utility must fulfill the requirements of WAC 480-
90-195, The utility will not be required to accomplish publication under this section if it has
aqreed to suspend it tarlff f|||nd and prowde notlce as provided under WAC 480 90 197 ihe

(1) Thirty-day notice to individual customers. To comply under this method, the
utility must, at least thirty days before the stated effective date of the proposed change, mail or
provide-electronically notice the posting to each customer that would be affected by the proposed

change. The posting must include information listed in subsection (4) of this section. Fhe-utiity
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may-provide-this-informationinan-eElectronic notices must be in a form fermat consistent with
provisions in this chapter governing the use of electronic information.

(3) Reduced publication with shortened notice to individual customers. To comply
under this method, the utility must:

(a) Mail or provide-electronically notice the posting to each customer that would be affected by
the proposed change at least fifteen days before the stated effective date of the proposed change;

Fheutitity-may-provide-this-informationnElectronic notice must be made an-electronicformat
consistent with provisions in this chapter governing the use of electronic information.

THIS RULE SECTION ALSO NEEDS TO CHANGE:

_(5) Optional method of publication for purchase gas adjustment (PGA). A utility that
publishes notice of a PGA filing pursuant to this subsection is not required to publish notice of
the filing pursuant to subsection (1), (2), or (3) of this section.

(c) The utility must provide mat-the notice to each affected customer by U.S. mail or by
electronic means consistent with the provisions in this chapter governing the use of electronic
information. The utility must also send the notice or a press release about the increase to every
daily paper within its service territory.




NW Natural’s Edits to Proposed Rules in U 100523- Paperless Billing

Attached to this filing is NW Natural’s redlined edits to the Commissions draft rules in Docket
No. U -1000523. Generally, the Company’s edits intend to make the rule more readable and more
consistent with the verbiage in other sections of the Washington Administrative Code. The Company’s
edits also seek to provide the flexibility necessary for emerging or future technologies, such as texting
and social media, and to clarify that these rules apply only to communications utilities are required to
provide as part of providing a regulated utility service. Specific issues as they relate to each section are
explained below.

WAC 480-90-XXX Electronic Information — This section is revised to provide a broad purpose
statement. The reference to customer consent is removed as this requirement is addressed in section
(2) of this draft rule.

WAC 480-90-XXX (1) Format of Electronic Communications — A title is added for consistency
with the rest of this rule. Minor language revisions are made for readability and consistency.

WAC 480-90-XXX (2)(a) through (c) Customer Consent — The title of this section is revised from
“Verification of Customer Consent” to “Customer Consent” which is more consistent with the
requirements established in this section. The Company has also modified the requirement for the
consent letter because a hardcopy or an electronic letter, as described, is inconsistent with current
electronic methods for obtaining customer consent. The Company currently obtains the customer’s
consent using an electronic form that requires the customer’s electronic signature. A record is retained
of the date, the electronic signature and a confirmation number for the request. Attached for your
review are screen prints of the Company’s electronic consent form and the record retained of that
consent. The rules are modified to allow the customer consent to be consistent with what is
electronically possible to provide.

New language is added to Section (c) which specifies that the utility does not need customer
consent to send customers complementary information using electronic communication channels.

WAC 480-90-XXX (3) Required Identifying Verbiage — A title is added for consistency with the
rest of this rule. Also, the language is modified so that disconnection notices are marked “URGENT
NOTICE,” while other notices about changes to a customer’s utility service are marked “IMPORTANT
NOTICE.” This is consistent with the Company’s practices for mailed notices. NW Natural believes it is
important to reserve the heading “URGENT NOTICE” for disconnection notices.

WAC 480-90-XXX (4) Provision of Hardcopies - A title is added for consistency with the rest of
this rule. Minor language revisions are made for improved readability.
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WAC 480-90-103 Information to consumers — The Company has no edits or comments on this
section as revised.

WAC 480-90-178 Billing Requirement and payment date — Requirements established in other
sections under WAC 480-90 are removed as the repetition is unnecessary.

WAC 480-90-194 Publication of proposed tariff changes to increase charges or restrict access
to services - The rule is restored to its current form. Also, the added reference to electronic
communications is removed as the term ‘publish’ does not preclude electronic channels.

WAC 480-90-194(1) Thirty-day notice to individual customers - and
WAC 480-90-194 (3) Reduced publication with shortened notice to individual customers. -
Minor edits are made to these two sections to improve readability and consistency of wording.

WAC 480-90-194 (5) and (5)(c) Optional method of publication for purchase gas adjustment
(PGA) — The Company proposed amending this rule also to allow utilities to use electronic
communications.



