BEFORE THE
PENNSYLVANIA PUBLIC UTILITY COMMISSION

In re: Rulemaking to Amend the
_Provisions of 52 Pa. Code, Chapter 56

to Comply with the Provisions of : Docket No. 1L.-00060182
66 Pa.C.S., Chapter 14; General :
Review of Regulations :

COMMENTS OF COLUMBIA GAS OF PENNSYLVANIA, INC.
IN RESPONSE TO MARCH 31, 2009
SECRETARIAL LETTER

Columbia Gas of Pennsylvania, Inc. (“Columbia”) hereby submits the Comments below _
in response to the Coimmission’s Secretarial Let;er, Dated March 31, 2009, concerning e-billing
programs. Columbia’s responses to the enumerated areas of inquiry in that Secretarial Letter are
as follows:

1. Scope and description of Columbia’s current e-billing program:

On August 9, 2006, Columbia filed a Petition at Docket No. P-00062230 seeking a partial waiver
of 52 Pa. Code § 56.21, seeking to implement e-billing. Columbia subsequently filed an
Amended Petition on December 5, 2006. By Order entered March 23, 2007 (“2007 Order”), the
Commission granted Columbia’s Petition and granted a temporary partial waiver of 52 Pa. Code
§ 56.21. Columbi.a’s e-billing program conforms to the following directives in the
Commission’s 2007 Order' L | |
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The due date for payment of a bill may be no less than 20 days from the date of

transmittal of the email to the customer advising the customer that the bill is

available for viewing on the Internet; that is, the date of emailing, postal mailing,

or physical delivery of such notice by the utility to the customer. In the event of a

failed delivery of an email communication, Columbia shall attempt to contact the

customer directly to secure an active email address. If an active email address is

secured, then the bill notification email will be resent to the customer, and the 20

days shall commence upon successful transmittal. If a correct, active email

address cannot be obtained and personal contact cannot be made, then a duplicate

paper bill will be sent to the customer’s mailing address of record, and the 20 days

shall commence upon fransmittal of the paper bill.

Consistent with Columbia’s proposal in its Amended Petition, participants in Columbia’s
e-billing program have two options. The first option, which is referred to as the “In-House
Option” is one offered entirely by Columbia. While the In-House Option has not yet been
launched to Columbia’s customers, Columbia does plan to offer this option in the near future.
With this option the customer has the ability to enroll electronically via the Columbia website.
Once enrolled, the customer no longer receives his or her bill via the mail. Instead, he or she
receives an e-mail notification that their bill is ready and is provided a link to the Columbia
website where they can view it and make payment.

The second option is for those customers who prefer to receive their utility bill via
Checkfree (“Checkfree Option™), a popular electronic bill consolidator with over 20 years’
experience in processing customer payments. Columbia’s confidence in Checkfree’s ability to
effectively provide this service is supported by Checkfree’s performance since Columbia
launched its e-billing using Checkfree with its Pennsylvania customers in September of 2007.
Similar to the In-House Option, after enrolling customers cease to receive a paper bill. Instead,
Checkfree sends the customer an email notifying them when a bill is waiting for them. The

customer can then go to the Checkfree website to view his or her bill and make payment.
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With either option, once logged into the secure web site, the customer is able to: review
their bill (containing all the information in the same format as a paper bill); read all bill inserts
and notices; print a copy of the bill; review alt reqmred bﬂ]mg disclosures and safety notices;
make elections concerning donations to the Hardship Fund; chose to pay their utility bill through
a variety of payment types (e.g. credit card or direct debit); and even make a full or partial
payment directly from the secure website. After payment, the customer receives a payment
confirmation showing the amount and date of payment. Ifa customer chooses either of the
electronic bill options, Columbia will no longer send that customer a paper bill. Once a customer
enrolls in electron;c billing hé or she receives a final paper bill. Thus, for one month the
customer receives both a paper bill and an electronic bill. Thereafter, however, all bﬂls are in
electronic form only. Upon request, Columbia customers may still, obtain a duplicate paper bill.
Electronic bills are archived on the Columbia website and retrievable by customers electronically
~ for at least six months. In addition, customer usage information is available on the website for at
least 13 months. |

