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COMMONWEALTH OF KENTUCKY
BEFORE THE PUBLIC SERVICE COMMISSION

In the matter of:

KENTUCKY, INC. TO EXTEND ITS SMALL

)
)
TARIFF FILING OF COLUMBIA GASOF ) Case No. 2017-00115
)
VOLUME GAS TRANSPORTATION SERVICE )

CERTIFICATION OF RESPONSES TO INFORMATION REQUESTS

This is to certify that I have supervised the preparation of Columbia Gas of
Kentucky, Inc.s responses to the Commission Staff’s Second Request for

Information dated April 24, 2017 and that the responses are true and accurate to

the best of my knowledge, information and belief fo;CZ after reasonable inquiry.

DATE: 5/ /X/ 29|y ”Am/’//

Herbert A. Miller, Jr.
President !
Columbia Gas of Kentucky, Inc.

COMMONWEALTH OF KENTUCKY

COUNTY OF FAYETTE

SUBSCRIBED AND SWORN to before me by Herbert A. Miller, Jr. on this the

ik day of ” ay 2017,

(b* L };0“/ /“SU‘ A
Notary Public

My Commission expires: os | J ‘5/,2013'
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KY PSC Case No. 2017-00115
Staff’s Data Request Set Two No. 1
Respondent: Judy M. Cooper

COLUMBIA GAS OF KENTUCKY, INC.
RESPONSE TO STAFF'S SECOND REQUEST FOR INFORMATION
DATED APRIL 24, 2017

1. Refer to Columbia's Small Volume Gas Transportation Service tariff.

a. Refer to the Availability section. Confirm that Columbia has
only one IUS customer. If this is not correct, state how many customers are served
pursuant to the IUS rate schedule.

b. Explain whether Columbia's IUS customer(s) are aware of
the availability of the Choice program, and whether they have expressed any

interest in participating in the program.

Response:

a. Columbia has two IUS customers.
b. Columbia is not aware of any interest by IUS customers in participation in

the CHOICE program.



KY PSC Case No. 2017-00115

Staff’s Data Request Set Two No. 2

Respondents: Judy M. Cooper, S. Mark Katko, and
Michele L. Caddell

COLUMBIA GAS OF KENTUCKY, INC.
RESPONSE TO STAFF’'S SECOND REQUEST FOR INFORMATION
DATED APRIL 24, 2017

2. Refer to Columbia's Small Volume Aggregation Service tariff and to
Columbia's response to the Attorney General's First Request for Information ("AG's First

Request"), Item 14.

a. Refer to the Marketer Certification section. State whether any marketer has
violated the Code of Conduct since November 2013, and if so, describe the action taken
by Columbia to address each violation.

b. Refer to the Marketer Charge section. Explain whether the $.05 per Mcf
charge for all volumes delivered to the marketers' aggregation pools has been sufficient
to cover Columbia'’s cost of administering the Choice program since November 2013.
The explanation should include the amount collected through the Marketer Charge, and
the corr/esponding Choice program costs which were defrayed by the charges.

c Refer to the Daily Delivery Requirement section. State whether Columbia
has experienced any significant failure of marketers to meet their daily delivery
requirements, and if so, whether it has caused gas supply or operational problems for

Columbia.



d. Refer to the Billing section. Explain whether the $.20 monthly charge per |
account has been sufficient to cover Columbia's cost of bﬂiing for the Choice program
since November 2013. The explanation should include the amount collected through the
Marketer Charge, and the corresponding Choice program-specific billing costs which

were defrayed by the charges.

e. Refer to the Payment to Marketer section.

i. Explain whether the 2 percent withheld from marketers'
monthly revenues has been sufficient to cover Columbia's cost of administering
the collection process for the Choice program since November 2013. The
explanation should include the amount collected through the two percent withheld
revenue, and the corresponding Choice program collections costs and uncollectible
account expense which were defrayed by the withheld revenues.

ii. Explain whether the uncollectible gas cost of Choice
program customers is collected through Columbia's Gas Cost Adjustment

mechanism.

f. Refer to the Standards of Conduct section paragraph 12. State whether Columbia
has received any complaints since November 2013 from marketers concerning its
compliance with the Standards of Conduct. If so, provide the basis of the complaints,

and a discussion of their ultimate disposition.



Response:

a. Columbia has had three Code of Conduct violations concerning three different
Marketers since November 2013. All three violations were the result of the Marketer's
solicitation methods. A description of each instance and action taken by Columbia is
outlined below.

