
290 W. Nationwide Blvd. 
Columbus, Ohio 43215 

Direct: 614.460.5558 
bwancheck@nisource.com 

September 30, 2020 

ELECTRONICALLY FILED 

Kent A. Chandler 
Acting Executive Director 
Kentucky Public Service Commission 
211 Sower Blvd. 
Frankfort, KY 40602-0605 

RE:  KY PSC Case No. 2017-00115 

Dear Vice Chairman Chandler, 

Please find attached and accept for filing Columbia Gas of Kentucky, Inc.’s 
CHOICE Program Status Report in the above referenced matter. Pursuant to the 
Commission’s March 16, 2020 Order, the original of the Motion in paper medium 
will be filed after the lifting of the state of emergency. 

In accordance with 807 KAR 5:001, Section 8, I certify that the 
electronically filed documents are a true and accurate copy of the same 
documents that will be filed in paper medium; that there are currently no parties 
in this proceeding that the Commission has excused from participation by 
electronic means; and that one paper copy of this filing will be filed by hand-
delivery with the Commission after the lifting of the state of emergency. 

Sincerely, 

Brooke E. Wancheck 
Assistant General Counsel 
Enclosure(s)

SEP 30 2020



 
 

 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 

Columbia Gas of Kentucky, Inc. 
Customer ChoiceSM Program 

Status Report 
 
 
 
  



 
 

1 
 

 

 

Columbia Gas of Kentucky, Inc. 
Customer ChoiceSM Program  

Status Report 
 

Table of Contents 
 

Introduction ................................................................................................................ 2 
Columbia’s Informational Additions ......................................................................... 3 
Price Comparison ....................................................................................................... 4 
Educational & Marketing Materials........................................................................... 5 

Columbia Materials ........................................................................................... 5 
Marketer Materials ............................................................................................ 8 

Website Sample .................................................................................................. 11 
Direct Mail Sample ............................................................................................ 12 
Door to Door Sample ......................................................................................... 13 
Telemarketing Sample ........................................................................................ 15 
Referral Sample .................................................................................................. 18 
Survey Sample .................................................................................................... 19 

Survey Results .......................................................................................................... 20 
Appendix A ...................................................................................................... 21 

 
  



 
 

2 
 

 

 
 

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 
 

 
 
 
 

 
  

https://www.columbiagasky.com/bills-and-payments/billing-programs/choice
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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. 
 

 

 
 
 
 
 



 
 

9 
 

 

 

 

 
 
 
 



 
 

10 
 

 

 
 

 
   



 
 

11 
 

 

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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Appendix A 
 
 
 
 
 
 
 
 
 
 
 
 



 
 

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? 
$_____   %_____ 

 
 



 

>>>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: _ _ _ _ _ _ _ _ _ 

 
 
 
 
 
 



 
 
 

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 

http://www.psc.state.ky.us.home/ColumbiaChoice


 
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. 

http://www.columbiagasky.com/
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