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Request No. 22
Date prepared: August 4, 2006
Preparer:  Julie Marshall  

Likely Witness: Jon Stoltz          
Telephone:  206-381-6823 
 Please provide any written manual, operating procedures, staff training materials, or other written document of any nature that describes or implements the Company's deferred payment plans.

Response:  

All customer service procedures in establish payment arrangements are in compliance with the administrative rules of the WUTC.  Although the rules reflect the minimum customer service requirements that the utility must provide to a customer or applicant, CNG strives to provide superior customer service and more liberal terms may be extended if the situation warrants and if permitted under the WUTC administrative rules.  CNG operates using the written materials provided in the WUTC rules, WAC 480-90-138 Payment Arrangements.  
Customer Service Representatives have the ability to leverage situations and make reasonable decisions in order to resolve a situation in the best interest of the customer as well as the Company.  These methods do not require management approval prior to utilizing, but reasonable care is taken in the application and all actions must be documented.  If a CSR is unsure of how to proceed, management is consulted.