11/13/2014 - The first instance was a result of several complaints from customers
regarding aggressive and misleading sales tactics used during a door to door campaign.
Columbia received complaints that the sales representatives were using aggressive sales
tactics by asking the customer to provide their Columbia Gas bill and provide cash
donations for veterans. There were aléo instances where the sales representatives mislead
the customers regarding Columbia’s current gas cost rate. Columbia hﬁmediately
suspended the Marketer’s door to door campaign and worked with the Marketer to
address the complaints and set clear expectations and guidelines for any future door to
door campaigns. They have been advised that any additional complaints could result in
termination from the CHOICE program and all future marketing campaigns must be
approved by Columbia prior to beginning the campaign.

11/20/2014 - The second instance was a result of a complaint Columbia received from
another LDC in Kentucky. The utility reported an influx of calls and complaints
regarding a mailing that was sent by the Marketer soliciting their customers for
Columbia’s CHOICE program. The Marketer in this instance used a solicitation list not

provided by Columbia, and solicited customers outside of Columbia’s territory.



Columbia worked with the Marketer to provide a customer solicitation list of eligible

Columbia customers and prevent additional confusion.

08/30/2016 - The third instance also resulted from a series of complaints Columbia
received from our customers regarding aggressive and misleading sales tactics used
during a door to door campaign. Columbia received complaints that the sales
representatives were overly aggressive and attempted to pressure the customers into
providing their account numbers, even after stating they did not want to participate in
the program. At one point, several customers contacted their local police department to
report the activity and it was determined the representatives were soliciting without the
required city permit. As in the instances above, Columbia worked with the Marketer to
address the complaints and set clear expectations and guidelmes for any future door to
door campaign. They have been advised that any additional complaints could result in
termination from the CHOICE program and all future marketing campaigns must be

approved by Columbia prior to beginning the campaign.

b. The amount collected for the Mcf Marketer Charge since November 2013 is as

follows:

Mcf Marketer Charge
Nov - Dec 2013 44,022.45
Jan - Dec 2014 217,771.73
Jan - Dec 2015 188,191.10
Jan - Dec 2016 154,613.78
Total 604,599.06




The Marketer Charge was created due to the belief that marketers should make
some contribution to the establishment of the CHOICE program. The $0.05 per‘ Mcf
charge was not created based upon cost of service. The cost of serving a tariff sales
customer and a CHOICE participant are substantially the same. Originally, the
revenues from the marketer charge were identified for customer education. However,
in rate cases subsequent to the creation of the CHOICE program, the revenues from the
marketer charge contribute to the recovery of the overall revenue requirement. The
charge has been retained with the idea that it protects non-CHOICE customers from
having to bear the costs of items such as CHOICE customer surveys, and any other
CHOICE customer-specific activity that may arise from time to time.

C. Columbia has not experienced what Columbia would define as a significant
failure by a Marketer to meet their daily delivery requirements that caused gas supply

or operational problems since November 2013.

d. The amount collected for the Marketer Billing Charge since November 2013 is as

follows:

Marketer Billing Charge

Nov - Dec 2013 15,660.35
Jan - Dec 2014 76,360.60
Jan - Dec 2015 66,874.60
Jan - Dec 2016 61,409.30
Total 220,304.85




The Marketer Billing Charge was established in recognition that billing of
customers would be a normal business expense of a marketer. Since a foundation of
Columbia’s program was that the customer would only receive one bill, the marketer
* would not have to incur the cost of preparing and remitting a bill. The rate of $0.20 per
bill was identified as less than the cost of a stamp that would be required for sending a
~ separate bill and, therefore, less costly than establishing a billing processing and
remittance process. Sbme ongoing expense of technology maintenance was anticipated
- although expected to be less than the initial expense to enable Columbia to add the
marketer billing to the customer bill. The billing charge was approved in recognition of
~ the preceding ideas and so that no incremental costs were borne by Cﬁstomers that
chose to remain sales service customers. Originally, these revenues were incremental to
Columbia’s revenues. However, in rate cases subsequent to the creation of the CHOICE
! program, the revenues from the billing charge contribute to the recovery of the overall
revenue requirerﬁent.

e. i. The amount collected through the two percent withheld revenue since

November 2013 is as follows:

Net Gain on Purchase of A/R
Nov - Dec 2013 115,457.43
Jan - Dec 2014 533,952.65
Jan - Dec 2015 447,087.92
Jan - Dec 2016 352,825.93
Total 1,449,323.93

These amounts are net of uncollectible accounts expense.



As with the Marketer Billing Charge, credit and collections would be a normal
expense of a marketer in the absence of the foundation that a customer would only
receive one bill. The basis for withholding two percent from the payment to marketers
is to recognize that Columbia assumes the risk associated with the collection of the
revenues. The percentage was deemed to be cheaper than if the marketer maintained its
own credit and collections department and on the low side of other private commercial
enterprises. The collection risk is entirely on Columbia.

ii. The uncollectible gas cost of CHOICE program customers is not collected
through Columbia’s Gas Cost Adjustment mechanism.

f. Columbia has not received any complaints since November 2013 from Marketers
concerning Colum‘bia’s compliance with the Standards of Conduct for Marketing

Affiliates and Internal Merchant Operations.