All reminder notices required under Chapter 56, however, continue to be sent to the
customer via United States Mail. If an electronic bill notification e-mail is returned as
undeliverable, Columbia of Checkfree, as the case may be, will resend the email two additional
times. If the email is still undeliverable, Columbia or Checkfree, as ﬂ:xe case may be, will post a
message on its website that appears when the customer logs in. Columbia also attempts to
contact the customer via phone to have the email address corrected. If through these efforts,
Columbia still fails to gain customer’s proper email address, Columbia will issue a paper bill to
customer with a new due date that complies with the requirements of 52 Pa. Code Section 56.21.

With the issuance of a paper bill, the éustdme:r_.:is removed from the electronic billing program.
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At the present time, if a customer is removed as described, he or she would have to reenroll for

electronic billing.

2. Current levels of participation in current e-billing programs
As of the end of February 2009, there were 14,773 customers using e-billing on

Columbia’s system, which translates into 3.55 percent of Columbia’s customer base. Program
participation has more than doubled in the past 12 months and Columbia expects strong growth
to continue as the Companty prepares to implement its In-House eBilt Option to complement the

existing Checkfree eBill Option.

3. Tariff changes made or which should be made to implement e-billing
Columbia has not made tariff changes to implement e-billing. Columbia submits that

tariff changes are not necessary to implement e-billing.

4. Changes made to e-billing program since its inception
Columbia has made no changes to its e-billing program since its inception.

5. Information that was or will be contained in bill inserts

A message appears under “Payment Methods” in the left column of customer bills, if the
customer is not already enrolled in CheckFree e-Bill.

A teaser article appeared in the Summer (Fuly) 2007 edition of the customer newsletter,
GasLines, announcing that the service offering would become available in August, and a follow-

up story appeared in the Fall (October) 2007 edition.



Periodically, customers may hear a promotional on-hold message if a Customer Service
Representative needs to place them on hold while responding to & question about their account.

Information about CheckFree e-Bill also appears on the Columbia Gas of Pennsylvania
Web site, with links to the MyCheckFree site to enroll.

Copies of bill inserts are attached hereto.

6. Any other concemﬂggarding e-billing that the PUC should consider

Columbia’s e-billing program is working well and, as noted above, enrollment continues
to increase. Since its inception, Columbia has had no informal or formal complaints concerning
e-billing. Columbia is concerned with the proposed Sectioﬁ 56.25(4), which appears to require
public utilities to furnish paper receipts to e-billing customers. Columbia refers to the discussion
of this issue in its Comments to Proposed Rulemaking, filed April 20, 2009 in this matter.

Respectfully submitted,

COLUMBIA GAS OF PENNSYLVANIA, INC.

By:

Theodore J. Gallagher (Atty LD. No. 90842)
Mark R. Kempic (Atty LD. No. 64718) -
NISOURCE CORPORATE SERVICES
COMPANY

501 Technology Drive

Canonsburg, Pennsylvania 15317
Telephone: (724) 416-6355

Facsimile: (724) 416-6382

Its Attorneys

Dated: April 20, 2009



Natural gas is transported from
producing wells through large
underground pipelines called trans-
mission lines. The gas then travels
to cities and towns through main
lines. From the main lines, natural
gas is carried to your home or busi-
ness through service lines, which
stop at the gas meter. In some oper-
ating areas of western Pennsylvania,
Columbiz Gas owns and maintains
the main supply lines fo the curb
box at the street. However, the
property owner is responsible for
repairing or replacing all service
lines and house lines beyond the

curb box, including any that extend

beyond the meter to the appliances
in your home or business. In east-

Columbia Gas-
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of Pe

ern Penusylvania,
Columbia Gas
owns the lines up
to the meter.
¥ buried piping
ise’'t maintained, it
might become
subject fo

i . corrosion and
B ; lealage over

E - time. For your
F safety, we
inspect pipelines
- for leakage on a reg-
F - ular basis. If the line is

metallic, we also inspect it

for corrosion. Our routine inspec-
tion covers all gas piping between
the main line and the meter.

