
KY PSC Case No. 2020-00402 
Response to Staff’s Data Request Set One No. 1 

Respondent: Judy Cooper 

COLUMBIA GAS OF KENTUCKY, INC. 
RESPONSE TO STAFF’S FIRST REQUEST FOR INFORMATION 

DATED JANUARY 26, 2021 

1. Refer to the September 30, 2020 CHOICE Program Status Report (Report),

page 4. 

a. Explain all options considered to comply with the requirement of the

Commission’s Order in Case No. 2017-00115 regarding quarterly bill inserts. 

b. State when Columbia Kentucky first included the price calculator on its website.

c. State whether Columbia Kentucky can discern how often customers use the

calculator. If so, provide available statistics regarding customer use of the 

calculator. 

d. Provide the step-by-step process a customer would use to calculate a price

comparison using the calculator. Screen shots should be included to illustrate each 

step. 
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e. State whether Columbia Kentucky believes that its website link and price

comparison calculator provide the same immediacy and alert and remind its 

customers about the CHOICE Program as intended by the Commission’s Order. 

Response: 

a. The first option that Columbia worked on was the development of a template for

a price comparison chart in a bill insert that would be updated quarterly immediately 

after revised Gas Cost Recovery rates were approved by the Commission.  During the 

planning phase, Columbia learned that the time line required to create, print and insert a 

bill insert is approximately 6 to 7 weeks.  This meant that the promoted gas cost 

information would be stale by the time it was delivered.  

The next option that Columbia identified was an online tool to provide gas cost 

comparison information to customers.  A field could be created and programmed for 

customer bills so that each month the customer would see a message directing the 

customer to Columbia’s website for price comparison information.  Lead time was 

required to initially create the online tool, website design, develop additional website 

content and programming for addition to customer bills (both printed and electronic). 

Once created, updates could be completed in only a few days.   Columbia determined 

that this was a more effective means of providing timely gas cost comparison 
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information,  over and above what was required  by the Commission’s Order in Case No. 

2017-00115, and chose this option.     

b. Columbia Kentucky added the interactive price calculator to its website on

February 21, 2019. 

c. Statistics are not available on the use of the price calculator itself, however

based on Google Analytics for all of 2020, the Make Your Choice screen where 

the calculator resides on Columbia’s website experienced 1,790 page views, for 

an average of 150 page views per month. 

d. The four steps to calculate a price comparison using the calculator are as follows.

1. From the Columbia Gas of Kentucky Website the customer selects the tab - Bills and
Payments and Billing Programs from the drop down menu.

2. From the Billing Programs page select Customer Choice from the menu.
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3.  The Customer Choice page will appear.  Read down the page to the heading, 
“Calculate your potential savings”.  The heading is just below the heading “Find your 
current charges” and pictorial “Detail Charges” example of a customer bill.   
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4.  Columbia’s current gas supply cost is pre-filled in the calculator.  To compare offers 
between different Choice suppliers, the customer may change the amount in the current 
price box.  Enter the dollar amount of a Choice supplier price in the Supplier Price box.  
Move the slide bar to adjust to the desired consumption for comparison.  Below the 
slide bar is a chart that identifies all of the current participating suppliers.  A link to 
each supplier website is available and may be used to obtain current Choice supplier 
price offerings.  When an amount is entered for the current price, supplier price and a 
usage amount is selected, the estimated gas cost savings will automatically populate in 
the blue box. 
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e. Columbia believes that its website link that appears each month on 

customer bills and its online price comparison calculator provide even greater 

immediacy and alert reminders to its customers about the CHOICE Program than 

the quarterly bill insert that was intended by the Commission’s Order. 
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KY PSC Case No. 2020-00402 
Response to Staff’s Data Request Set One No. 2 

 Respondent: Judy Cooper 
 

COLUMBIA GAS OF KENTUCKY, INC. 
RESPONSE TO STAFF’S FIRST REQUEST FOR INFORMATION 

DATED JANUARY 26, 2021 
 

2.  Refer to page 5 of the Report. Provide a full explanation of Columbia Kentucky’s 

efforts to comply with finding paragraph 4 of the Commission’s Order in Case No. 2017-