Paperless Billing Consent and CIS Record
U 100523 — July 14, 2010
Page 1

Please note — the customer of record is an employee who has consented to the use of this data for this docket, U

100523.
m YOUR ACCOUNT YOUR HOME YOUR BUSINESS SAFETY
About Us | Careers | Investors | Contact Us

LR At Home = vYOUR ACCOUNT = Paperless Billing

wnt Infor

Paperless Billing

Darcy Moxon: 1660461-3
Address: 2241 SE 102nd Ave, Portland

rour Bill

[1660461-3 =]

(23

y Steps:
Billing
ur Bill
w Bill Ins

Paperless Billing is a service that allows you to receive your gas
bill online each month, when you sign up for Paperless Billing, you
will no longer receive your NW Natural bill in the mail. Instead,

art Energy wou will be sent an e-mail notification each month directing you to
- Bill o wiew your bill at this site.

et Payment Plan Click "Next' to begin Paperless Billing authorization.

Bill Pay

Equipment

ntact Information

Manage Cnline Profile

About Us | Careers = Investors | Contact Us

UR Home > YOUR ACCOUNT = Paperless Billing = Paperless Billing

Account Information

Paperless Billing Enrollment Form

Darcy Noxon: 1660461-3
Address: 2241 SE 102nd Ave, Partland

18283

Yaur Bill
Steps:

Please verify that this contact information is correct:

ddn@nwnatural.com

(503 ) [ss5

our anline bill will be awailable each month on the date that it would

E-mail Address:

Contact Phone: - |2811

I

my MW Matural bill online.

s Equiprnent

Authorized by: IDarcy Moxon

Information

online

BENEFITS OF GAS

AT YOUR SERVICE

Account Surnrmary
Pay vour Bill

Wiew Tour Bill
Start Service
Move Service

Go Paperless

Add an Account
Equipment Repair

5
Spacial Offers

* For Your Home
* For vour Business

T i;r‘—ﬁ“-‘—‘“““‘l
i S

'..-H'"'
B s

o @

(To change pour e-mail click here)

be mailed.

I agree with the Paperless Billing Terms and Conditions and would like to receive

(Type pour full pame)

Next >
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Paperless Billing Terms and Conditions

<3 Paperless Billing Terms & Conditions - Microsoft Internek Explorer i m|

Paperless Billing Terms and Conditions:
By signing up for Paperless Billing yau will na langer receive a paper bill frarm MW Matoral, MY Matural will
send you a monthly e-mail notification when your hbill is ready to be viewed at nwnatural.com.

Please note: If yvour current bill was already printed, vou may stll receive it in the mail within the next
few days. vour paperless bill notifications will begin with your next bill.

If your e-mail address changes, you will need to update it by lagging on at nwnatural.com.

m Matural will send vour paperless bill notification to the e-mail that you have provided., MW Matural is not
responsible for undelivered bill notifications. You will still be responsible for paying your NW MNatural gas bill
gach maonth by the bill due date. Past due notices will cantinue to be sent by reqular mail.

If MW Matural cannot successfully deliver the bill notification to your e-mail address, your paperless billing
may be discantinued, and your gas bill will be mailed ta yau, If this occurs, MW Matural will send you a
letter adwvising you of this change.

Please note: The automatic e-mail notification from NW Matural may be filtered by your e-
mail service provider. Please be aware that if vou have set vour e-mail account to block or filter
meszages from unknown senders, you may not receive our bill notification. Please contact vour provider
for instructions on how to add paperless@nwnatural .com to your list of allowed senders,

vou may cancel Paperless Billing at any time at nwnatural.corm, or by calling Customer Service at 00-
422-4012. If vou cancel Paperless Billing, you will receive a paper bill on your next billing cycle.
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m YOUR ACCOUNT YOUR HOME YOUR BUSINESS AFETY BENEFITS OF GAS

Investor Contact AT YOUR SERVICE

Horne > ¥YOUR ACCOUNT = Paperless Billing > Paperless Billing

Confirmation * gccount Surmmary
unt Information . . . ® Pay Your Bill
a——— Paperless Billing Confirmation * view Your Bill
Darcy Noxon: 1660461-3 * start service
Address: 2241 SE 102nd Ave, Portland 0 M SEriEE
* 5o Paperless