. KY PSC Case No. 2017-00115
Staff’s Data Request Set Two No. 3
Respondent: Lisa F. Smith

COLUMBIA GAS OF KENTUCKY, INC.
RESPONSE TO STAFF’S SECOND REQUEST FOR INFORMATION
DATED APRIL 24, 2017

3. Refer to Columbia's response to Commission Staff's First Request
for Information, Item 3. State the estimated cost to Columbia to add information
to customer bills directing customers to information concerning the Choice

program, and to mail an annual notification to Choice customers.
Response:

A recurring bill message on CHOICE customer bills is estimated to cost

approximately $9,000.

A mailing — at current postage rates — to 20,000 CHOICE customers is
estimated to cost $9,276.27 annually. This amount will vary depending on the

number of customers enrolled in the CHOICE prbgram at the time of the mailing.



KY PSC Case No. 2017-00115
Staff’s Data Request Set Two No. 4
Respondents: Judy M. Cooper and Michele L. Caddell

COLUMBIA GAS OF KENTUCKY, INC.
RESPONSE TO STAFF'S SECOND REQUEST FOR INFORMATION
DATED APRIL 24, 2017

4, Refer to Columbia's response to the AG's First Request, Item 11.

a. For each year since the Choice program was first apf)roved, provide
a summary of aggregate gas price differences between Choice gas marketers and
the price of Columbia's gas.

b. For each year since the Choice program was first approved, provide
the summary of aggregate gas price differences requested in part a. above, broken
down between General Service — Residential and General Service — Other
customers. ‘

C. Provide any analysis Columbia has performed comparing its

quarterly gas cost rates and the rates of participating marketers.

Response:

a. Please see the following table.
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b. The requested information is not available because Columbia does not

C.

retain all the revenues in the manner requested.

Please see response to part a.



KY PSC Case No. 2017-00115
Staff’s Data Request Set Two No. 5
Respondent: Carolyn C. Woodford

COLUMBIA GAS OF KENTUCKY, INC.
RESPONSE TO STAFF'S SECOND REQUEST FOR INFORMATION
DATED APRIL 24,2017

5. Refer to Columbia's response to the AG's First Request, Item 13.
Provide details concerning the marketer complaints, a breakdown of the subject
matter of the complaints, whether any particular marketer(s) were the subject of
repeated substantiated complaints, and the ultimate disposition of the

complaints.

Response:

May 2015 - April 2016 - Total Marketer Complaints-12

Marketer B - 4 Complaints

Type-Cancellation
09/03/2015 - Columbia Gas of Kentucky received a CHOICE related complaint
from a customer regarding dispute of Marketer B's request that he pay an early
termination fee of $150 in order to be released from his current CHOICE marketer
contract. Customer stated he did not enroll with Marketer B. Columbia Gas of

Kentucky contacted Marketer B and requested information related to the



enrollment. Columbia reviewed the third party vendor verification recording from
02-23-2015 where the customer verbally accepted the terms of Marketer B’s
contract and was advised at that time of a possible early terminatioﬁ fee of $150.00.
Recording indicated customer's verification and acceptance of contract
stipulations. Columbia Gas of Kentucky asked Marketer B to reach out to the

customer and provide the recording information.

10/02/2015 - Columbia Gas of Kentucky received a CHOICE related complaint
from a customer regarding dispute of Marketer B's request that she pay an early
termination fee of $150 in order to be released from her current CHOICE marketer
contract. Representative for the customer stated that customer is elderly and is
hearing impaired therefore she did not understand the terms of her phone
enrollment with Marketer B. Columbia Gas of Kentucky contacted Marketer B
regarding the dispute and Marketer B agreed to release the customer from her

contract without having to pay the $150 early termination fee.

03/04/2016 - Columbia Gas of Kentucky received a CVHOICE related complaint
from a customer regarding their request to be released from their contract with
Marketer B. Columbia Gas of Kentucky contacted Marketer B who provided
information where their records reflect the customer contacted them in December

2015 about termination of their contract. However Marketer B offered a lower rate



during this phone conversation and the customer accepted. Marketer B’s
representative advised the customer that it may take up to 1-2 billing cycles for the
new rate to take effect. Columbia's records indicate that the new rafe did not take
effect until the March 2016 billing cycle. Customer chose to remain with Marketer

B rather than terminating their contract.