00115, which is partially provided on page 5. In its entirety, that paragraph stated: 

“Columbia Kentucky should explore, on its own and with participating marketers, the 

most effective ways to further educate customers regarding availability of the CHOICE 

program, features of the program, their own status as participants in the program and 

which marketer is serving them, how they can determine if they are saving money as 

participants in the program, and how to evaluate comparative price information in the 

context of the program. The measures that appear to be most effective in terms of results 

and cost should be implemented.” Columbia Kentucky’s explanation should include an 

account of all of its interactions with marketers and all joint efforts to explore all aspects 

of effective customer education listed in this paragraph, and any new activities that have 

been implemented as a result. 

Response: The information provided on pages 5 through 19 of the Customer Choice 

Program Status Report (“Report”) exhibits the current results of Columbia’s interactions 
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and discussions with participating marketers and its joint efforts to further educate 

customers.  A description of each page is provided below and the report is provided as 

Attachment A. 

Page 5 -  shows a picture of the “Detail Charges” section of a Columbia customer bill.  

Enrolled Choice participants are able to see the name of their selected supplier and 

contact info on every monthly billing statement in this section.  This addition was made 

to the already shown display of “Customer Choice Program” line showing the agreed 

upon gas supply cost from the marketer.  Every month, just under the “Total Current 

Utility Charges” is printed a statement reminding the customer that they have chosen to 

participate in the Customer Choice Program.  The message is customized to each 

individual customer providing the supplier name and contact information. 

Page 6 - provides a page from Columbia’s in-bill newsletter, or bill insert.  Information to 

educate customers on availability of the Customer Choice Program and where to go to 

learn more is included in each issue. 

Page 7 – provides statistics showing customers are actively engaged in the Customer 

Choice program. 

Pages 8-10 – provide a chart by year, showing all the various types of efforts used by 

marketers to engage customers and provide educational information.  
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Pages 11 – 17 - provide samples of the types of materials for website, direct mail, door-

to-door, and telemarketing contact with customers. 

Pages 18 -19 – provide samples of innovative ways created by marketers to inform 

customers by referrals and surveys. 

Columbia maintains frequent contact with the participating marketers, as part of 

its ongoing management of the program, discussing any issues, customer satisfaction and 

opportunities for improvement.   Identifying options to address the program aspects 

listed in finding paragraph 4 of the Commission’s Order in Case No. 2017-00115 is an 

open, ongoing slate.  Ideas for discussion may originate from multiple sources, including 

the marketers, customers, and Columbia itself.  The results of these considerations and 

discussions produce changes from time to time, some small tweaks, others more robust.  

For example, a change in language to improve clarity of a marketer offer or a new way to 

improve the customer experience and enhance education.  The rise in social media has 

afforded new opportunities, for example.  The most effective in terms of results and cost 

have been implemented and are what has been provided in the current report.  As part 

of its ongoing conversations, Columbia is open to any and all ideas to improve customer 

education about the Choice program from all interested parties, including Commission 

Staff.  
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Introduction 
 
 
On March 1, 2017, Columbia Gas of Kentucky, Inc. (“Columbia) established Case No. 2017-
00115 requesting to continue its pilot Small Volume Gas Transportation Service (“SVGTS”) and 
Small Volume Aggregation Service (“SVAS”) tariffs (collectively the CHOICE program”), for 
five years effective March 31, 2017, through March 31, 2022. 
 
On June 19, 2017 the Kentucky Public Service Commission (Commission) issued its Order in 
Case No. 2017-00115 granting Columbia’s request to continue its pilot CHOICE program, as 
proposed, through March 31, 2022. The Commission directed that Columbia continue to submit 
annual reports related to its CHOICE program and in addition submit a Status Report no later 
than September 30, 2020. 
 
Columbia submits the following CHOICE Program Status Report as directed by the 
Commission; 
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Columbia’s Informational Additions       
CASE NO. 2017-00115 
 

2. Columbia's informational additions to customer bills should include a link to the 
Commission's Web site at http://psc.ky.gov/Home/ColumbiaChoice where 
comparative price information concerning Columbia's and marketers' gas cost can 
be found. 

