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Burl W. Haar PUBLIC SERVICE COMMISSIONIA ELECTRONIC FILING—

Executive Secretary

Minnesota Public Utilities Commission
121 7% Place East, Suite 350

St. Paul, Minnesota 55101

Re:  STATUS REPORT
INACCURATE GAS METERS, RECALCULATION OF BILLS, AND RELATED ISSUES

DockET No. G-002/CI-08-871
Dear Dr. Haar:

Notthern States Power Company, 2 Minnesota corporation (“Xcel Energy” ot the
“Company”) submits this status report to the Minnesota Public Utilities Commission
(the “Commission”) in accordance with the Commission’s October 26, 2009 ORDER
REQUIRING REFUND AND OTHER MEASURES TO ADDRESS ISSUES IDENTIFIED IN
INVESTIGATION (the “ORDER”) in the above-referenced Docket.

OVERVIEW

The Commission’s ORDER directed the Company to submit a status report on the
following items:

1. Progress in implementing its commitments with respect to billing, metering,
and general revenue cycle improvements;

2. Xcel’s 90 day plans on billing and metering and Executive Committee
initiatives;

3. Xcel’s plans and actions to address future rebilling processes and
communications to customers on payment plans;

4. Xcel’s implementation of the recommended actions and process improvement
opportunities identified in the Global Enterprise Managers, Inc. (“GEM”)
revenue cycle review report; and

5. The status of its dispute resolution process with Cellnet and any significant
changes to its contracts, agreements, or oversight of Cellnet.

REPORT

We provide the following status report on the areas identified in the ORDER above.

81 PU-08-627 Filed: 3/4/2010 Pages: 35
MN Docket: Status Update on Implementing Billing
Improvements, Cellnet Dispute Resolution, Future
Rebilling Processes



A.  General Revenue Cycle Improvements Implementation, Executive
Committee Initiatives, and Implementation of GEM’s Recommended Actions

We note that our response combines items one, two, and four of the Commuission’s
above ORDER points into this Section of our Report. Our purpose in doing so is based
on the fact that we have combined these items into our Meter-to-Mailbox initiative,
which we outline in Item 1 below.

1. Meter-to-Mailbox Initiative

As we have previously discussed in our periodic meetings stemming from this Docket
with Commission Staff, the Minnesota Office of Energy Security (“OES”), and the
Office of the Attorney General-Residential Utilities Division (“OAG”), we initiated a
Metet-to-Mailbox (“M2M”) initiative in 2009 to address issues related to billing and
meteting processes, including those brought to light in this Docket and later identified
in Global Enterprise Manager’s (“GEM?”) review. M2M brings together initiatives we
have previously categorized as Executive Committee initiatives and 90-Day initiatives.

The M2M team’s overall goal is to ensure that our customers receive timely, accurate
bills, and that we meet or exceed customer and regulatory requirements for metering,
billing, and related regulatory reporting. M2M looks broadly at the retail customer
processes beginning with the account setup and/or meter installation processes, through
the process in which we issue customer bills — ensuring that each process has
appropriate monitoring, and solid integration points and hand-offs with other processes.

The M2M initiative is governed by key stakeholders from billing, meter reading, field
operations, technology, and regulatory functions, and is accountable to the Executive
Committee.! To accomplish these goals, the M2M team gathers and assesses data,
coordinates with ongoing and complementary initiatives, makes recommendations for
further process and performance improvement, and helps implement recommendations
as approved by executive leadership. ,

A primary activity of the M2M governance involves oversight and monitoring of
GEM’s specific recommendations as contained in the Action Plan that we provided to
Commission Staff, the OES, and the OAG in an email dated November 6, 2009. We
provide as Attachment A to this filing an updated version of this Action Plan reflecting
our progress since it was previously provided. We have noted our Timeline updates in a
red, italicized font for easy reference.”

1 We first discussed the Executive Committee in our March 6, 2009 Amended Petition and Proposed Resolution, Docket
No. G002/CI-08-879, page 3.

21n an effort to make this filing fully public, we note that we have made a s/4ght modification in the wording of Action item
15, and to the Action Plan Steps of items 9, 12, and 15 from the November 6, 2009 version provided in conjunction with
the GEM Report.



2. Billing Improvements
In addition to providing our updated Action Plan with this filing, we also highlight
below the following improvements, many of which were initiated by the M2M team:

a. Improved Estimation Process
In late 2009, we implemented improved logic in our electric customer usage estimation
program that uses the previous year’s usage for the same time period, or the average use
per day of the last two billing periods as its basis for the current estimate. Prior to this
enhancement, our electric usage estimates wete based on the prior month's usage.

Our review of the first few months of post-implementation estimation accuracy results
indicates that we have improved our electric estimation accuracy by approximately 30
percent. While we believe that it will be important to continue to monitor these results
over a 12-18 month petiod to fully evaluate the enhancements and their impact, we
expect that this improved logic will continue to provide customers increased accuracy of
their estimated electric usage in the event we ate not able to obtain an actual meter
reading.

We also believe that the logic enhancements will be particularly helpful in increasing the
accuracy of our electric usage estimates around the “shoulder months™ between seasons
that are not specifically heating- or cooling-dtiven, yet can demand heating, cooling, or
combination of both in the same month.

We plan to make similar logic improvements to our natural gas estimation program in
the third quarter of 2010.

b. Meter/AMR Module Monitoring
In late 2009, we automated our process that detects zero customer usage, which we use
to identify potential dead or malfunctioning meters or Automated Meter Reading
(“AMR”) modules. Priot to this automated process, we had a team of Billing Specialists
petform manual account reviews of potential meter and/or AMR module malfunctions,
based on daily reports for Cellnet-specific meters, and on a scheduled basis for non-
Cellnet meters.