Type-Delayed Enrollment
02/17/2016 - Columbia Gas of Kentucky received a CHOICE related complaint
from a customer regarding their request to be enrolled with a CHOICE Marketer,
Marketer B. Columbia Gas of Kentucky contacted Marketer B to determine the
delay in the customer's enrollment. Marketer B noted that they. were unable to
enroll the customer as the customer was already enrolled with another CHOICE
marketer and had already advised the customer as such. The customer was
advised they would need to contact their current marketer and cancel their
contract beforg they could be enrolled with a new marketer. A customer can only
be enrolled with one marketer. The customer opted to stay with their current

marketer.

Marketer A - 1 Complaint

Type-Cancellation



07/22/2015 - Columbia Gas of Kentucky received a CHOICE related complaint
from a customer regarding their request to cancel their enrolled with a CHOICE
Marketer, Marketer A. Columbia Gas of Kentucky contacted Marketer A to
determine the delay in the customer's cancellation request. Marketer A contacted

customer and submitted cancellation 07/23/2015.
Marketer G - 2 Complaints
Type-Delayed Enrollment

03/15/2016 - Columbia Gas of Kentucky received a CHOICE related complaint
from a customer regarding their request to be enrolled with a CHOICE Marketer,
Marketer G. Columbia Gas of Kentucky coﬁtacted Marketer G to determine the
delay in the customer's enrollment. Marketer G noted that they were unable to
enroll the customer as the customer was already enrolled with another CHOICE
marketer, Marketer A and had already advised the customer as such. The
customer was advised they would need to contact their current marketer and
cancel their contract before they could be enrolled with a new marketer. A
customer can only be enrolled with one marketer. The customer opted to stay with

their current marketer rather than enroll with Marketer G.

Type-Contract Rate Dispute



12/03/2015 - Columbia Gas of Kentucky received a CHOICE related complaint
from a customer regarding a dispute of their contracted rate with the CHOICE
marketer, Marketer G. Columbia Gas of Kentucky contacted Marketer G to request
information regarding the customers Qontracted rate. Marketer G contacted the
customer on December 4, 2015, regarding the rate concern. During this call,
Marketer G discussed the following facts and findings with the customer Marketer
G conducted research of its records and determined the customer enrolled her
natural gas account with Marketer G via web enrollment on September 24, 2015.
The customer selected a variable rate program with an initial rate of $2.4990 per
MCf for the first month of service. The electronic letter of authorization (“LOA”)
which the customer electronically signed, was supplied confirming her intent to
enroll her natural gas account into Marketer G’s variable rate program. The order
summary detailing the program the customer selected for her natural gas account
was also provided. On October 27, 2015, a welcome package was mailed to the
customer summarizing the variable rate program into which she had enrolled,
along with the terms and conditions, clearly outlining the product, and terms of
the offer. On November 20, 2015, the customer contacted Marketer G's customer
'service department to inquire about the rate associated with her natural gas
account. Marketer G's customer service representative reviewed the variable rate

program in which the customer had enrolled, along with our terms and conditions,



which clearly outlined the product and term of the offer. Upon receipt of this
complaint, Marketer G conducted an analysis of the customer's natural gas
account with regards to the claim she “received her bill in where she was billed at
a rate of $4.990 per Mcf and the contract reflects an initial rate of $2.499 per Mcf.
Marketer G immediately investigated its systems and corrected the rate. Marketer
G honored its commitment to the customer and sent the customer a rebate check
for the difference in gas supply charges. The customer stated she was satisfied with
Marketer G's response and affirmed she wished to remain enrolled with Marketer

G under the variable rate program.
Marketer H - 1 Complaint
Type-Cancellation

11/24/2015 - Columbia Gas of Kentucky received a CHOICE related complaint
from a customer regarding a request to cancel his contract with a CHOICE
Marketer, Marketer H. Columbia Gas of Kentucky contacted Marketer H to
determine the delay in the customer's cancellation of their contract. Marketer H
called and spoke with the customer by phone on 12/01/15. Marketer H submitted
a cancellation request on 12/01/15. The initial electronic cancellation request was
rejected on 12/04/15 due to an incorrect Rate Code being submitted. Columbia Gas

of Kentucky contacted Marketer H to advise of the error and provided the correct



rate code to use for the cancellation request. Marketer H resubmitted the

cancellation request on 12/07/15 which was successful.
Marketer E - 2 Complaints
Type-Cancellation

05/28/2015 - Columbia ‘Gas of Kentucky received a CHOICE related complaint
from a customer regarding their request to be enrolled with a CHOICE Marketer,
Marketer E. Custqmer states she has been trying since 10/15/14 to enroll with
Marketer E. Customer was enrolled with CHOICE marketer, Marketer A until
2/22/15. Customer was advised that she was enrolled with another marketer until
2/22/15 and needed to cancel her contract with that marketer before she céuld

enroll with another marketer. Marketer E is working with the customer to enroll.