 
Customer bills include a link to the Commission’s Website where Columbia and participating 
CHOICE Marketers gas costs can be located for comparative pricing. In addition, Columbia’s 
Website contains information related to its gas cost and information regarding participating 
CHOICE Marketers. 

Customer Statement Date: 08/27/2020 
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Price Comparison 
CASE NO. 2017-00115 
 

3. Columbia should include price comparison charts with customer bills once per 
quarter so that they can compare Columbia's gas cost with participating marketers' 
prices. The quarterly bill inserts should be provided immediately after Columbia's 
Gas Cost Recovery rates are approved by the Commission, along with the statement 
that marketer offerings are subject to change more frequently. 

 
Columbia found the most effective means to provide gas cost comparison information was via its 
Website (https://www.columbiagasky.com/bills-and-payments/billing-programs/choice).  
A CHOICE Calculator, located on Columbia’s Website, was developed to assist customers in 
determining potential gas cost savings. Columbia in its quest to develop a quarterly bill insert 
found that as Gas Cost Recovery rates are filed quarterly, any attempt to develop and publish a 
communication to coincide with rate adjustments would be ineffective. The lead time required for 
developing, printing and distributing bill inserts would result in the publication of outdated gas 
cost information. 

 
 

Columbia Gas of Kentucky Price comparision 
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Educational & Marketing Materials 
CASE NO. 2017-00115 
 

4. Columbia should explore, on its own and with participating marketers, the most 
effective ways to further educate customers regarding availability of the CHOICE 
program, features of the program, their own status as participants in the program 
and which marketer is serving them……. 

 
 

Columbia Materials 
 
Customers that are enrolled in the CHOICE Program are provided the Marketer name and contact 
information on their monthly billing statement. 
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CHOICE Program information is included with Columbia’s in-bill newsletter.   The newsletter is 
also distributed via email to those customers who have elected to provide Columbia their email 
information. 
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Customers are actively engaged with Marketers. The following statistics are based on the numbers 
of customers that choose to purchase gas from Columbia or a participating CHOICE Marketer and 
the changes in pricing Marketers offer to customers in a completive market.  
 

*The chart represents the summation of the ‘Program Year’ data represented above 

Choice to Sales – Number of customers that transfer from the Choice Program to Tariff Sales Service 
Sales to Choice – Number of customers that transfer from Tariff Sales Service to the Choice Program  
Choice to Choice – Number of customers that switch from Marketer A to Marketer B 
Choice Price Changes – Number of customers that change gas supply pricing with their current Marketer 
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Marketer Materials 
 
A summary of the marketers participating for program year 2017-2020 and the types of materials 
used by each marketer. Following this summary are examples of the types of materials used. The 
examples were chosen at random and in no particular marketer order. 
 

 

 
 
 
 
 

19



 
 

9 
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Website Sample 
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Direct Mail Sample 
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Door to Door Sample 
 

SAMPLE SCRIPT FOR DOOR TO DOOR AGENTS 
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SAMPLE SCRIPT FOR DOOR TO DOOR AGENTS cont. 
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Telemarketing Sample 
 

SAMPLE SCRIPT FOR TELEMARKETING AGENTS  
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SAMPLE SCRIPT FOR TELEMARKETING AGENTS cont. 
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SAMPLE SCRIPT FOR TELEMARKETING AGENTS cont. 
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Referral Sample  
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Survey Sample 
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Survey Results 
CASE NO. 2017-00115 
 

6. The Status Report filing should also include the format of a survey to follow up on the 
one conducted as part of Case No. 2012-00132. The survey questions should receive 
Commission approval and be conducted between the closing of the 2020 Status Report case 
and Columbia's filing for approval of its next program extension. The survey results should 
be used by Columbia and participating marketers to guide further education efforts. 

