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Q.  PLEASE STATE YOUR NAME AND BUSINESS ADDRESS.  1

A. My name is Travis Kavulla, and I am Vice President, Regulatory Affairs for NRG Energy, 2

Inc. (“NRG”).  My business address is 1825 K. St. NW, Suite 1203, Washington, D.C. 3

20006.   4

Q.  HOW LONG HAVE YOU BEEN IN THIS POSITION? 5

A. I have been in this position since September 2019. 6

Q.  ON WHOSE BEHALF ARE YOU TESTIFYING? 7

A.  I am testifying on behalf of XOOM Energy Kentucky, LLC (“XOOM”), an affiliate of 8
NRG. 9

Q.  PLEASE SUMMARIZE YOUR EDUCATIONAL BACKGROUND AND  10
PROFESSIONAL EXPERIENCE.   11

A. My professional experience as well as my educational background are fully described in 12

Exhibit TK-1.  However, I wish to highlight some of this prior experience and background 13

as it pertains to this proceeding.  Prior to joining NRG, I led the R Street Institute’s energy 14

program, and wrote and commented extensively on public utility regulation.   Before that, 15

I served for eight years as a Commissioner at the Montana Public Service Commission 16

(“MT PSC”), during which time I served as the Chairman of the MT PSC from 2011-2012 17

and as Vice Chairman from 2015-2019.  While serving on the MT PSC, I was also the 18

President of the National Association of Regulatory Utility Commissioners (“NARUC”) 19

and a member of the advisory council of the Electric Power Research Institute.  In addition, 20

I have served on the governing body of one of North America’s largest real-time electricity 21

markets, the Western Energy Imbalance Market.  I received my Bachelor’s degree in 22

History from Harvard University and a Master’s degree, also in History, from the 23

University of Cambridge, where I was a Gates Scholar.  As noted above, more details are 24

set forth in Exhibit TK-1. 25
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Q.  HAVE YOU EVER TESTIFIED BEFORE THE KENTUCKY PUBLIC SERVICE 1
COMMISSION (“COMMISSION” OR “PSC”)?   2

A.  No. 3

 Q.  HAVE YOU TESTIFIED BEFORE ANY OTHER UTILITY REGULATORY  4
AGENCY, COURTS OR LEGISLATIVE BODIES?   5

A. Yes.  I have provided testimony before both the U.S. Senate Energy and Natural Resource 6

Committee and the U.S. House Energy and Commerce Committee, the Pennsylvania 7

Public Utility Commission, as well as a number of state legislative committees. I have 8

testified on behalf of NARUC, the MT PSC, and NRG at technical conferences of the 9

Federal Energy Regulatory Commission. I have filed comments before various state 10

regulatory commissions, including those of California, Maryland, Minnesota, New Jersey, 11

New York, Pennsylvania, and Rhode Island.  12

Q.  CAN YOU PLEASE SUMMARIZE THE ISSUES YOU WILL DISCUSS?  13

A.  Three key elements of a successful retail energy choice program include customer 14

awareness, ease of customer participation, and customer satisfaction. My Direct Testimony 15

describes opportunities for an enhanced customer-focused, customer-driven Small Volume 16

Gas Transportation Service (“Choice Program” or “Program”). In my Direct Testimony I 17

make recommendations for increasing consumer awareness of the Choice Program that can 18

lead to greater customer participation, which in turn drives product innovation and robust 19

competition that benefits customers.  20

Q.  PLEASE BRIEFLY DESCRIBE XOOM.  21

A.  XOOM is an affiliate of NRG and is an active supplier in the Choice Program. XOOM has 22

been offering natural gas products of varying durations and serving residential and 23

commercial customers in the Columbia service territory since January 2013. XOOM 24

operates in numerous jurisdictions throughout the Eastern U.S., California, and Canada in 25
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addition to Kentucky, and is part of the NRG corporate family which includes other natural 1

gas and electricity retail suppliers that collectively serve over six million electricity and 2

natural customers across 24 U.S. states, the District of Columbia, and eight provinces in 3

Canada. In 2020, the NRG companies supplied approximately 152 TWH of electricity and 4

914 MMDth of natural gas.  5

Q.  WHAT IS XOOM’S INTEREST IN THIS PROCEEDING?  6

A. XOOM is interested in the continuation as well as the success of Columbia Gas of 7

Kentucky, Inc.’s (“Columbia”) Choice Program. The Application proposed by Columbia 8

involves continuation of the Choice Program and, as such, will directly impact XOOM, 9

current Choice Program customers, and future Choice Program customers. XOOM offers 10

different products to its customers in the Choice Program, sometimes locking in rates for 11

significant time periods. Additionally, XOOM has invested in operations to serve and 12

supply customers in the Choice Program and has also invested in acquiring customers. 13

Accordingly, possible changes to the Choice Program tariff impact both XOOM and its 14

customers.  15

Q. CAN YOU PROVIDE AN OVERVIEW OF COLUMBIA’S CHOICE  16
PROGRAM? 17

A. Columbia’s Choice Program allows residential and business customers to purchase natural 18

gas commodity supply from suppliers other than Columbia. The many customers who do 19

not choose an alternative supplier continue having Columbia as their gas supplier, as do 20

any customers who actively choose to return to the utility’s supply service. Whether a 21

customer chooses a retail supplier or Columbia, the utility delivers the customer’s gas and 22

performs functions including meter reading, billing, and responding to emergencies. 23

Supplier eligibility is determined by Columbia, with oversight by the PSC. To be deemed 24
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eligible, suppliers must meet Columbia’s credit standards and agree to conduct business in 1

accordance with Columbia’s standard of conduct for Choice-approved marketers.1  2

Q.  HOW LONG HAS THE CHOICE PROGRAM BEEN OFFERED IN KENTUCKY? 3

A.  The Choice Program was launched with approval of the Commission in 2000 as a “pilot” 4

program.2 More than 20 years later, the Program is still labeled a pilot. The Program may 5

only be extended by Order of the Commission approving Columbia’s Choice tariff. The 6

Choice Program pilot has been extended by approval of the Commission six times since 7

initial approval for varying periods of one to five years at a time.3 The current pilot was set 8

to expire on March 31, 2022, a deadline which has since been extended by the Commission 9

during the pendency of this proceeding.45  10

Q.  HOW MANY SUPPLIERS ARE CURRENTLY PARTICIPATING IN THE 11
CHOICE PROGRAM?  12

A.  Currently, nine certified suppliers participate in the Choice Program.6 13

Q.  HOW CAN CUSTOMERS BENEFIT BY SWITCHING TO A RETAIL 14
MARKETER/SUPPLIER SUCH AS XOOM OR OTHERS? 15

A. First and foremost, retail suppliers such as XOOM bear the risk of gas price fluctuations in 16

a way that regulated utilities do not. To use XOOM as an example, the company offers 17

customers fixed-rate, fixed-term plans that shelter customers from the type of volatility we 18

1 See Columbia Gas of Kentucky, Inc. Gas Tariff, PSC KY No. 5, Seventh Revised Sheet No. 33.
2 See Case No. 1999 00165, In the Matter of the Tariff Filing of Columbia Gas of Kentucky, Inc. to Implement a Small
Volume Gas Transportation Service, to Continue its Gas Cost Incentive Mechanisms, and to Continue its Customer
Assistance Program, Order (Mar. 6, 2000).
3 Please see Case Nos. 1999 00165, 2004 00462, 2008 00195, 2010 00233, 2013 00167, and 2017 00115.
4 See Case No. 2017 00115, In the Matter of Tariff Filing of Columbia Gas of Kentucky, Inc. to Extend its Small
Volume Transportation Service, Final Order (Jun. 19, 2017) at p. 4.
5 See Case No. 2021 00386, In the Matter of Electronic Tariff Filing of Columbia Gas of Kentucky, Inc. to Extend its
Small Volume Gas Transportation Service, Order (Mar. 17, 2022) (granting the February 28, 2022 joint motion by
XOOM, IGS, and CNEG, extending the CHOICE program under its current terms and conditions until a final Order is
entered in this proceeding).
6 See Columbia’s Response to XOOM Set 1, Question 3, attached as Exhibit TK 2.
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have seen due to extreme weather, supply and demand imbalance, and the geo-political 1

explosiveness we are experiencing in real time.  Natural gas prices at Henry Hub have risen 2

almost 130 percent from 2020 to the first two weeks of Russia’s invasion of Ukraine.7 3