07/01/2015 - Columbia Gas of Kentucky received a CHOICE related complaint
from a customer regarding their request to be enrolled with a CHOICE Marketer,
Marketer E. The customer wanted her enrollment date to be effective 09/2014.
Columbia Gas of Kentucky contacted Marketer E Energy to determine the delay
in the customer's enrollment. Marketer E noted that they were having difficulty
with the electronic enrollment process as their submission was being rejected.
Columbia Gas assisted with the enrollment process and Marketer E back dated the

customers effective enrollment date to 09/2014 as requested.



Marketer J - 2 Complaints
Type-Solicitation for enrollment

07/27/2015 - Columbia Gas of Kentucky received a CHOICE related complaint
from a customer regarding solicitation by phone from a CHOICE Marketer,
Marketer J. Customer states she has been contacted by phone several times by
Marketer ] who is attempting to enroll her. She does not want Marketer J to contact

her again. Columbia Gas provided this request to Marketer J.

10/15/2015 - Columbia Gas of Kentucky received a CHOICE related complaint
from a customer regarding solicitation by phone from a CHOICE Marketer,
Marketer J. Customer states she is curréntly enrolled with another CHOICE
marketer, Marketer A and wants to remain with them. Customer wanted to make
sure she was still enrolled with Marketer A. Customer was advised that she is still
enrolled with CHOICE marketer, Marketer A. Customer does not want to be

contacted by Marketer ] again. Columbia Gas provided this request to Marketer J.

May 2014 - April 2015 - Total Marketer Complaints -15

Marketer F -1 Complaint

Type-Supplier No Response



01/07/2015 - Columbia Gas of Kentucky received a CHOICE related complaint
from a customer regarding his attempt to reach his CHOICE marketer, Marketer
F regarding his desire to cancel his current contract. Customer sta;ces he has been
unable to reach CHOICE marketer by phone. Columbia Gas of Kentucky contacted
Marketer F and asked that they respond to the customer. Columbia Gas of
Kentucky's customer database records indicate that the cancellation notification

was received on 01/30/2015.
Marketer Z - 1 Complaint

Type-Cancellation

v

07/29/2014 - Columbia Gas of Kentucky received a CHOICE related complainf
from a customer regarding his request to cancel his enrollment with CHOICE
marketer, Marketer Z. Customer stated he had contacted Marketer Z and
requested to be removed. Columbia Gas of Kentucky contacted Marketer Z and
asked that they respond to the customer. Columbia Gas of Kentucky's customer

database records indicate that the cancellation notification was received on

08/28/2014.
Marketer B - 3 Complaints

Type-Cancellation



07/01/2014 -Columbia Gas of Kentucky received a CHOICE related complaint from
a customer regarding his request to cancel his enrollment with CHOICE marketer,
Marketer B. Customer also stated they were to receive a $25 gift cal;d at the time of
their enrollment. Columbia Gas contacted Marketer B to request details of the
enrollment. The archived recording of the sales verification from -03'/26/12 reflect
that the account was presented as a commercial account. There was no mention of
a gift card during the recorded conversation. The customer states she is authorized
to “enroll on behalf of the company”, she provides her business tax ID number
and account number. The customer agreed to the commercial terms for Early
Termination Fee assessment. The customer enrolled the account as a business as
per the recording. Marketer B did not agree the enrollment should be cancelled

without the Early Termination Fee.

03/13/2015- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer regarding his request to cancel his enrollment with CHOICE marketer,
Marketer B. Customer wishes to enroll with another CHOICE marketer, Marketer
E. Columbia Gas contacted Marketer B to assist the customer with the cancellation.
Columbia Gas of Kentucky's customer database records indicate that the

cancellation notification was received on 04/30/15.

Type-Enrollment
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03/11/2015- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer regarding their request to be enrolled with a CHOICE Marketer,
Marketer B. Columbia Gas of Kentucky contacted Marketer B to determine the
delay in the customer's enrollment. Marketer B noted that they were unable to
enroll the customer as the customer was already enrolled with another CHOICE
marketer and had already advised the customer as such. The customer was
advised they would need to contact their current marketer and cancel their
contract before they could be enrolled with a new marketer. A customer can only

be enrolled with one marketer.
Marketer A - 3 Complaints
Type-Cancellation

08/18/2014- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer regarding their request to terminate their contract with their CHOICE
marketer, Marketer A. Customer does not feel he should have to pay an early
termination fee as he has been with the marketer for some time. Columbia Gas of
Kentucky contacted Marketer A to assist the customer with his cancellation
request. Marketer A released the customer from his contract without a cancellation
fee. Columbia Gas of Kentucky's customer databasé records indicate that the

cancellation notification was received on 09/29/14.
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12/17/2014- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer regarding her request to terminate her contract with CHOICE
marketer, Marketer A. Customer states she did not wish to renew her contract and
contacted Marketer A on 10/15/14 to advise. However she is still with marketer,
Marketer A. Columbia Gas of Kentucky contacted Mafketer A to assist the
customer with her cancellation. Marketer A contacted customer on 12/17/14 and
advised she would be removed. Columbia Gas of Kentucky's customer database

records indicate that the cancellation notification was received on 01/30/15.
Type-Enrollment