 
The Matrix Group will design, program and host an online survey and conduct telephone 
interviews by the targeted completion date of second quarter 2021. The survey questions will be 
based on the objectives outlined by Columbia Gas and mirror those from the 2012 study (see 
Appendix A).  
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Customer Choice Telephone Survey 
 
 

Hello, I'm  with The Matrix Group, and I' m calling on behalf of the Public Service Commission and 
Columbia Gas. The Public Service Commission has asked Columbia Gas to conduct an anonymous 
survey to gain an understanding of how customers fee l about the Customer Choice Program. Your 
responses will remain confidential throughout the survey. 

 
Do you have just a few minutes to answer our questions? Thank you! (OR ASK FOR A MORE 
CONVENIENT TIME TO CALL BACK) 

 
l. Are you the person in your household who is responsible for making decisions regarding your 
Columbia Gas bill? 

o Yes >>> GO TO Q 2 

o No >>> May I speak to the individual who is responsible for those decisions? Thank you! (OR ASK FOR 
A MORE CONVENIENT TIME TO CALL BACK) 

 
2. Are you a current participant in the Columbia Gas of Kentucky Customer Choice Program? 

 
o Yes >>> GOTOQ2A 
o No >>> GOTOQ8 
o Don't Know >>> THANK & TERMINATE 

 
                 2A. How long have you been a Choice customer?   
 
 

3. Thinking back to when you first enrolled in the Choice Program, why did you originally decide to participate? 
 

o To get a longer fixed term price 
o To save money 
o Other - - - - - - - - - - - - - - - - - - - - 

 
4. What is the greatest benefit you receive from participating in the Customer Choice Program? 

 
 

5. Have you saved money by participating in the Choice Program? 

o Yes >>> GOTO QSA & B 
o No >>> GO TO QSC 
o Unsure/Don't know >>> GO TO QSC 

 

     5A. How do you know you have saved money? 
 

o Lower monthly bills 
o Other - SPECIFY 

 
 

                  5B. In the course of a year how much do you think you have saved? 
$_____   %_____ 
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>>>GO TO Q10 

                  5C. Why do you continue to participate in the Choice Program? 
 

o I hope to save money. 
o My contract with the gas supplier 
o I like having a long-term fixed price 
o It is easier to remain in the program than to switch back to Columbia 

o Other- SPECIFY:------------------- 
6. If your monthly gas bills were not lower as a result of the Choice Program, how likely is it that you 
would switch back to Columbia Gas? 

 

0 Very Likely 
0 Somewhat Likely 

0 Not Very Likely 
0 Not At All Likely 

0 Don't Know/Not Sure 
0 It Depends:   

 
 

7. How satisfied are you with your participation in the Customer Choice Program? 
 

0   Very satisfied 
0 Somewhat satisfied 
0 Not very satisfied >> GO TO Q7A 
0 Not at all satisfied >> GO TO Q7A 

 
 
                  7A. Why are you not satisfied: _ _ 

 
_ _ _ _ 

 
_ _ _ _ 

 
_ _  
>>> GO TO QlO 

 

8. Have you ever been a participant in the Columbia Gas of Kentucky Customer Choice Program? 
 

0    Yes >>> GOTO Q8A & 8B 0 No >>> GOTOQ9 
 

8A. For how long were you a Choice customer? _ _ _ _ _ _ _ 
 

8B. Why are you no longer participating in the Choice Program? 
 

o I was not saving money 
o I had problems with my gas supplier. 

o Other- - - - - - - - - - - - - - - - - - - - - 
 

9. Are you aware of the Customer Choice Program? 

0 Yes   >>> GO TO 9A O No >>> GO TO QlO 

9A. What has kept you from participating in the Customer Choice Program? 
 

o It is too much trouble to switch 
o I don' t believe I would save money 
o I don't understand the program 
o Other: _ _ _ _ _ _ _ _ _ 
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10. How important is it to you to have the ability to choose from whom you buy your gas supply, 
whether you save money or not? 

o Very important 
o Somewhat important 
o Not very important 
o Not at all important 
o Don’t know 

  
11. Are you aware that you can compare Columbia's Gas cost to the gas cost of gas suppliers in the 
Customer Choice Program on the Public Service Commission ' s website? 
www.psc.state.ky.us.Home/ColumbiaChoice 

0   Yes O No 
 

The following questions are for classification purposes only. 
 