XOOM offers Choice Program residential and business customers a refuge from gas price 4

volatility with fixed plans ranging from 4 to 24 months.8  5

When a customer buys such a product, he or she is in effect buying insurance 6

against their commodity supply. The retailer is making an offer based on its forward 7

estimate of its cost of providing service. However, if actual costs diverge from the retailer’s 8

projection, there is no method for the retailer to recoup these losses. The retailer owns that 9

risk, and of course prices the risk into the insurance-like gas product that it sells to the 10

customer.  11

Q.  HOW DOES THIS COMPARE TO WHAT THE UTILITY OFFERS? 12

A. Like XOOM, the utility makes forward estimates of its gas costs and those estimates 13

become the core component of the prices its customers pay. However, unlike XOOM, the 14

utility generally does not bear the risk of wrongly estimating its gas costs. Instead, when 15

costs rise above what the utility estimated in any given month, it ultimately recoups those 16

costs in future months from customers who took gas-supply service from the utility in that 17

past month. This reconciliation can be substantial. For the current quarter’s utility rates, it 18

is $1.1744 per Mcf, or 18% of the total supply charge of $6.6198 per Mcf.9  19

7 SeeMacroTrends, Natural Gas Prices – Historical Chart, https://www.macrotrends.net/2478/natural gas prices
historical chart'%3ENatural%20Gas%20Prices%20 %20Historical%20Chart (last visited Mar. 17, 2022).
8 See XOOM Energy, Columbia Gas of Kentucky – Residential Service Plans,
https://xoomenergy.com/en/residential/kentucky/natural gas/columbia gas of kentucky?dez=40602 (last visited
Mar. 17, 2022).
9 See Columbia Gas of Kentucky, Tariff, notices and price information, https://www.columbiagasky.com/our
company/about us/regulatory information (last visited Mar. 23, 2022).
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Put another way, customers bear the risk of the utility’s gas purchasing activities in 1

its relationship with customers—while in the competitive market, it is competitive retailers 2

like XOOM who bear the risk of their purchasing activities in their relationship with 3

customers. The two different business models grapple with the innate risk of the gas 4

markets in fundamentally different ways. One model socializes it to customers, and one 5

model bears it upon its own business.  6

Q.  HOW WOULD THIS “INNATE RISK” BE DEALT WITH IF THE PILOT WAS 7
TERMINATED OR NOT MADE PERMANENT? 8

A. The innate risk of gas markets would be socialized to all the consuming public, with no 9

opportunity for the public to buy the kind of “insurance” product that XOOM and other 10

retailers offer. In my view, this is inappropriate. The public has no managerial ability to 11

control the timing and strategy of gas purchases that the utility may or may not make on 12

the public’s behalf. At a minimum, customers should have an option through their own 13

purchasing decisions to place that risk back upon the shoulders of private business. That is 14

especially the case now that this risk is once again especially manifest in the recent 15

volatility of the gas markets, after more than a decade of relative calm. 16

Q.  YOU REFER TO THIS AS AN “INSURANCE” PRODUCT. DO CUSTOMERS 17
PAY SOME KIND OF PREMIUM FOR THAT “INSURANCE”? 18

A. It is not a separately stated premium, because it is bundled together as part of the gas-19

supply price, but, yes, that is a way of thinking about it. Fixed forward prices may be higher, 20

indeed may even be likely to be higher, than the average cost of spot purchases over time. 21

But that is because the insurance policy shifts the risk of price spikes within the period of 22

the fixed-rate plan back onto suppliers, and those suppliers naturally assess a risk premium 23

in view of the risk they—unlike the utility—have agreed to absorb. By contrast, in the 24
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regulated-utility world, a captive base of customers from whom past costs may be 1

recovered in the future is a different type of insurance policy—one that exists for the benefit 2

of the utility’s shareholders. Thought of another way, one may conclude: If as a consumer, 3

you are not buying an insurance policy, you are the insurance policy. 4

Q.  WHAT WOULD HAVE BEEN THE RESULTS, FINANCIALLY, FOR A 5
CUSTOMER WHO BOUGHT SUCH AN “INSURANCE” POLICY FROM XOOM 6
THAT COVERED THIS WINTER? 7

A. I recommend that consumers shop for gas in the off-season, several months before winter 8

arrives. (This should be incorporated into the consumer education messaging that attends 9

the Choice Program, as I describe below.) So let us assume that in August, a customer went 10

to our website and bought the product XOOM was in the market offering: XOOM 11

SureLock 12 - - a product with a 12-month term at a fixed price of $4.89 Per Mcf.10 12

Assuming the utility switched the customer’s account for service starting in September, the 13

“insurance” product would have paid off to the financial benefit of the customer during the 14

2021-22 winter and for the entire contract period.11   15

10 XOOM made an identical offer to business customers.
11 See Updated Figures TK 1 and TK 2.
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Updated Figure TK-1 – XOOM Residential Rate vs. Columbia’s Rate  1

 2

Updated Figure TK-2 – XOOM Small Business Rate vs. Columbia’s Rate  3

 4

That is because the quarterly price of utility supply service was 10%, then 48%, then 35 5

percent, and then 89% above the fixed rate that XOOM agreed to charge such a customer 6

for the three-month periods beginning September, December, March, and June 7
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Sep '21 Oct '21 Nov '21 Dec '21 Jan '22 Feb '22 Mar '22 Apr '22 May '22 Jun '22 Jul '22 Aug '22 Totals 

Avg Resi Customer Usage (MCF) 1.55339615 3.98612961 8.92473405 13.4145014 15.6962738 13.0419151 9.61519453 4.77588883 2.27183003 1.54075968 1.43082153 1.41676812 77.6682127 

CKY Commodity Charges $ 8.39 $ 21.53 $ 48.21 $ 96.97 $ 113.47 $ 94.28 $ 63.65 $ 31.62 $ 15.04 $ 14.22 $ 13.21 $ 13.08 $ 533.67 

XOOM Surelock 12 Charges $ 7.60 $ 19.49 $ 43.64 $ 65.60 $ 76.75 $ 63.77 $ 47.02 $ 23.35 $ 11.11 $ 7.53 $ 7.00 $ 6.93 $ 379.79 

XOOM Customers Savings $ 0.79 $ 2.04 $ 4.57 $ 31.37 $ 36.72 $ 30.51 $ 16.63 $ 8.27 $ 3.93 $ 6.69 $ 6.21 $ 6.15 $ 153.88 

Sep '21 Oct'21 Nov '21 Dec '21 Jan '22 Feb '22 Mar'22 Apr '22 May'22 Jun '22 Ju l'22 Aug '22 Totals 

Avg Commercial Customer Usage 

(MCF) 
8.1291805 11.7655236 20.2795379 29.6186539 42.6159319 34.8813033 28.7936391 14.4990948 10.0336845 8.65504713 8.51743782 8.36381648 226.152851 

CKY Commodity Charges $ 43.91 $ 63.56 $ 109.55 $ 214.11 $ 308.07 S 252.16 $ 190.61 $ 95.98 $ 66.42 $ 79.88 $ 78.61 $ 77.19 $ 1,580.05 

XOOM Bizlock 12 Charges $ 39.75 $ 57.53 $ 99.17 $ 144.84 $ 208.39 $ 170.57 $ 140.80 $ 70.90 $ 49.06 $ 42.32 $ 41.65 $ 40.90 $ 1,105.88 

XOOM Customers Savings $ 4.16 $ 6.03 $ 10.38 $ 69.27 $ 99.68 $ 81.59 $ 49.81 $ 25.08 $ 17.36 $ 37.56 $ 36.96 $ 36.29 $ 474.17 
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respectively.12 If one takes the usage of a typical residential customer, that plan would have 1

saved him or her $153.88 through the contract term. For the typical small business 2

customer, the savings would be $474.17.13  3

Updated Figure TK-3 – Savings Table  4

 5

  So, the “insurance” policy was a financial winner this past winter, mainly due to 6

the sudden rise in natural gas prices resulting from unfortunate inflationary and geo-7

political events. Of course, insurance will not always, or even most of the time, appear to 8

save customers money. The point of insurance is to avoid the risk of particularly bad 9

outcomes, and that risk protection comes with a price. 10

Q.  ARE THERE OTHER EXAMPLES WHERE SUCH AN “INSURANCE” POLICY 11
MIGHT HAVE COME IN HANDY?  12

A. Indeed, there are. An extraordinary February 2021 winter storm caused gas supply in 13

Oklahoma and Texas to freeze up, gas demand to soar, and drove gas spot prices higher 14

than ever recorded. Approximately 15 states from Colorado to Minnesota to Texas were 15

affected by significantly higher-than-normal natural gas prices.14 The economic damage 16

12 See Updated Figure TK 3.
13 See Updated Figure TK 3.
14 A full description of the costs incurred per average residential customer, for which regulated utilities and others
have sought recovery arising from the February 2021 severe winter storm, is included in a report NRG
commissioned. See Guy Sharfman & Jeffrey Merola, “Beyond Texas: Evaluating Customer Exposure to Energy Price
Spikes: A Case Study of Winter Storm Uri, February 2021” (Oct. 2021) attached as Exhibit TK 3.
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from these gas prices, which numerous utilities and other retailers were exposed to, is 1

profound and, for some customers, long-lasting. To provide just one example, Oklahoma 2