02/02/2015- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer regarding their request to be enrolled with a CHOICE Marketer,
Marketer A. Columbia Gas of Kentucky contacted Marketer A to determine the
delay in the customer's enrollment. Marketer B noted that they did process her
enrollment however it may take up to 1-2 billing cycles. Columbia Gas of
Kentucky's customer database records indicate that the enrollment notification
was received on 01/30/15.15. The CHOICE marketer's rate will be reflected on the

customer's February 2015 bill.
Marketer H -7 Complaints

Type-Cancellation
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11/11/2014- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer regarding their request to terminate their contract with their CHOICE
marketer, Marketer H. Customer enrolled with door to door solicitor. However he
has changed his mind and wants to rescind his enrollment. Customer feels he was
pressured to enroll. Columbia Gas of Kentucky contacted Marketer H to report
the customer's concern. Marketer H reported that they passed the concern onto the
representative's management team. Customer had not been enrolled at the time of

the complaint and Marketer H stopped the enrollment process.

01/16/2015- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer regarding their request to terminate their contract with their CHOICE
marketer, Marketer H. Customer misunderstood and thought she was being
enrolled for assistance with her bill. Columbia Gas of Kentucky contacted
Marketer H to report the customer's concern. Marketer H cancelled the customer's

enrollment and waived the cancellation fee.

01/16/2015- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer regarding their request to terminate their contract with their CHOICE
marketer, Marketer H. Customer states they have been unable to reach Marketer
H to submit cancellation. Columbia Gas of Kentucky contacted Marketer H and

requested they contact the customer to assist with the cancellation process.
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Marketer H cancelled the customer's enrollment and waived the cancellation fee.
Columbia Gas of Kentucky's customer database records indicate that the

cancellation notification was received on 04/30/15.

04/28/2015- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer regarding their request to terminate their contract with their CHOICE
marketer, Marketer H. Customer states she contacted Marketer H for cancellation
of her contract in November 2014 and she is still being billed at her Marketer H
contracted rate. Columbia Gas of Kentucky contacted Marketer H and requested
they contact the customer to assist with the cancellation process. Marketer H stated
they cancelled the contract and customer should be back to Columbia Gas rate for
the May 2015 billing cycle. Marketer H sent customer a check for $50 as
compensation. Columbia Gas of Kentucky's customer database records indicate

that the cancellation notification was received on 04/30/15.
Type-Unauthorized Enrollment

10/15/2014- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer stating that they she did not wish to enroll with CHOICE marketer,
Marketer H. Columbia Gas of Kentucky's database records do not indicate that the
customer is enrolled with Marketer H. Columbia Gas of Kentucky contacted

Marketer H and requested they determine if the customer was on a pending
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enrollment list and remove them. Marketer H stated they did not show a pending
enrollment for this customer. Customer was advised they were not enrolled with

CHOICE marketer, Marketer H.

10/23/2014- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer stating that they did not give Marketer H consent to enroll them as
their CHOICE marketer. Customer stated they enrolled by telephone however she
felt she was pressured to enroll and did not wish to proceed. Columbia Gas of
Kentucky contacted Marketer H and requested they contact the customer to assist
with the cancellation process. Marketer H responded on 10/29/14 that the
cancellation request had been submitted and the customer's account had been

flagged to prevent future solicitation.

12/12/2014- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer stating that they did not give Marketer H consent to enroll them as
their CHOICE marketer. Columbia Gas of Kentucky's customer database records
indicate that the customer was enrolled on 11/26/2014. Columbia Gas of Kentucky
contacted Marketer H and requested they contact the customer to assist with the
cancellation process. Marketer H stated they were unable to reach the customer by
phone to discuss the issue and could not locate the customer's account in their

database. Columbia Gas responded to Marketer H on 12/16/14 that the customer
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was still showing has enrolled with Marketer H. Marketer H responded on
12/16/14 that a cancellation request had been submitted. Columbia Gas of
Kentucky's customer database records indicate that the cancellation notification

was received on 01/30/15.