If our inspection detects 2 prob-
lem in any portion of the piping, we
might have to interrupt your service

In thiis issue:
« Natural gas lines —

What fs your respensibility?
« Coming soon: e-Bilt
< Qur address has changed!
* Keep your caof in the heat
* Profecting your privacy
« Keep clear access to meters

untit it's been repaired. Any
inspection, installation, repair or
replacement of matural gas lines or
appliances that you own should be
done only by a licensed heating/
cooling contractor or plumber who
is certified by the U.S. Department
of Transportation. Visit our Web site
at www.columbiagas.com for a
current list of qualified plumbers
in your area.
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Goming scon: e-Bill

Go paperless! Starting next month,
you'll have the opportunity to receive
and pay your Columbia Gas bill
online at no charge with our new
CheckFree e-Bill service. Watch
your hill for details, or visit our Web
site at www.columbiagas.com.




Keep vour cool in the heat

Summer’s here! That

- the symptoms of heat stress.

eat stress, or hyperthermia,
most kikely to occur in hot,

"~ older adults, and may canse
-~ heat exhanstion, heat stroke,
heart failure, or stroke. The
use of prescription drugs for
hlgh blood pressure, anxlety, depr&ssxon, poot cmculanon, or sleeping can

also make a person more vulaerable to the heat.

Seek medicat help if you or 2 companion experiences any symptoms of
heat stress, such as dizziness, rapid heartbeat, nausea, throbbing headache,
dryness from lack of perspiration, mental changes or breathing problems.

Follow these tips to guard against heat stress this summer:

» Slow down and take frequent breaks. Physical activity produces body heat
and overexertion adds to the heart's worldoad.

o Eat light and drink plenty of water. Avoid hot foods and heavy meals in hot
weather.

* Dress for comfort. Wear light-colored, loose-fitting cotton clothes.

» Keep cool indoors during the hottest hours of the day. Cool off by taking
a cool bath or shower.
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Protecting your privacy

w?nntedonrecyeledpaper

20% Post-Consumer Content

We want to protect your privacy provide us with the names of other
and safety. That's why we need to household members or third par-
verify that we’re speaking with the ties who you want to be able to
right person before we discussyour . conduct business on your behalf.
account. When you call our If the account is not in your name,
Directlink customer service, please but you need access to it, please
be ready to verify your account ask the account bolder to call us
information, such as your name, and authorize you first. This will
address, telephone numberor - prevent unanthorized persons from
social security number. This way, making changes to your account,
we ensure that only authorized and could save you time and energy
individuals are able to make in the future.

~ changes to your account, ask about Also, be sure to keep your mail-
payment history, or request service. ing address, phone number and any

When you requested energy ser- other account information current
vice at your home or business, you by letting us know when any chang-
might not have provided us with 2 es occur. Simply check the box on
list of other people who are permit-  the front of the payment coupon
ted to discuss your account. If the attached to your bill and provide
account is in your name, be sure to the new information on the back.
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Your pipeline to the future

Over the next two decades,
Columbia Gas of Pennsylvania will
invest more than $60 million a
year in our infrastructare as we
build your pipeline to the future.
Along the way, we'll be creating
hundreds of family-sustaining
jobs across Pennsyivania, helping
the local economy and renewing
communities.

We want to make certain that the
communities we serve are provided
safe, reliable delivery of their best
energy value — natural gas — to
suppott their growing needs. The
men and women of Columbia Gas
are your neighbors, and have ser-
viced and maintained our network
of pipelines and facilities well for
many years. We've done all that we
can to get the most efficient use
from our current system. Now
we need to be proactive in replac-
ing and extending the natural gas
infrastructure fo betfer position
communities for fature growth
and development.

Our investment supports a
system-wide upgrade, designed to
replace more than 2,400 miles of
underground natural gas distribu-
tion lines and facilities that serve
homes and businesses. We’ll utilize
state-of-the-art technologies involv-
ing plastic polyethylene gas lines
and other advanced materials.
These practices have set new, high-

er standards in the utility industry

over the last few decades and will
last for generations. Since natural
g2s provides the safest and most
economical energy choice for so
many Americans, our investment
truly represents your pipeline to
the foture.