Natural Gas Company, part of ONE Gas, spent $1.37 billion in “extreme purchase costs” 3

and other charges for natural gas over a period of only a few days.15 As a regulated utility, 4

it sought and has obtained regulatory approval for the recovery of these costs.16 Consumers 5

will repay those costs over time. A residential customer that uses over 50 dekatherms per 6

month is forecast to pay a fixed monthly fee of $7.27 per month for the next thirty (30) 7

years.17 In other words, a residential customer will have paid $2,617 for a single week’s 8

worth of natural gas service.  9

It did not have to be this way. Customers could have and should have had 10

opportunities to shop in a competitive market—to lock in a truly fixed rate with a supplier, 11

a rate which was not subject to the kind of reconciliation to extreme, actual costs. If 12

customers had bought “insurance” for such an event, clearly it would have had to “pay” 13

only once to make it worthwhile for many, many years.  14

Q.  ARE ALL CUSTOMERS WHO TAKE SERVICE FROM XOOM PROTECTED 15
FROM SUCH PRICE SPIKES?  16

A. Yes, even customers who take so-called “variable”-priced service are protected from 17

sudden, intra-month price spikes like the industry saw during the February 2021 winter 18

storm. That is because these prices are not actually variable within a given month, and 19

15 Application of Oklahoma Natural Gas Company, a Division of ONE Gas, Inc., for a Financing Order Approving
Securitization of Costs Arising from the February 2021 Winter Weather Event Pursuant to the ‘February 2021
Regulated Utility Consumer Protection Act’ (“ONG Application for Financing Order”), Order No. 723033 (Jan. 25,
2022), p. 3. Cause No. PUD 202100079, Oklahoma Corporation Commission.
16 Id.
17 See Cause No. PUD 202100079, Application of Oklahoma Natural Gas Company, a Division of One Gas, Inc., for a
Financing Order Approving Securitization of Costs Arising From the February 2021 Winter Weather Event Pursuant
to the “February 2021 Regulated Utility Consumer Protection Act”, Corrected Exhibit CMS 3 Recovery Periods and
Customer Rates (Nov. 2, 2021) attached as Exhibit TK 4.
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unlike utility rates they are not subject to after-the-fact reconciliations or surcharges. 1

XOOM sets its prices for the next month before the last week of a given month’s billing 2

cycle. The customer can call XOOM or check the company’s website to learn their next 3

month price on the 1st or 2nd of the month. If a sudden price spike occurs and XOOM is 4

exposed to higher than usual costs to supply such a customer, that customer is nevertheless 5

protected. However, if natural gas prices rise from month to month, then customers on 6

month-to-month contracts likely would see price effects. There are various reasons why a 7

customer may take service on a month-to-month basis. One such reason is customers may 8

view a long-term contract not as a protection, but a burden, even while they desire to take 9

supply from a competitive provider for any number of other reasons.18  10

However, I do believe it is in the public interest for policymakers to raise the 11

visibility of shopping generally and for longer-termed insurance products in particular, 12

because it systematically places gas-market risk on the shoulders of businesses and not 13

ordinary consumers.  14

Q.  DO YOU BELIEVE THAT THE OPPORTUNITY TO SHOP FOR SUCH A 15
PRODUCT IS WELL UNDERSTOOD OR PARTICULARLY VISIBLE TO 16
CONSUMERS IN THE COLUMBIA SERVICE TERRITORY? 17

A.  No.  18

Q.  WHAT ARE YOUR OBSERVATIONS IN TERMS OF THE CHOICE 19
PROGRAM’S VISIBILITY?   20

A.  The Program is minimally promoted by Columbia. According to answers and materials 21

provided by Columbia in response to Discovery Requests by Staff and XOOM, the only 22

information provided to new service customers about Choice is a single, bullet-pointed line 23

18 For example, XOOM offers loyalty points with a major airline and allows customers to direct a certain percentage
of their bill to charitable causes.
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of text and a website link on their monthly bill mixed in with other messages from the 1

utility.19 Columbia call center agents are not required to provide information about the 2

Choice Program.20 3

When customers call Columbia regarding the Choice Program, Columbia call 4

center agents essentially refer customers to the company’s website, but provide no further 5

direction on where to hunt for the Choice landing page.21 Information regarding the Choice 6

Program is not easily located on Columbia’s website. There is no direct link to the Choice 7

Program on the homepage of Columbia’s website. Instead, to access information about the 8

Choice Program, a customer must navigate to the “bills and payments” header at the top of 9

the website, select “billing programs” from the drop down options, and then either click 10

“customer choice” from the options on the right side of the screen or scroll down on the 11

billing programs page and click “find a supplier.”22  The average customer could wander 12

the wilderness of Columbia’s website fruitlessly without stumbling upon the Choice 13

Program landing page at all.  14

Furthermore, the Choice Program receives one or two sentences on the occasional 15

in-bill insert and an annual mailing from Columbia that includes information about other 16

utility programs.23 It is no wonder program awareness and participation are low.24 17

Q.  DO YOU HAVE ANY PROPOSALS TO INCREASE CUSTOMER AWARENESS  18
OF THE CHOICE PROGRAM? 19

19 See Columbia’s Response to XOOM Set 1, Question 9, attached as Exhibit TK 5.
20 See Columbia’s Response to XOOM Set 2, Question 6, attached as Exhibit TK 6.
21 See Columbia’s Response to XOOM Set 1, Question 10, Attachment A at p. 3, attached as Exhibit TK 7.
22 See screengrabs of the Columbia Gas of Kentucky website attached as Exhibit TK 8 (last accessed Mar. 17, 2022).
23 See Columbia’s Response to Staff Set 1, Question 3 attached Exhibit TK 9. See also Columbia’s Response to Staff
Set 2, Question 6, Attachment A at p. 4 attached as Exhibit TK 10.
24 See Case No. 2021 000386, In the Matter of Tariff Filing of Columbia Gas of Kentucky, Inc. to Extend its Small
Volume Transportation Service, Columbia Gas of Kentucky, Inc. Tariff Filing, (Oct. 7, 2021) at Attachment A.
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A.  Yes. Customer education is most effective when customers are actually thinking about or 1

engaged in their energy service. For the majority of residential customers that occurs when 2

they contact the local distribution company to establish service for their home, or when 3

they speak with the utility call center for other matters concerning their service. Customers 4

will also pay some mind to their service when reviewing their monthly utility bill. To boost 5

customer awareness for the Choice Program XOOM recommends, at a minimum, the 6

following: 7

 Columbia call center agents should be scripted to advise customers about the 8

Choice Program by directing them to the program landing page on Columbia’s 9

website during every new service connect as well as all inbound customer inquiries 10

to the call center, with the exception of emergency calls; 11

 Columbia should establish a “trial offer” customer referral program administered 12

through the Company’s call center, whereby upon consent customers may be 13

referred to participating gas marketers in random order to receive a three-month 14

price discounted off of Columbia’s prevailing supply rate. The program would be 15

modeled after Pennsylvania’s “Standard Offer Referral Program (“SOP”)25 ; 16

25 Pennsylvania’s Standard Offer Referral Program (SOP) is intended to introduce consumers to shopping with very
low risk to the customer. Customers who contact the utility for non emergency inquiries are told about the
program. The utility will refer interested customers to a participating supplier on a random basis. All customers
referred to participating suppliers are enrolled by the supplier to whom they are referred following normal
enrollment processes. Suppliers who choose to participate agree to fixed term and price that is 7% below the
utility default service rate at the time of enrollment. Customers are free to cancel at any time with no penalty. See
PA Power Switch, Pennsylvania Public Utility Commission, Pennsylvania’s Standard Offer Program,
https://www.papowerswitch.com/about switching electricity/standard offer program/# (last visited Mar. 23,
2022) for more information regarding Pennsylvania’s Standard Offer Program.
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 Inclusion of a competitive supplier’s logo on the bills of customers who have 1

switched to a competitive supplier, to enhance the visibility and recognition that a 2

customer has indeed made a choice for a third-party provider of gas supply; 3

 Increased visibility on the Columbia and PSC websites. This should include a link 4

to the Choice Program prominently displayed on the navigation bars of the home 5

pages;  6

 The creation of a dynamic shopping website that allows customers to compare and 7

sort offers by price, term length and value-added feature (examples include the 8

Public Utility Commission of Ohio’s “Apples To Apples” website and the 9

Pennsylvania Public Utility Commission’s “PA Gas Switch” website)26; and   10

 A multi-faceted consumer education campaign, at a minimum timed annually prior 11

to heating season. 12

Q.  ARE COLUMBIA CUSTOMER SERVICE REPRESENTATIVES REQUIRED TO 13
OFFER INFORMATION REGARDING THE CHOICE PROGRAM DURING ALL 14
INBOUND CUSTOMER CALLS?  15