May 2016 - February 2017 - Total Marketer Complaints -13*

*Note: Twenty-six CHOICE related complaints were originally report for the time
period of May 2016 - February 2017. However after further in depth investigation
it was determined that thirteen of the twenty-six reported contact statistics were

not CHOICE Marketer related complaints.
Marketer B - 3 Complaints
Type-Cancellation

09/23/2016 - Columbia Gas of Kentucky received a CHOICE related complaint
from a customer regarding the rate that they were paying under their current
contract with CHOICE marketer, Marketer B. Coiumbia Gas of Kentucky directed
customer to contact their marketer via the phone number listed on their billing
statement to discuss their contracted rate. Account records indicate that the

customer cancelled their enrollment with Marketer B effective 11/29/16.
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10/03/2016 - Columbia Gas of Kentucky received a CHOICE related complaint
from a customer regarding his request to cancel his enrollment with CHOICE
marketer, Marketer B. Customer stated he had contacted Mgrketer B and
requested to be removed. Columbia Gas of Kentucky contacted Marketer B and
asked that they respond to the customer. Columbia Gas of Kentucky's customer

database records indicate that the cancellation notification was received on

10/27/16.

11/23/2016- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer regarding his request to cancel his enrollment with CHOICE marketer,
Marketer B. Customer stated he had contacted Marketer B on 09/17/16 and
requested to cancel his contract. Columbia Gas of Kentucky contacted Marketer B
and asked that they providé details of the phone conversation. Marketer B
responded that their phone call records indicate that the customer called on
09/29/16 and discussed the new renewal rate that was offered when his current
agreement expired in November 2016. Customer indicated that he would "call
back at a later time". Customer contacted Marketer B on 11/22/16 after auto
renewal had occurred. Marketer B submitted a cancellation request on 11/23/16.
Columbia Gas of Kentucky's customer database records indicate that the

cancellation notification was received on 12/30/16...
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Marketer I-1 Complaint
Type-Cancellation

02/21/2017 - Columbia Gas of Kentucky received a CHOICE related complaint
from a customer regarding his request to cancel his enrollment with CHOICE
. marketer, Marketer I. Customer stated he had contacted Marketer I on 01/17/17
and requested to cancel his current contract. Columbia Gas of Kentucky contacted
Marketer I and asked that they respond to the customer. Columbia Gas of
Kentucky's customer database records indicate that the cancellation notification

was received on 03/01/17.
Marketer E - 2 Complaint

Type-Cancellation

12/29/2016 - Columbia Gas of Kentucky received a CHOICE related complaint
from a customer regarding his request to cancel his enrollment with CHOICE
marketer, Marketer E. Customer stated he had contacted Marketer E Energy and
requested to cancel his current contract. Columbia Gas of Kentucky contacted
Marketer E regarding cancellation request. Marketer E responded that they had
processed the request. Columbia Gas of Kentucky's customer database records

indicate that the cancellation notification was received on 12/30/16.
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02/23/2017- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer regarding the cancellation of his contract with CHOICE marketer,
Marketer E. Upon investigation Columbia Gas of Kentucky found that the
customer was disconnected in error on 01/25/17. An individual requested gas
service at his premise address in error at the wrong address which-lead to the
termination of the customers CHOICE contract when the final bill was rendered.
Columbia Gas of Kentucky contacted Marketer E and requested that they reinstate
the customer's contract. Columbia Gas of Kentucky's customer database records
indicate that the customer was re-enrolled with CHOICE marketer, Marketer E on

03/01/17.
Marketer G - 4 Complaint
Type-Contract Rate Dispute

10/11/2016- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer regarding a dispute of her contracted rate with the CHOICE marketer,
Marketer G. Columbia Gas of Kentucky contacted Marketer G to request
information regarding the customer's contracted rate. Marketer G's records
indicate that the customer was previously enrolled in a variable rate program,
which is a rate that fluctuates monthly. The customer's enrollment in the variable

rate program was effective 05/01/2015. On 08/29/16 customer contacted Marketer
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G to inquire on available fixed rate programs. A fixed rate of $5.3900 per MCF with
an early termination fee was offered to the customer. The customer accepted this
rate offer. A welcome packet was mailed to the customer which summarized the
fixed rate program into which she was enrolling along with the terms and
conditions. Marketer G conducted an analysis of the customer's concern with
regards to her alleged bill reflecting “a higher rate” than the $5.3900 per MCF. The
current variable rate customer is billed at and confirmed the new fixed rate will be
effective in Mrs. Sellers October-November 2016 billing cycle. Customer's bill
reflects a change of billing rate on 9-28-2016 which would be effective for the
October billing cycle. That cycle will bill on 10/21/2016 with the $5.39 per MCF
rate. Customer was advised contract ‘enrollment changes can take up to 1-2 billing

cycles
Type-Enrollment

02/21/2017- Columbia Gas of Kentucky received a CHOICE related complaint from
a‘ customer regarding their request to be enrolled with a CHOICE Marketer,
Marketer G. Columbia Gas of Kentucky contacted Marketer G to determine the
delay in the customer's enrollment. Marketer G noted that they were unable to
enroll the customer as the customer was already enrolled with another CHOICE