You and others in your community
will learn more about this major
project in the coming months.

Visit www.colu .com for
regular updates, and check your bill
package often for more information.
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It this issue:
« Your pipefine to the future

« Receive and pay your gas bill enline free

with CheckFree e-Bill

« Flooding can interrupt natural gas service
« Be alest to carbon monoxide’s stlent threat
* Your bill tracks temperatuses and usage ’
AOL Reyword: Columbija,g
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Receive and pay your gas bill
online free with CheckFree e-Bill

Click — don't lick! Now you can
pay your nafural gas bills electroni-
cally for a faster, more convenient
way to manage your account with
just the click of a mouse. It's accu-
rate, secure, and there’s no transac-
tion feel

Offered in partnership with
CheckFree Corporation, an industry
leader in online billing and payment
services, e-Bill lets you see an elec-
tronic image of your paper bill,
with Jioks to important information
about your account, safety, and con-
servation. Instead of receiving 2
paper bill each month, you'll
receive an e-mail when your gas bill
is available.

To pay your e-Bill, you can also
enrolf in CheckFree’s online pay-

ment service, or select any of the
other payment options that we offer.
Visit www.columbiagas.com and
click on “Manage Your Home
Account” to compare available
payment options.

You can start our free e-Bill ser-
vice today! With instant activation,
you can view your most receat bill
while you're onfine. There's no
enroliment fee or waiting period for
approvals,

Visit www.columbiagas.com
and click on the e-Bill link to
CheckFree’s enroliment page. Once
you sign up for e-Bill delivery, you'll
receive just one last paper bill in
the mail from us. You can print
your e-Bill or store i in a0 elec-
tronic file for reference.



Flondmg can interrupt natural gas service

I you live in an area that is prone the backfiow of floodwater into
to flooding, be aware that floodwa- the gas piping,

ter can enter gas pipelines and cre-

. ate unsafe conditions. Follow these After a flood

- important steps to ensere the safety , oo fovels were high eno
of your mafural gas service lines and o cover the gas mw,ghmﬂ uggtt;
appliances. check your meter and regulator

Before a potential fiood ;;H: wgﬁi:}m )

« If flooding b severe, gas
‘Shut off the natural gas suppfly i appliances should not be used
valve to appliances (mally outy until 2 licensed phumber or con-
on the gas line to the appliance). fractor has inspected them.

« Turn off electrical power to each « Damage could also eccur to
appliance and leave it off. sﬁaﬂgﬁges, controls, thermostats,

« If 2 natural gas appliance is furnace heat exchangers, and
removed, cap or plug the open buarner and pilot parts. A licensed
end of the pipe leading from the plumber or contractor should
valve to the appliance to prevent perform any repair work.

Be alert to carbon monoxide’s silent threat

When you seal your home against
cold temperamres, be careful to
avoid creating conditions that can
produce carbon monoxide. Even
though natural gas doesn't contain
carbon monoxide, the colorless and
odorless gas can be produced when
there’s not enough oxygen present
for natural gas, oil, or any other
fuel to burn properly.

Carbon monoxide gives no warn-
ing, but continued exposure can be
extremely dangerous. A vehicle left
idling in an enclosed garage can
produce enongh carbon monoxide
to cause illness. In fact, more than
two-thirds of accidental deaths from
carbon monoxide are caused by
poorly vented vehicle exhaust, and
by coal, kerosene, or wood burned
in a fireplace or stove that's not
vented properly.

To guard against carbon monox-
ide, have your furnace and water
heating system serviced regularly by
a qualified heating contractor.

& Printed on recycled paper.
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Proper adjustment and venting of
equipment will help to ensure an
+ adequate sapply of fresh air for
combustion. Carbon monoxide

detectors can alert you when the
concentration of carbon monoxide
in the air is above acceptable levels.

"":uon of Jour. momhly bﬂl to com-
. pare usage and tempetatum for;

* the past 13 months. Besides - g_
- showing how much energy you -
“used and the nuniber of days ifi

' each billing eycle, the'informa- '_
-tion compares avemge tempem- :
“tures and daily usage for the
current period with those of the -
previos month and the same
momhlastyeat. e
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