A.   No.27 16
 17
Q.  IF A CUSTOMER IS ENROLLED WITH A SUPPLIER, DOES THAT 18

SUPPLIER’S LOGO APPEAR ON THEIR BILL EACH MONTH?  19

A.   No.28  20

Q.  WHAT WOULD THE BENEFIT OF A SUPPLIER’S LOGO APPEARING ON THE 21
CUSTOMER’S BILL BE?   22

26 See Energy Choice Ohio, Apples to Apples: Natural Gas,
https://energychoice.ohio.gov/ApplesToApplesCategory.aspx?Category=NaturalGas (last visited Mar. 23, 2022)
and PA Gas Switch, Pennsylvania Public Utility Commission, https://www.papowerswitch.com/ (last visited Mar.
23, 2022).
27 See Exhibits TK 6 and TK 7.
28 See Columbia’s Responses to XOOM Set 1, Question 2, Attachment A at p. 3 4, attached as Exhibit TK 11.
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A.  The supplier’s logo creates greater awareness by the customer of their supplier. Further it 1

will help draw attention to the Choice commodity charge line item on the bill, with the 2

effect of encouraging customers to pay greater attention to whom and how much they are 3

paying for gas supply and making suppliers more accountable for their charges. In other 4

jurisdictions, customer complaints have sometimes occurred where unauthorized 5

enrollments occur. It is a prominent red flag for a customer if a new logo appears on the 6

customer’s bill without his or her having authorized that service, while without this visual 7

display, a customer may miss the fact that supply has been switched. 8

Q.  ARE THERE ANY CHANGES COLUMBIA GAS CAN IMPLEMENT TO ASSIST 9
CUSTOMERS WHO WANT TO PARTICIPATE IN THE CHOICE PROGRAM?  10

A.  We recommend the following to make it easier for customers to participate in the Choice 11

program: 12

 Day One Switching for new service connects; 13

 Seamless moves; 14

 Accelerated switching; and 15

 Shop with your wallet; eliminate need for utility account numbers to enroll.  16

Q.  PLEASE EXPLAIN WHAT YOU MEAN BY “DAY ONE SWITCHING”?  17

A.  Day One Switching allows customers to select a Choice supplier when they connect for 18

new service with Columbia. Currently a customer must take supply service from Columbia 19

for at least one billing cycle before shopping.29 Thereafter if a customer enrolls with a retail 20

supplier it may take one to two billing cycles before they go on flow with their new 21

supplier. Consequently, any benefit to shopping and switching, such as seasonal price 22

29 See Columbia’s Response to XOOM Set 1, Question 5 attached as Exhibit TK 12.
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savings, is forestalled for almost a calendar quarter from the time a customer moves into 1

Columbia’s service territory.  2

There are two approaches that could be employed to remedy this issue. A customer 3

may have a gas supplier in mind at the time they contact Columbia to initiate gas delivery 4

service for their premise. The Columbia call center agent would then enter the customer’s 5

selection in the service request. Alternatively, call center agents may be scripted and trained 6

to describe the Choice program to the customer and either direct the customer to a website 7

listing of approved marketers or provide the customer with contact information for 8

marketers (the current list is nine marketers). The customer can “do their homework” and 9

make their selection within three calendar days by contacting the supplier of their choice. 10

The supplier would submit the enrollment to Columbia within 24 hours. Columbia would 11

date the enrollment to be effective with the service start date. 12

Q. PLEASE EXPLAIN WHAT YOU MEAN BY “SEAMLESS MOVES”.  13

A.  Seamless moves means the customer may take their retail service account with them 14

without interruption when moving to a new premise within the Columbia territory. 15

Currently, a customer must re-enroll with their supplier after moving. Unless the customer 16

enrolls by the 15th of a given month, this process can take a billing cycle or longer and 17

creates a lack of continuity for the customer.30 18

Q.  PLEASE EXPLAIN WHAT YOU MEAN BY “ACCELERATED SWITCHING.” 19

A.    Accelerated switching ensures that most enrollments will be effective for the month 20

immediately following the enrollment. Currently, for enrollments to be effective on the 21

first day of the month, an enrollment must be submitted by the 15th day of the previous 22

30 See Columbia’s Response to XOOM Set 2, Question 3, attached as Exhibit TK 13.

Revised Testimony Notice Exhibit 1



{00222426 1 } 17

month.31 We propose the window be extended to the 25th day of the previous month. This 1

will permit more customers to have any benefit to shopping, such as seasonal price savings, 2

faster.  3

Q.  PLEASE EXPLAIN WHAT YOU MEAN BY “SHOP WITH YOUR WALLET”. 4

A.  To enroll with a gas marketer, a customer must provide their 15-digit Columbia account 5

number.32 Most customers don’t carry their utility bill with them, nor do they memorize a 6

lengthy set of characters.  Thus, if a customer signs up for service at a retail location, event, 7

or some location away from home they won’t be able to complete their order. I propose 8

instead of requiring customers to provide their utility account number that customers be 9

permitted to provide at the point of sale some other unique identifier that they readily know 10

and which is in their Columbia account record. The gas marketer would submit the 11

identifier in the enrollment transaction for Columbia to map to the customer account in the 12

company’s database. This approach may have the added benefit of reducing reliance on 13

door to door and telephone marketing, which are utilized because the customer more 14

readily has access to their utility account number while at home. 15

Q.  DO YOU HAVE ANY CONSUMER PROTECTION PROPOSALS?  16

A. Yes. I have several that relate either to ensuring that customers have an opportunity to 17

renew their contract on a fixed term, to discipline conduct when suppliers market their 18

products, and to ensure that products offered to consumers do not expose them to undue 19

market risk. I recommend: 20

31 See Columbia’s Response to XOOM Set 1, Question 7, attached as Exhibit TK 14.
32 See Columbia’s Response to XOOM Set 1, Question 8, attached as Exhibit TK 15.
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 A requirement that competitive retailers who serve customers on month-to-month 1

contracts give written notice to a customer if the commodity price is rising more than 30% 2

from one month to the next33;  3

 A requirement that competitive retailers that serve customers on a fixed-term product that 4

automatically renews to month to month or for a fixed term of longer than one month 5

provide at least one written notice to their customers no less than 60 days before a 6

contract’s expiration that it is due to expire, including information about how to seek 7

renewal of the contract for another term at a fixed rate;  8

 A requirement for a $250,000 security bond for gas marketers planning to use door to door 9

or outbound telemarketing sales channels; 10

 A prohibition on retail products for residential and small business customers that directly 11

pass through the daily spot price for natural gas34; 12

Q.  HOW CAN THE CHOICE PROGRAM SUPPORT KENTUCKY PUBLIC POLICY 13
GOALS?  14

A.  One benefit of retail competition is product differentiation. While gas commodity supply 15

may seem interchangeable but for the price, term, and risk exposure, all of which I have 16

discussed extensively above, there are additional differentiating factors in a healthy 17

33 As an example, in 2016 the Maryland Public Service Commission adopted a new regulation providing that, “If a
contract with a fixed rate for three or more billing cycles changes to a variable month to month price and a change
in the contract rate will be equal to or exceed 30 percent of the supplier’s current supply rate, the supplier shall
provide written notice of the new rate to the customer at least 12 days prior to the close of the customer’s billing
period.” See COMAR 20.53.08.13 C. The Delaware Public Service Commission adopted an identical rule. See 26 Del.
Admin. Code 3001 8.2.6.
34 See CBS News, Griddy Energy settles with Texas, releasing customers from $9,000 power bills during freeze, Aug.
31, 2021, https://www.cbsnews.com/news/griddy energy charged 9000 power bills settles with texas/ (last
visited Mar. 23, 2022) (Griddy Energy sold power to customers at wholesale prices, plus a monthly fee. When rates
skyrocketed during the February 2021 extreme weather event when wholesale prices were raised to $9,000 per
megawatt hour, some customers had thousands of dollars in bills. Currently no such retail products that directly
pass through the daily spot price for natural gas are offered in the market, nor should they be allowed).
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competitive retail environment as well. These can include value-added services, like 1

XOOM’s charitable contributions programs, and also environmentally preferred services.  2

The Choice Program can help achieve the carbon reduction goals being developed 3

by the Kentucky Climate Action Plan Council35. I propose that to maintain eligibility to 4

participate in the Choice Program, gas retailers must offer at least one “green gas” offer. 5

Green gas offers may include, but not be limited to, products that retire carbon offsets 6

equivalent to a customer’s gas usage, or that include producer-certified gas (“PCG”) 7

certificated by a credit-based system, the marketplace for which may become more liquid 8

with the pending proposal by Tennessee Gas Pipeline Company (“TGPC”) to FERC to 9

allow voluntary PCG pooling on its system.36  10

Q. IN VIEW OF ITS STATUS AS A “PILOT,” HOW WOULD YOU LIKE TO SEE 11
THE CHOICE PROGRAM EXTENDED? 12

A.  XOOM would like to see the Choice Program be made permanent, with the adoption of the 13

modifications described above to ensure its greater visibility and success. It is difficult for 14