12. In what county do you live? _ _ _ _ _ _ _ _ 
 

13. Do you own or rent your home?   

o Own  

o Rent 

14. Into which of the following age categories do you fall? 
 

0 18-24 0 45-54  
0 25-34  0  55-64  
0 35-44 0 65+ 0 Refused >>> Do Not Read 

 
15. Including yourself, how many people live in your household? 

 

0 One  
 0 Two 
 0 Three 

0 Four 
0 Five or more 

 

16. What was the last grade of school you had the opportunity to complete? READ LIST 
 

0 Less than high school 
            0 High school graduate 

0 Some college/ technical school 

0 College Graduate 
0 Graduate School 
0 Refused >>> Do Not Read 

 

17. Do you have access to the Internet? 
 

0  Yes O No 
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If you are interested in learning more about the Customer Choice Program, please visit: 

www.columbiagasky.com or call 800-432-9345 

RESPONDENT GENDER BY OBSERVATION 0 Male 0 Female 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

© 2012 Columbia Gas of Kentucky Customer Choice Survey 

That concludes our questions. 
Thank you so much for your time and cooperation. 
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KY PSC Case No. 2020-00402 
Response to Staff’s Data Request Set One No. 3 

 Respondent: Lisa Smith 
 

COLUMBIA GAS OF KENTUCKY, INC. 
RESPONSE TO STAFF’S FIRST REQUEST FOR INFORMATION 

DATED JANUARY 26, 2021 
 

3. Refer to page 20 of the Report.  

a. State whether Columbia Kentucky has engaged the Matrix Group to design, 

program and host an online survey and conduct telephone interviews. If so, 

provide a report of its progress, and the expected timeline to complete the survey 

process by the end of the second quarter of 2021. If not, provide Columbia 

Kentucky’s proposed timeline for engaging the Matrix Group and the 

accomplishment of the required survey activities. 

 b. State whether it is Columbia Kentucky’s intention to issue a survey that is 

identical to the 2012 survey, which is reproduced in Appendix A of the Report. If 

not, provide the survey that Columbia Kentucky intends to issue.  

c. Provide the online survey that Columbia Kentucky intends to issue.  

d. State whether Columbia Kentucky has had any communication with currently 

active CHOICE marketers regarding the required survey. 
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Response:  

a.   Columbia has engaged in discussions with The Matrix Group, and as directed  

in the Order in Case No. 2020-00402 is awaiting Commission approval of the  

proposed survey format before proceeding. The Matrix Group will design, program  

and host an online survey and conduct telephone interviews by the targeted  

completion date of second quarter 2021. 

 

b.  It is Columbia’s intention to use the 2012 survey format, pending Commission  

approval. 

 

c.  Refer to Appendix A of Columbia’s September 30, 2020 Customer Choice 
Program Status Report.  The report is provided as Attachment A to Question No. 2 

 

d.   Columbia has not had any communications with currently active CHOICE 
marketers regarding the survey. 
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KY PSC Case No. 2020-00402 
Response to Staff’s Data Request Set One No. 4 

 Respondent: Kylia Davis 
 

COLUMBIA GAS OF KENTUCKY, INC. 
RESPONSE TO STAFF’S FIRST REQUEST FOR INFORMATION 

DATED JANUARY 26, 2021 
 

4.  Refer to finding paragraph 5 and ordering paragraph 7 of the Commission’s Order 

in Case No. 2017-00115. Identify specific areas of the Report that are intended to address 

“details of education activities in which it or participating marketers have engaged, the 

amount Columbia [Kentucky] spends on each activity, and customer response to such 

activities.” The response should specifically include the amount that Columbia Kentucky 

has spent on each education activity, as required by that Order. 

Response   Please see responses to Staff’s First Request for Information Dated January 26, 

2021, Question 1 and Question 2.  Columbia primarily utilizes internal resources to 

develop educational content and marketer engagement as part of other assigned 

responsibilities, the primary exception would be when technology resources are required 

or an external consultant is engaged for the customer survey.  Columbia is unable to 

specify an amount spent on each education activity.   
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