» Steps: (1023 * ndd an Account
Billing * Equipment Repair

ur Bill

. Transaction Complete n Out| £
il Tnee P e

art Energy Your request to stop receiving paper bills was submitted o
ur Bill successfully, vou will be sent a bill notification electronically each slpMMI agﬁﬂ‘u

month when your bill is available online.
¥ * Faor Your Home

nent Plan :
* For Your Business

Paperless Billing Confirmation Number: 29879446
I— ——]
Click to display a printer-friendly confirmation » ' S r:—?‘:{_?.‘_tt'
i-_‘ 2 o g, il -

s Equiprment

+ Information ¥iew Current Results »

Manage Online Pro Please note: If your current bill was already printed, you may

still receive it in the mail within the next few days. Your paperless Jjﬂg %HA

Bl Online

bill notifications will begin with your next regular bill,

Help us make sure your e-mail is delivered:

The autornatic e-rnail notification frorm N Natural may be filkered
by your e-mail service provider. Please be aware that if you hawve =
set your e-rnail account to block or filter messages from unknown c_he':k"”g account on
senders, you may not receive our e-mail messages. Flease uursﬂg. NP stamps
contact your provider for instructions on how to add to lick, just a
paperless@nwnatural.com to your list of allowed senders. button to click.

NOWw you can pay your
gas hill through your

Confirmation e-mail

From: ' paperless Sent: Mon 7/12/2010 1:37 P
To: Hoxon, Darcy

Subject: W Natural - Paperless Biling Sign-up

[Thank you for using NW Natural's online services.
We received your request to enroll in the paperless option te receive your NU Natural bill online for account #+%461-3.

You will no longer receive a paper copy of your bill in the mail. Instead, starting with your next regular bill, you will he sent an e-mail reminder eacl
mwonth when your bill is available online.

Help us make sure your e-mail iz deliversd:
The automatic e-mail notification from NU Natural mey be filtered by your e-mail service provider. Please be aware that if you have set your e-mail
account to block or filter messages from unknown senders, you may not receive our e-mail messages. Please contact your provider for instructions on how 1
add paperless@nunatural.com to your list of allowed senders.

Please wisit us at http://wuw.nwnatural.com
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Related Contacts in CIS (Contact Number matches the confirmation number in e-mail)
£ 010 WEBFE Customer Emai| Address: ddn@nwnatural. com
AUThor1zed S'I_ gnatlulr'e: Darcy Noxon

CC List/acct # Contact/Comment |Letter Test Upd | CC Def/Respanse |

Contact Type = WEBPB .] Weh: Paperless Billing Signup Letter Name * | .]

Comments |Print Comments Igontact Dietails I

Customer Email Address: ddn@nwnatural. com
Authorized Signature: Darcy Noxon

4

CC List/acct # Contact/Comment |Letter Text Upd |CC Def/Response

Contact Type * WEBPB .] Weh: Paperless Billing Signup Letter Name * | .]

Comments | Print Cormments  Contact Details |

Contact Number 29879446
Contact Created /12,2010 13:37:06 WEB
Contact Closed F

Rep Name WEB
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Changing the e-mail address for Paperless Billing

m YOUR ACCOUNT YOUR HOME YOUR BUSINESS SAFETY BENEFITS OF GAS
Careers | Investors | Contact Us AT YOUR SERVICE

Horme > YOUR ACCOUNT = Paperless Billing

Account Surnmary
Pay rour Bill
Wiew Tour Bill
Start Service
Move Service

Go Paperless

add an Account
Equipment Repair
vou are currently enrolled in Mw Natural's Paperless Billin

service. This mesfans you receive an e-mail no?:ific:ation whgn your 'g
bill is available to be viewed online, If you would like to make

rmatrt Energ changes to vour enrollment, please select an option below. =
' Special Offens

Paperless Billing

Darcy Noxon: 1660461-3 [teende1z =]

Address: 2241 SE 102nd Ave, Portland

Steps: 1 2 3

rour Bill

You are currently signed up for Paperless Billing. * For vYour Home

ent Plan .
* For Your Business

¢~ Cancel your Paperless Billing

¢+ Change your e-mail address I' .,l:r-?’ "_?:_tt
Equipm lm

ct Information

Cnline P

Confirmation e-mail

From: paperless I% Sent;  Mon 7(12/2010 1:34 FM
Ta Hozan, Darcy
(=c noxon@nwnatural.com

Subject: KW Nabural - Change Paperless Biling E-mail Address Confirmation

[Thank you for using NW Netural's online services.

We received your request to change your paperless billing for account
TrEgg1-3

from: noxon@nwnatural.com to: ddn@nwnatural.com
If this update is incorrect, please sign back in to https://wyw.nwnatural.com and click on Paperless Billing to correct it.