XOOM to justify significant investments in the Kentucky market when the program is in 15

constant limbo, especially when customer choice is limited to a single utility service 16

territory. Unfortunately, the program’s transitory nature likely contributes to outcomes that 17

are negative for consumers. These include a lack of investments by retailers themselves to 18

make the Choice Program and shopping opportunities more visible, as well as a 19

competition between retailers that is seemingly less liquid than it ought to be.37 Certain 20

35 See Kentucky Climate Action Plan Council, Final Report of the Kentucky Climate Action Plan Council Submitted to
the Secretary of the Kentucky Energy and Environmental Cabinet, November 2011, https://uccrnna.org/wp
content/uploads/2017/06/Kentucky_2011_Climate Action Plan Council Final Report.pdf.
36 NRG, through its affiliate Direct Energy, has supported the TGPC filing with modifications the pipeline made
subsequent to its initial filing. See: Tennessee Gas Pipeline Company, L.L.C. PCG Pooling Service Option Filing. FERC
Docket No. RP22 417.
37 I note that several certified suppliers are indicated as having “currently no offers” on the Kentucky PSC’s website
devoted to the Choice Program.
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value-added product offerings, such as certain environmentally preferred products, do 1

require fixed-cost investments to be made—which a company simply will not do if it is 2

subject to a highly transitory regulatory scheme. As a publicly traded company, XOOM’s 3

parent NRG must allocate its resources across dozens of service territories in North 4

America. It generally has not done so in jurisdictions like Kentucky where only transitory 5

opportunities exist.38  6

Q.  DO YOU HAVE ANY OTHER COMMENTS REGARDING RETAIL NATURAL 7
GAS CHOICE IN KENTUCKY? 8

A.  It is difficult to maximize consumer awareness and achieve the level of scale that 9

encourages private investment, spurs product innovation, and creates jobs in a 10

commonwealth that has only a single local distribution company open to customer choice. 11

There are approximately 864,000 residential, commercial, and industrial natural gas 12

customers in Kentucky.39 Yet only about 140,000 natural gas customers are eligible to take 13

service from a supplier of their choice.40 That’s just 16 percent of all natural gas customers 14

in Kentucky.  I suggest the Commission open a multi-utility docket (or whatever is legally 15

appropriate) to consider the adoption of parallel programs in other service territories 16

consistent with the PSC’s eventual program design and findings in this matter. 17

Q.  PLEASE SUMMARIZE YOUR RECOMMENDATIONS.  18

A.   As explained above, I recommend that: 19

 Proposals are implemented to increase customer awareness of the Choice 20

Program including: 21

38 As noted, only XOOM of NRG’s major brands participates in the market and has a limited number of customers.
39See American Gas Association, Natural Gas State Profiles, Kentucky, https://www.aga.org/policy/state/natural
gas state profiles/KY, (last visited Mar. 23, 2022).
40 See Columbia’s Response to XOOM Set 1, Question 4, Attachment A, attached as Exhibit TK 16.
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o Requiring Columbia call center agents to be scripted to advise 1

customers about the Choice Program;  2

o Establishing a “trial offer” introductory program whereby interested 3

customers may be referred to participating gas marketers for a 4

discounted three month price;  5

o Inclusion of a competitive supplier’s logo on the bills of customers who 6

have switched to a competitive supplier;  7

o Increasing visibility of the Choice Program on the Columbia and 8

Commission website;  9

o Creating a dynamic shopping website that allows customers to compare 10

and sort offers by a variety of features;  11

o Implementation of a multi-faceted consumer education campaign   12

 The Commission require Columbia to implement day one switching, seamless 13

moves, accelerated switching, and shop with your wallet to make it easier for 14

customers to participate in the Choice Program; 15

 Additional consumer protection proposals are implemented, such as:  16

o Requiring suppliers who serve customers on month-to-month contracts 17

to give written notice to customers if prices are increasing more than 18

30% from one month to the next;  19

o Requiring suppliers with customers on fixed term contracts that 20

automatically renew to month to month or for a fixed term of longer 21

than one month to provide at least one notice to customers no less than 22

60 days before the contract is set to expire;  23

Revised Testimony Notice Exhibit 1



{00222426 1 } 22

o Requiring a $250,000 security bond for suppliers planning to use door 1

to door or outbound telemarketing sales channels;  2

o Prohibiting retail products that directly pass through the daily spot price 3

for natural gas 4

 The Commission make the Choice Program permanent to allow customers to 5

continue to buy the kind of “insurance” product that XOOM and other retailers 6

offer; and   7

 The Commission open a multi-utility docket to consider the adoption of parallel 8

programs in other service territories. 9

Q.  DOES THIS CONCLUDE YOUR TESTIMONY?  10

A.  Yes. 11
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National Review
Wall Street Journal Dallas Morning News Times Standpoint
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National Review National Review Online New York, NY
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KY PSC Case No. 2021-00386 
Response to Xoom’s Data Request Set One No. 3 

Respondent:  Judy Cooper 

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

DATED FEBRUARY 4, 2022 

3. How many natural gas Choice Program suppliers are licensed within Columbia’s

service territory? 

Response: 

There are currently nine  approved suppliers. 
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Nicor Gas Historical Natural Gas Cost Rates per 
therm 

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec 

2021 $0.2900 $0.3000 $0.3500 $0.5300 $0.5300 $0.5300 $0.5300 

2020 $0.2600 $0.2600 $0.2600 $0.2600 $0.2600 $0.2600 $0.2400 $0.2400 $0.2600 $0.2800 $0.2800 $0.2900 

2019 $0.3600 $0.3600 $0.3600 $0.3700 $0.3700 $0.3700 $0.3500 $0.3300 $0.3100 $0.2900 $0.2700 $0.2700 

2018 $0.3200 $0.3200 $0.3200 $0.3200 $0.3600 $0.3600 $0.3800 $0.3800 $0.3800 $0.3700 $0.3600 $0.3600 

2017 $0.4200 $0.4100 $0.3900 $0.3900 $0.4100 $0.4300 $0.3700 $0.3500 $0.3300 $0.3300 $0.3300 $0.3300 
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P:D-10�I8F� T6� I8F� =YYAW�� B8C0D8E01F� R�

30HC01)4-HC� TS� I8F� =̀J@A@�� B8C0D8E01F�
\050110]�

L..4*HC-Ĥ�
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KY PSC Case No. 2021-00386 
Response to Xoom’s Data Request Set One No. 9 

Respondent:  Judy Cooper 

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

DATED FEBRUARY 4, 2022 

9. When a customer begins distribution service with Columbia, what information, if any,

is the customer provided regarding the Choice Program and their opportunity to 

purchase gas from a third-party supplier?  

Response: When a customer begins distribution service with Columbia, the customer 

would see information regarding the Choice program on their customer bill which 

includes 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. 
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I,

Block Account (from Choice Enrollment)

"I have placed a block on your account. If in the future you decide to have your gas supplied by a 
marketer, you will need to call and have the block removed. Thank you for calling."

Remove from Marketer “Mailing Lists”

"Mr./Ms._____, your name has been removed from future mailing lists. If at any time you would 
choose to be added to the marketer "mailing lists", you will need to contact our office. If there is 
nothing else I can help you with ... thank you for calling."

Marketer Customer Service Complaint

"Mr./Ms._____, all marketers operate independently of Columbia Gas. If you are concerned with 
the behavior of one of the marketer's employees, you will need to contact that marketer 
directly. Thank you for calling."
If the Customer has already attempted to contact marketer and the issue has not been resolved:
Advise Customer:

"Mr./Ms._____, in order for me to forward your complaint to the appropriate individual, I will 
need...

Marketers Name
Name of  Marketer Employee (if possible)
Date and time of call (if possible)

Questioning Rates

"Mr./Ms._____, all marketers operate independently of Columbia Gas. If you are concerned about 
your existing gas supply cost, you will need to contact the marketer directly."
If the Customer has already attempted to contact marketer:
1. Advise Customer:

"Mr./Ms._____, in order for me to forward your complaint to the appropriate individual, I will
need...

Marketers Name
Name of  Marketer Employee (if possible)
Date and time of call (if possible)

Questioning Start or End Date

Review DICM or DITH to determine if we have received information from supplier. Advise customer as 
follows, appropriate to situation.

Information Received from Marketer:
1. Advise Customer:

"Mr./Ms._____, I show we have received the information from your 
marketer. Generally changes to a customer's account with marketers 
can take up to two billing cycles to take effect...Thank you for 
calling."