. marketer and had already advised the customer as such. The customer was
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advised they would need to contact their current marketer and cancel their
contract before they could be enrolled with a new marketer. A customer can only

be enrolled with one marketer.
Type-Unauthorized Enrollment

07/27/2016- Columbia Gas of Kentucky received a CHOICE complaint related to a
CHOICE Marketer, Marketer G whose representative was reported to be soliciting
door to door and requesting to view customer's bills. Columbia Gas reported this
concern to Mérketer G who promptly investigated the claim to determine the
company representative involved. Marketer G noted that they did not have a
representative in the area of which there was a concern. However they stated they
would remind their representatives of the code of conduct for representation of

the CHOICE Program.

02/15/2017- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer regarding their request to be added to CHOICE marketer, Marketer
G's “Do Not Call” and “Do Not Knock” lists. Columbia Gas of Kentucky contacted
Marketer G to investigate the details of the concern. Marketer G conducted
research of its records and determined the customer was approached once by a
Marketer G door-to-door sales agent on January 10, 2017, and m’ras presented with

Marketer G's fixed rate program option for his natural gas account, which is a non-
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fluctuating rate. During this presentation, the customer agreed to enroll his natural
gas account into Marketer G’s fixed rate program and voluntarily participated in
a Third Party Verification to finalize the enrollment which explained the product
terms, effective date, rescission period and any applicable early termination fee.
Additionally, a welcome package was mailed to the customer summarizing the
fixed rate program in which he enrolled, along with the terms and conditions,
which clearly outlined the pfoduct and term of the offer. On January 11, 2017, the
customer requested cancellation of enrollment which Marketer G immediately
processed. The customer enrollment has been cancelled within the rescission
period therefore no early termination fee was incurred. Customer was added to

the Do Not Contact list.
Unknown Marketer - 3 Complaint

Type-Solicitation Method

01/17/2017- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer who stated that they had received a phone call from someone
identifying themselves as a Columbia Gas of Kentucky CHOICE supplier. The
customer stated that the caller asked for the account number. The customer

advised the caller that she did not want to enroll in the CHOICE supplier. The
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caller disconnect the call at this point of the conversation. The customer did not
remember the name of the company the caller was representing. Columbia Gas of

Kentucky was unable to reach out to the marketer as they are unknown.

01/24/2017- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer who stated that someone came to her mother's home requesting to see
her Columbia Gas of Kentucky bill. The individual was not wearing any
identification and would not provide one. The customer did not know the name
of the company this individual was representing. Columbia Gas of Kentucky was

unable to reach out to the marketer as they are unknown.

02/01/2017- Columbia Gas of Kentucky received a CHOICE related complaint from
a customer who stated that someone came to her home requesting to see her
Columbia Gas éf Kentucky bill. The customer did not know the name of the
company this individual was representing. Columbia Gas of Kentucky was unable

to reach out to the marketer as they are unknown.

23



KY PSC Case No. 2017-00115
Staff’s Data Request Set Two No. 6
Respondent: Judy M. Cooper

COLUMBIA GAS OF KENTUCKY, INC.
RESPONSE TO STAFF'S SECOND REQUEST FOR INFORMATION
DATED APRIL 24, 2017

6. Provide summary annual customer participation rates, broken down
between General Service — Residential and General Service — Other customers

since the Choice program was first approved.

Response: Summary annual participation rates are as of May for each year.

Year Total Residential Other
2001 42,888 38,268 4,620
2002 50,834 45,570 5,264
2003 46,095 41,280 4,815
2004 45,374 40,118 5,256
2005 40,548 35,698 4850
2006 31,292 27,595 3,697
2007 29,119 25,756 3363
2008 28,838 25,660 3,178
2009 32621 | 29188 | 3433
2010 | 32,356 28,888 3,468
2011 33348 | 29004 | 4344
____________ 2012 31,637 27,511 4,126
2013 29,691 25,620 4,071
2014 29,532 25,372 4,160
2015 28,501 24,458 4,043
2016 26,224 22,445 3,779




KY PSC Case No. 2017-00115
Staff’s Data Request Set Two No. 7
Respondent: Judy M. Cooper

COLUMBIA GAS OF KENTUCKY, INC.
RESPONSE TO STAFF'S SECOND REQUEST FOR INFORMATION
DATED APRIL 24, 2017

7. Provide the annual number of marketers patticipating in the Choice program

since it was first approved.

Response:

—Year Number of participating marketers
2000at opening enrollment | - 4

2001

2002

2003

2004

2005

2006
2007

o 2008
2009

2010
2011
2012
2013
2014
2015
2016
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