Flease wisit us at hrep://wwy.nwnacural.com

CC List/acct # Contact/Comment |Letter Text Upd | CcC Def/Response |

Contact Type = WEBPEC .] Web: Paperless Bill Email Chyg Letter Name = | .]

Comments |Brint Camments Ignntact Details |

Customer Emall aAddress: ddn@nwnatural. com
authorized signature: parcy MoOxon

«
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Cancelling Paperless Billing

m YOUR ACCOUNT YOUR HOME YOUR BUSINESS SAFETY ‘

About Us | Careers | Investors | Contact Us

YOUR A€ LN Harme > YOUR ACCOUNT > Paperless Billing

count Information paperless B|"|ng

Tour Bill Darcy Noxon: 1660461-3 [Tee0a61-3 =]

. Wiew Tour Bills Address: 2241 SE 102nd Ave, Portland
= Account His Steps: 1 2 3
* Paperless Billing

* Analyze Your Bill Tou are currently enrolled in MW Matural’s Paperless Billing
o Bill Inserte Sl_Er"-:-'iI:E. T_his means you receive_ an e-mail nu:utifiu:qtiu:un when your
C = ==t bill is available to be wiewed online, If you would like to make
nart Energy changes to your enrallment, please select an aption below,

You are currently signed up for Paperless Billing.

fe Cancel your Paperless Billing

= Change your e-mail address |

Gas Equipment Service Next>

Contact Information

Manage Online Profile |
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m YOUR ACCOUNT YOUR HOME YOUR BUSINESS SAFETY BENEFITS OF GAS

About Us | Careers |

art Energy

ur Bill

Investors | Contact Us AT YOUR SERVICE

Home > YoUR ACCOUNT = Paperless Billing > Paperless Billing

Cancellation Form ®* Account Surmmary
* Pay vour Bill
Paperess Billing Cancellation Form ® Yiew Your Bil
D N L660461-3 * Start Service
arcy oxon: - -
pddress: 2241 SE 102nd Ave, Portland 2 e SEries
® 5o Paperless
Steps: (102 3 * Add an Account
® Equipment Repair
Enter yvour signature below to cancel your Paperless Billing gn Out %
enrollment and to resume receiving a paper bill,
Special Offers
MW Matural Account Number: 1660461-3 g
® For Your Home
Authorizing Signature: IDarcy Moxon| ® For Your Business
s
T M*v’ i?‘_t";:
.
::::h--'—\"
! L

NWN HOME YOUR ACCOUNT YOUR HOME YOUR BUSINESS SAFETY BENEFITS OF GAS
About Us | Careers | Investo Contact AT YOUR SERVICE

LR
unt Information

ur Bill

serts
nart Energy
rour Bill

Manage COnline Profile

Home = ¥YOUR ACCOUNT > Paperless Billing = Paperless Billing
Cancellation Confirmation

Account Surnmary
Pay Your Bill

View vour Bill
Start Service
Mowve Service

Go Paperless

Add an A&ccount
Equipment Repair

Paperless Billing Cancellation Confirmation

-
L ]
.
-
Darcy Noxon: 1660461-3 O
Address: 2241 SE 102nd Ave, Portland .

-

L ]

Steps: 1 2 3

Transaction Complete Sign Out %
Your request to cancel your Paperless Billing has been successfully
Spacial Offers

sent, vou manthly bill will now be sent by standard mail.

NW Matural Account: 1660461-3 & For Your Home
Confirmation Number: 29879453 ® For Your Business
Authorizing Signature: Darcy Noxon 2

I .r"\-r.-r
' . V‘*"?—attt

Click to display a printer-friendly confirmation »
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Confirmation E-mail

Fraom: | paperlsss

Ta: Moxon, Darcy

Cor

Subject: My Matural - Paperless Biling Cancellation

Sent:  Mon 7/12§2010 1:36 PM

[rhank you for wsing NU Natural's online services.

Uz received your request to cancel paperless hilling statement each month for NW Natural account *#%%461-3. TYou will begin receiving a paper statement
with your next regular bill.

Your confirmation number is 29875445,
If you have any questions sbout Paperless Billing, please just reply to this e-mail.

Thank you for visiting nwnatural.com

Related Contacts in CIS (Contact Number matches the confirmation number in e-mail)
CC List/acct # Contact/Comment |Letter Text Upd |CC Def/Response |

Contact Type * .] Web: Paperless Billing Cancel Letter Name * | .I

Comments | Print Comments  Contact Details |

Contact Number 29879445
Contact Created 7122010 13:35:44 WEB
Contact Closed F

Rep Name WEB
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