KY PSC Case No. 2021-00386 
XOOM 1-10 

Attachment A
Page 1 of 5
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Information NOT Received from Marketer:
1. Advise Customer:

"Mr./Ms._____, generally changes to a customer's account with marketers 
can take up to two billing cycles to take effect. If you feel that changes 
should already have occurred, you should contact your marketer 
directly…Thank you for calling."

Status of File Complaints

Concern still pending:
"Mr./Ms._____, our records show we submitted your concern on _______. The concern is still 
pending. I will have someone contact you as soon as the marketer's response is received. Thank 
you for calling."

Concern closed:
"Mr./Ms._____, our records show we submitted your concern on _______. I show that we (or the 
marketer) tried to contact you on ______ to advise you ______ (summarize resolution of 
complaint). Thank you for calling."

Unauthorized Enrollment

"Mr./Ms._____, all marketers operate independently of Columbia Gas. If you have been 
enrolled without your consent, you will need to contact that marketer directly. Thank you for 
calling."

Directions
If the Customer has already attempted to contact marketer and issue has not been resolved:
1. Advise Customer:

"Mr./Ms._____, in order for me to forward your complaint to the appropriate individual, I
will need...

Marketers Name
Name of  Marketer Employee (if possible)
Date and time of call (if possible)

If Customer is Requesting Cancellation:

Advise Customer:
"Mr./Ms. ____ , in order to cancel your contract (and/or switch to a different
marketer), you would need to contact your marketer directly. You should be
aware that there may be penalty fees for canceling the contract early...Thank
you for calling."

KY PSC Case No. 2021-00386 
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Customer wants price difference

"Mr./Ms._____, I am showing that for the month of ______ you saved (did not save) $_____ by 
purchasing your gas through the marketer … In the future you can obtain this information through 
the Automated Telephone System. If there is nothing else I can help you with, thank you for 
calling."

NonChoice Customer

"CHOICE is a voluntary program that allows you to choose who will supply the natural 
gas to your home or business. Columbia Gas, as your supplier, buys gas on your behalf and 
sells it to you at the same price. If you choose to have a gas marketer purchase your gas for 
you, they may be able to supply you with gas at a lower cost than Columbia.

If you would like more information, I can send you a letter and a list of 
marketers. Information is also available on our web site...Thank you for calling." 

KY PSC Case No. 2021-00386 
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Columbia Gas' 
of Kentucky 
A Company 

Dear Customer: 

Thank you for your interest in the Customer CHOICE' Program. As you know, the program 
allows you the opportunity to purchase your natural gas from a third-party supplier, or marketer, 
and potentially save money on your monthly bill. The marketers currently approved to 
participate in the program are: 

Constellation Energy Gas Choice 
1221 Lamar St, Ste 750 
House TX 77010 
1-800-785-4373 

IGS Energy 
6100 Emerald Pkwy 
Dublin OH 43016 
877-444-7427 
www.IGSenergy.com 

Kentucky United Energy 
750 E Main St 
Frankfort KY 40601 
1-877-735-7304 

Novec Energy Solutions, Inc 
10313 Lomond Dr 
Manassas VA 20109 
703-392-1767 

Stand Energy 
1071 Celestial St, Ste 110 
Cincinnati OH 45202 
1-800-598-2046 

US Gas & Electric, Inc 
1303 US Highway 127 South 
Frankfort KY 40601 
888-919-5943 

Vista Energy 
3200 Southwest Freeway, Ste 2240 
Houston TX 77027 
888-508-4782 

Volunteer Energy Services, Inc 
790 Windmiller Dr 
Pickerington OH 43147 
800-977-8374 

XOOM Energy Kentucky, LLC 
11208 Statesville Rd, Ste 200 
Huntersville NC 28078 
888-997-8979 

As a Columbia Gas of Kentucky customer, you may be contacted by these marketers, or you may 
choose to contact the marketers yourself to discuss their pricing options. Remember, the 
Customer CHOICE Program is voluntary and the decision to participate is yours. 

If you have further questions about the Columbia Gas of Kentucky Customer CHOICE Program, 
please call us at 800-866-4GAS or visit our Web site at www.columbiagasky.com. 
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Thank you again for your interest in the Customer CHOICE Program. 

Sincerely, 

Columbia Gas of Kentucky 

* Due to the current volatility of the wholesale natural gas market, some marketers may 
not currently have a rate available. 

KY PSC Case No. 2021-00386 
XOOM 1-10 

Attachment A
Page 5 of 5

Revised Testimony Notice Exhibit 1



Home- Columbia Gas of X 

4- 4 C Y 

Our phone system Is undergoing maintenance. 

Some features may be unavailable. To report an emergency, call 1-800-432-9515 or 911. 

Columba  Gar 
of Kentucky 

Welcome 

My Account Sign In 

Email Forgot email? 

Email 

Password Forgot password? 

Password co 

■ Remember my email 

Sign In 

Don't have an online account? 

Register an account or Pay without signing in 

Our Company Partner with Us A Emergency Contact 

SERVICES • SAFETY • BILLS AND PAYMENTS • ENERGY EFFICIENCY • HELP • 

G V 

Sign In / Register 

i 
4 

Pay My Bill 

Payment Options 

Billing Programs 

Financial Support 

Understanding Your Bill 

• • 
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S 

with us op 
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Columbia Gas of Kentucky Homepage:
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Billing Gas X + 

<— 4 C Y 

of Kentucky 

Manage your bills 

r Company Partner with Us A Emergency Contact 

SERVICES - SAFETY - BILLS AND PAYMENTS - ENERGY EFFICIENCY 

Take control of your account with our billing programs. Get an email when your bill is ready to 

be viewed online, sign up to receive the same bill amount each month or learn more about 

Customer Choice. 

Go 
- 

Save time, paper and 

money with 

Billing. Get an email each 

month when your bill is 

ready and view it from 

any computer or mobile 

device. 

BILLS AND PAYMENTS 

Pay My Bill 

Payment Options 

Billing Programs 

Customer Choice 

Delivery Service 

Billing 

Financial Support 

Understanding Your Bill 

LI X 

G Select Language 

Sign In / Register 

N./ 

{00213225 1 } 2

Billing Programs – Columbia Gas of Kentucky (part 1 of 2)
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Billing Programs- Columbia Gas X + 

<— 4 C 11 

of Kentucky 

Get on our Budget Plan 

This program allows you to pay about 

the same amount each month, and we 

calculate that number based on usage, 

weather and projected costs. 

Sign In to Enroll Today 

Delivery 
Service 

r Company Partner with Us A Emergency Contact 

SERVICES - SAFETY - BILLS AND PAYMENTS ENERGY EFFICIENCY HELP 

Make your Choice 

.J 

The Customer Choice program offers you 

the option to purchase the natural gas 

you use from a certified supplier. 

Find a Supplier 

X 

I 

G Soled Language V 

Sign In / Register 
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RE Customer + 

4- 4 C Y - 1 

- a X 

t4. 

Our phone system is undergoing maintenance. 

IC ) Some features may be unavailable. To report an emergency, call 1-800-432-9515 or 911. 

Columbia 
of Kentucky 

Our Company Partner with Us A Emergency Contact 

SERVICES - SAFETY - BILLS AND PAYMENTS - ENERGY EFFICIENCY - KELP - 

Make your Choice 

The Customer Choice program offers you the option to purchase the natural gas you use from 

a supplier other than Columbia Gas. If you choose to purchase your gas from a different 

supplier, we will continue to deliver the same reliable service, read your meter, perform safety 

checks and respond to emergencies. 

The prices charged by suppliers are set by a competitive market, meaning there is no 

guarantee that you'll save money, but they may offer special pricing and incentives. If you'd 

like to enroll, shop around and make your Choice. 

How to enroll 
1. Review our list of current suppliers below. 

2. Evaluate the offer and compare prices. The Kentucky Public Service Commission's 

BILLS AND PAYMENTS 

Pay My Bill 

Payment Options 

Billing Programs 

Customer Choice 

Delivery Service 

Billing 

Financial Support 

Understanding Your Bill 

3 Select Language V 

Sign in / Register v 

V 

{00213225 1 } 4

Customer Choice – Columbia Gas of Kentucky
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KY PSC Case No. 2020-00386 
Response to Staff’s Data Request Set One No. 3 

Respondent:  Judy Cooper 

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

DATED NOVEMBER 3, 2021 

3. Provide an overview of Columbia Kentucky’s CHOICE program education efforts

since Case No. 2017-00115. 

Response: 

Columbia has added the following features to provide education about the Customer 

CHOICE program since the 2017 case.   

1.) Information about the CHOICE program and gas cost comparison information is 

available on Columbia’s website, accessible here: https://www.columbiagasky.com/bills-

and-payments/billing-programs/choice.  A CHOICE Calculator, located on Columbia’s 

website, was developed to educate and assist customers in determining potential gas cost 

savings.  The below screenshots were taken from this website: 
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Dace - 

C G 6 

;X access. place your Wait. here on the hero., bar. now 

Gas 
of Kentucky 

CUSTOMER CHOICE 

Make your Choice 

Our Partner Us A Emergency Contact 

SERVICES SAFETY BILLS AND PAYMENTS ." ENERGY EFFICIENCY HELP 

The Customer Choice program offers you the option to purchase the natural gas you use from a 

supplier other than Columbia Gas. If you choose to purchase your gas from a different supplier, we 

will continue to deliver the same reliable service, read your meter, perform safety checks and 

respond to emergencies. 

The prices charged by suppliers are set by a competitive market, meaning there is no guarantee 

that you'll save money, but they may offer special pricing and Incentives. If you'd like to enroll, shop 

around and make your Choice. 

How to enroll 
1. Review our list of current suppliers below. 

2. Evaluate the offer and compare prices. The Kentucky Public Service Commission's lists 

full current approved suppliers and eligibility. 

3. Suppliers offer different risks and rewards. Our Choice calculator can help you perform a price 

comparison for gas supply costs. 
4. Consider the contract terms. Since many suppliers require you to agree to contract terms, 

you'll want to know contract length and if you can cancel. 

5. Make your Choice by contacting the supplier. If you choose not to participate, your supplier 

will not change and there is no change in your bill. 

In 

AND PAYMENTS 

Payment Options 

Billing Programs 

Custom, Choice 

Delivery Service 

Billing 

Financial Support 

Understanding your Bill 

ors 

0 Are you a supplier? 
Find more information for natural gas suppliers or 
those interested in becoming suppliers within our 
service territory. > 

on .1..1. hit. 

Gas. 
of Kentucky 

Find your current charges 

The Detail Charges section of your bill shows your 

Delivery and Supply Charges. The example on the 

right shows the Detail Charges section of a bill for a 
customer who participates in Choice. The Supply is 
provided by Marketer A and the Delivery is provided 
by Columbia Gas of Kentucky. Use our calculator 
below to compare offers from suppliers and make 
an educated decision. 

Our Company Partner with Us p Emergency Contact 

SERVICES • SAFETY • BILLS AND PAYMENTS • ENERGY EFFICIENCY • HELP " 

11) 

Sign In / Register 

Detail Charges 
Customer Charge 
Gas Delivery Charge 

$16.00 
$16.42 

Delivery - Columbia Gas of Kentucky 

Customer CHOICE Program 
Gas Supply Cost 5 at $6.59000 per 
— — — — — — — — — — — — — --- ---------------------- 
Supply - Marketer A 

+532.42.

$32.95 

Safety Modification and Replacement Program Rider $5.46 
Energy Assistance Program Surcharge $0.30 
Energy Efficiency and Conservation Rider $0.46 
Research 8. Development Factor $006 

. Urban Govt. Franchise Fee $2.98 

School Tax 5215 

Taxes & Fees 

Current Utility Charges 
Customer CHOICE Program 
You have chosen Marketer A as your supplier in Columbia's CHOICE Program. For 
questions about your gas supply charges, please contact Marketer A at 1-800-123-4567 

+$76.78 

Revised Testimony Notice Exhibit 1



Calculate your potential savings 
This calculator helps you compare your current bill and a potential bill from Choice suppliers. Our calculation is based on our current gas rates. Note: If you see a negative amount in 

the estimated savings box, you will not see a savings in gas supply costs based on current rates. 

Choice Calculator 

Cost per 

CURRENT PRICE SUPPLIER PRICE 

$ 5.4029 $ 0.0000 

You save $5.4029 per 

Now many MCI you use 

Ill 

Current suppliers 

Constellation Gas Division [LC 

1-800-785-4373 

ESTIMATED SAVINGS 

$o 
per month 

0 

Energy Kentucky United Energy 

11 877 444 7427) 1-877-735-7304 

Novas Energy Inc. Us Gat a Inn. Kentucky Gas A Electric 

1 888 627 SAVE (7283) 1-800-598-2046 1 888 919 5943 

9915.999t92 Volunteer Service! JIM Knottily 

1-888-508-4782 1-800-977-8379 1888 887 8878 

Choice is a registered service mark of Columbia Gas of Kentucky Inc. 

2.) Columbia customer bills include a link to the Commission’s website where Columbia 

and participating CHOICE Marketers gas costs can be found for comparative pricing. In 

addition, Columbia’s website contains information related to its gas cost and information 

regarding participating CHOICE Marketers.  This portion of the customer bill is shown 

here:
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Message Board 
• Enjoy the convenience of managing your account online by enrolling in 'ape 

Billing. Monthly email alerts, 2417 account access and up to two years of past bills 
and payment history! Enroll today at . 

• Never worry about missing a payment or writing a check again by enrolling in 
Automatic Payment today at . 

• Take the seasonal highs and lows out by dividing your yearly energy use into 12 
equal monthly payments - for budgeting that's a whole lot easier. Enroll today at 

• Natural gas prices for participating Customer CHOICE Program suppliers can be 
found at 

Customer Statement Date: 08/27/2020 

3.) 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.  Please see the sample below.
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of Kentucky 
A Company 

ow 
YOUR HOMES" 

Get our latest updates

Know Your Home: 5 ways to keep it safe | View in browser

.

Knowing your home is the first step to keeping 
it safe

Page 1 of 5Get our latest updates

2/7/2022http://nisource.custhelp.com/ci/documents/view/1/AvMg~wrjDv8S~zH9Gmgm~yK6Zj8oki...
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 f 

AVAILABLE NOW 

BILLING 
PAYMENT 
INFORMATION 

TO YOUR PHONE 

The better you know your home, the easier it is to take proactive steps 
to keep it safe. 

There are 5 simple ways you can keep your home safe each day:

1. Install carbon monoxide detectors on every level of your home
2. Don't do it yourself - Hire a qualified professional to install your

natural gas lines and appliances
3. Have your natural gas lines and appliances inspected regularly

by a qualified professional
4. Know what to do when you smell natural gas
5. Call 811 to have your underground utility lines marked before

any type of digging project

Get to know your home better

Visit ColumbiaGasKY.com/KnowYourHome to learn more about the 
safety risks in each area of your home - and how to reduce them. 

Reduce Risks at Home

Page 2 of 5Get our latest updates

2/7/2022http://nisource.custhelp.com/ci/documents/view/1/AvMg~wrjDv8S~zH9Gmgm~yK6Zj8oki...
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Sign up for Billing and Payment Alerts
Get the information you need when you need it most. 

Use your online account to sign up for email or text alerts for your billing and payment activity including: 

• 3 days before your bill is due
• When you make a payment
• If your account is past due or in danger of shut off

Sign Up

Register now for the Virtual VA5K
Kentucky veterans sacrificed everything to serve our country, and Columbia Gas is committed to honor and support our heroes come high water - or pandemic. That's why we're proud to support the Veterans VA5K, which will go virtual - but no less patriotic - this year. 

Page 3 of 5

Get our latest updates

2/7/2022

http://nisource.custhelp.com/ci/documents/view/1/AvMg~wrjDv8S~zH9Gmgm~yK6Zj8oki...
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r. 

J1. 

• 

Register Today

Customer Choice ProgramSM

Take control of your gas bill by choosing your natural gas supplier. It's 
your CHOICE. Natural gas prices for participating Customer CHOICE 

Program suppliers can be found at 
PSC.KY.Gov/Home/ColumbiaChoice. 

Learn About CHOICE

Page 4 of 5Get our latest updates

2/7/2022http://nisource.custhelp.com/ci/documents/view/1/AvMg~wrjDv8S~zH9Gmgm~yK6Zj8oki...
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Please do not respond to this email. The content of this message is for your information only. This email was sent 
on behalf of Columbia Gas of Kentucky. You are receiving it as you have provided this email address to the 

company. If you would no longer like to receive these messages, you can change your preferences or unsubscribe. 

Email Subscriptions

© 2020 Columbia Gas of Kentucky. All Rights Reserved.
2001 Mercer Road, Lexington, KY 40511

Terms of Use

Page 5 of 5Get our latest updates

2/7/2022http://nisource.custhelp.com/ci/documents/view/1/AvMg~wrjDv8S~zH9Gmgm~yK6Zj8oki...
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Account Number:
Statement Date: 01/31/2022

892
Page 1 of 2

 Please fold on the perforation below, detach and return with your payment.

00000892  1 AV 0.426
****AUTO**5-DIGIT 40391

COLUMBIA GAS
PO BOX 4660
CAROL STREAM IL 60197-4660

All of our employees and contractors carry
photo identification. If someone claims to
represent us, ask to see identification. Call the
police if you see suspicious activity.

If paid after 02/11/22, a late payment charge of 5% may be applied to your utility
balance.
There are 3 months remaining in the Budget Year, which ends in April, 2022.

We're passing the benefits of Tax Reform to you. Visit
 for more information.

We've made it easier for you to sign up for paperless billing! Enjoy the convenience
of managing your account online! You will receive monthly email alerts, have 24/7
account access and up to two years of past bills and payment history. Sign up at

!
Never worry about missing a payment or writing a check again by enrolling in
Automatic Payment today at
Natural gas prices for participating Customer CHOICE Program suppliers can be
found at .

Your Actual Account Balance reflects the actual amount you owe based on your
billed usage and payments as of the date of this bill.
For more information regarding these charges, see the Detail Charges section.

1-800-432-9515
For gas leaks or odors of gas

Customer Call Center Hours
1-800-432-9345
7 a.m. - 7 p.m. Mon. - Fri.

For hearing-impaired relay call 711.

Make payments and access your
account at ColumbiaGasKY.com

Columbia Gas of Kentucky
PO BOX 4660
Carol Stream IL 60197-4660

Find locations online at
ColumbiaGasKY.com

In case of an emergency, such as odor of gas,
carbon monoxide or fire:
1. Leave the area immediately.
2. Leave windows and doors in their

positions and avoid doing anything that
could cause a spark.

3. From a safe area, call  and Columbia
Gas at

If you're planning a home or landscaping
project, call Kentucky 811 at 8-1-1 at least two
business days before digging. A representative
will mark the approximate location of
underground utility lines for free.

Residential
Customer CHOICE Program
Budget Payment Plan

Is your contact information correct?  Make all changes on the reverse side.•

•

•

•

•

•

•

•

Contact Us

Your Safety

Account Profile

Budget Payment Plan

Message Board

Actual Account Summary

Account Number:

Previous Amount Due on 01/13/2022 $91.00
Payments Received by 01/21/2022 Thank you -$91.00

Balance on 01/28/2022 $0.00
Budget Amount This Period +$91.00

Beginning Balance $67.67
Payments Received -$91.00
Current Utility Charges +$155.52

Actual Account Balance $132.19

Amount Due by 02/11/2022: $91.00

Amount Enclosed:   $ .

Make check payable to:

Employee Identification

https://www.ColumbiaGasKY.com/tax-savings

GoPaperFreeToday.com

ColumbiaGasKY.com.

http://psc.ky.gov/Home/ColumbiaChoice

Phone

Web

Mail Payments

Authorized Payment Locations

911
1-800-432-9515.

Always Call 8-1-1 Before You Dig

Emergency Service 24/7
Customer Name: Your Contact Information: Type of Customer:

Account Number:

P.O. Box 14241
Lexington, KY 40512-4241

Current Charges Due by 02/11/2022

Web

Phone

$91.00

ColumbiaGasKY.com

1-800-432-9515

AODKHOCLHLDIBLAKBOC GK
AJCJFKMBEONIBM ANKLCIK
AFAOMB EAD KAMFBELDALK
AHKAINCCAKCIODLAECOMMK
AFEJ FOJ KMICNLFIEGJDK
DDLDDLDLLDDLLDLDLLDDLL
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Account Number:
Statement Date: 01/31/2022

892
Page  2 of 2

By providing Columbia Gas a telephone number, it enables us to
call you about your utility service, future service appointments and
other important information pertaining to your account and you're
agreeing to receive autodialed and prerecorded voice calls.  Please
notify us if you wish to opt out or if you no longer use this number.
Thank you in advance.

Address

City

State Zip Code

Phone Number

Add or Edit Email

WinterCare, Columbia Gas of Kentucky's fuel fund program, is a
fund of last resort for households who have exhausted all other
sources of assistance and still have trouble paying their heating bills.
The fund is administered by The Community Action Council and is
supported through donations from customers and matching
contributions from Columbia Gas.

* Your donation is tax-deductible.

Monthly Contribution One-Time Contribution

$10 $5 $1

$

$

 covers a portion of the fixed
costs required to ensure that natural gas
service is available to your home. This amount
is the same with each bill.

 are calculated based on
your typical monthly usage rather than on an
actual meter reading.

 are the costs of
delivering the gas to retail customers. The
charges for these services are regulated and
these services must be purchased from
Columbia Gas.

 is equal to 1,000 cubic feet and is used to
measure your gas usage.

Information about rate schedules is available
upon request or at ColumbiaGasKY.com.

Mail to Columbia Gas of Kentucky, Revenue
Recovery, PO Box 117, Columbus, OH 43216.

Mail to Columbia Gas of Kentucky, P.O. Box
2318, Columbus, OH 43216-2318 or contact us
at ColumbiaGasKY.com.

You have chosen  as your supplier in Columbia's CHOICE Program. For
questions about your gas supply charges, please contact .

Effective January 2, 2022, Columbia Gas of Kentucky will implement several changes to
its monthly bills resulting from the Company's recent rate case and in compliance with
the Order issued by the Public Service Commission on December 28, 2021. The changes
include a Monthly Customer Charge of $19.75 for residential accounts and $83.71 for
commercial accounts. The volumetric delivery charge for residential customers will
increase to $5.2528 per Mcf of natural gas consumed. The Safety Modification and
Replacement Program line item will reset to $0.00.

30 Billing Days
Your Average Monthly Usage = 2.8 Mcf.
Your Total Annual Usage = 33.6 Mcf.
Your next meter reading date is
02/28/2022.

Customer Charge $19.75
Gas Delivery Charge $45.24

Customer CHOICE Program
Gas Supply Cost 9.5 Mcf at $8.49000 per Mcf $80.66
Actual Gas Cost Adjustment 9.5 Mcf at $0.48500 per Mcf $4.61

Safety Modification and Replacement Program Rider $0.00
Energy Assistance Program Surcharge $0.30
Energy Efficiency and Conservation Rider $0.29
Research & Development Factor $0.14
School Tax $4.53

WinterCare ContributionChange Contact Information

Helpful Definitions

Legal Information

13 Month Usage History

Detail Charges

Actual Reading on  1/28 2990
Actual Reading on 12/29 - 2895

Month Mcf Avg Temp Mcf Per Day

Jan 21 7.4 34.5° 0.2
Dec 21 5.2 44.7° 0.1

Delivery - +$64.99

Supply - +$85.27

Taxes & Fees +$5.26

Customer Charge

Estimated Readings

Gas Delivery Charges

Mcf

Rate Schedule

Bankruptcy Notices

Other Correspondence (except payments)

Customer CHOICE Program

IMPORTANT NOTICE

Meter Readings -

Usage Comparison - Mcf

Columbia Gas of Kentucky

0

3

6

9

12

Jan
30

7.4

Feb
29

8.8

Mar
31

4.1

Apr
30

2.5

May
29

0.1

Jun
32

0.2

Jul
30

0.1

Aug
29

0.0

Sep
32

0.0

Oct
29

0.1

Nov
23

3.0

Dec
35

5.2

Jan
30

9.5

Mcf Actual

2021 Monthly Billing Days 2022

Total Current Utility Charges

Meter Number:

Service Address:

Gas Used (Mcf) 9.5

Jan 22 9.5 31.4° 0.3

$155.52

KY PSC Case No. 2021-00386 
XOOM 1-2 
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KY PSC Case No. 2021-00386 
Response to Xoom’s Data Request Set One No. 5 

Respondent:  Judy Cooper 

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

DATED FEBRUARY 4, 2022 

5. Please confirm that new customers are required to take service from Columbia for the

first month before enrolling with a supplier. 

Response: 

The statement presented is accurate. 
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KY PSC Case No. 2021-00386 
Response to Xoom’s Data Request Set One No. 7 

Respondent:  Judy Cooper 

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

DATED FEBRUARY 4, 2022 

7. How many days before the end of the month must a supplier submit an enrollment for

it to be effective on the first day of the following month? For how long has this rule been 

in effect?  

Response: 

In order for enrollments to be effective on the first day of the month, an enrollment must 

be submitted by the 15th day of the previous month.  This has been in effect since the 

inception of this program. 

Revised Testimony Notice Exhibit 1



KY PSC Case No. 2021-00386 
Response to Xoom’s Data Request Set One No. 8 

Respondent:  Judy Cooper 

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

DATED FEBRUARY 4, 2022 

8. Does Columbia require customers to provide suppliers with their utility account

number or other information unique to their service with Columbia in order to enroll 

their account with a supplier? If so: 

a. What information does Columbia require to process an enrollment?

b. Does Columbia track the number of enrollments that cannot be completed due

to the inability of a customer to locate their account number? If yes, please provide 

the number of enrollments that have not been completed due to this issue since 

January 2019. 

Response: 

a. Columbia requires a customer to provide their utility account number to the

supplier for enrollment.

b. Columbia does not track this information.

Revised Testimony Notice Exhibit 1
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