Our new, automated process identifies potential malfunctions on a daily basis for all
meters/AMR modules within a billing cycle. In summary, the automated program
petforms an account review to identify potentially problematic accounts, attempts
customer contact, and issues field orders, as appropriate. We note, however, that Billing
Specialists continue to manually review potential issues with certain business customers
with more complex billing, such as demand-billed.

After the automated program reviews the identified accounts, our auto-dialer attempts
to contact the customer via telephone. If the phone contact is not successful, the system



automatically generates a customer letter. These customer communications request the
customer to contact the Company regarding their usage. We then use the information
the customer provides in determining whether we issue a field order, so that a
technician can review and/or test the equipment in the field. If we are unable to
contact the customer to verify the usage pattern that the program is reporting out as an
exception, as noted above, the system will generate a field order.

An added benefit of this new, automated process is that it produces a weekly report of
the natural gas meter field orders issued, by module type. Given the previous natural
gas meter/ AMR module issues we have experienced in the recent past, we use this
report to supplement our other monitoting processes, providing us an additional
monitoring point to identify potential meter/module issues and trends.

In addition to the automated zero consumption process we describe above, we
established a separate process to monitor on a daily basis the read performance of the
natural gas 5-dial and 6-dial commercial and industrial meters. Each day, we review the
reported exceptions for these meter types and issue field orders as necessary. We use
this information to both ensure prompt attention to potential meter/module issues, as
well as to identify any geographic trends that may develop.

3. 5-Dial AMR Issue
As reported previously, the Company identified an issue with some of its natural gas
commercial AMR modules for 5-dial diaphragm meters in 2009. We determined that, in
latge part, the module problems were likely due to freeze/thaw cycles stemming from
moisture entering or forming within the module casing or pulsar, causing mechanical
failure in the module’s connection to the meter index.

As part of the Company's subsequent settlement with Cellnet, the parties reached an
agreement and going-forward plan to address the five-dial modules. We are in the
process of implementing that plan now. Pending the final implementation of the plan,
we are closely monitoring performance of the 5-dial modules, using enhanced detection
processes and issuing field maintenance orders as appropriate.

B.  Future Rebilling Processes and Communications

We successfully implemented an enhancement to our cancel/rebill process in late 2009
that allows us to present all months that we are rebilling to a customer on one billing
statement, in chronological order. We believe this enhancement has improved our
customer undetstanding of cancel/rebill amounts from prior billing periods. We
provide a sample of the new streamlined billing statement that contains a cancel/rebill
amount for a prior petiod as Attachment B to this filing,



This streamlined approach requires our Billing Specialists to perform several manual
processes to affect the final streamlined statement. We note that while our training
communicates and reinforces that Billing Specialists should be using this process for a/
cancel/rebills, it is possible that a customer may receive a rebill with the previous two-
statement approach.

In addition to using training to reinforce the new cancel/rebill enhancements, we are
also working with our billing software vendor on enhancements that will prevent the old
process from being used. These enhancements would allow only the new, streamlined,
cancel/rebill to be produced — and will additionally result in a more efficient process by
combining some of the cutrent steps the Billing Specialists must perform. We expect to
implement these enhancements in the fourth quarter of 2010.

Please see our attached Action Plan for additional Billing-related updates.

C. Dispute Resolution Process Status and Cellnet Contract

We filed a Summary of the final resolution of our dispute resolution process and
proposed disposition of any proceeds with Cellnet on December 18, 2009, and
subsequently updated that filing on January 11, 2010 in this Docket. Since completing
our dispute resolution process, we have not had any significant changes to our contract
or oversight of Cellnet.

We have served a copy of this filing on all parties on the attached service list.

We appreciate the opportunity to provide this status update. Please contact Bria Shea at
(612) 330-6064 ot bria.e.shea@zxcelenergy.com or me at (612) 330-5601 or
jody.Llondo@zxcelenetrgy.com if you have any questions.

Sincerely,

/s/

Joby LONDO
MANAGER, REGULATORY ADMINISTRATION

c: Service List

Enclosures
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Attachment B
Page 1 of 2

@2 XcelEnergy

RECPOMIINLE 6V NATURE™

$175CR

Auto Pay Do Not
Thank Yout

Northern States Power Company Remm

Plass e Raturn This Portion Wit Your Payrment

------ nanifest 1506 ---------

ety spedebprprtelatthllogls Wity b Py e

PO.BOX 9477
MPLS, MN 55849477
N 51071409 Suuu20L4 »0000000175+0000000%78
Detachand Retsn THa Parfon For Your Records
n-m-u: e-tmu-m IN:AWni o write to us at:
3 " ﬁ mmu Statas Power Company f—
M““"‘ Stas he Wi sa72. 0008
Billing Sunmary
fasidantal
Provious Balsrce S22
Paymant Recelvad ss of 019
Cm&hd%ﬂm
g‘ rent &aw s 05N9

8
he: Parisd: /2703 s RAN Reading bl i
Inveice #27285827 Meter 200000 2081 22 g
fwidental Undorground 3t Bap Totnl Energy-kWih ]
Basic s(?vi«m& 75K O, ‘;: Estimated mmmwg it s o g s o ot 4 sea
E&'&‘B ™ @ S00148% e %ﬁm..! 51‘”5% W m%g
taterim Rats i 852
Sedioint mn
City Fees 82.00% 0%
Yots! Amoust "i17
taveice #273950271 Mater #00000: 2
Raidestal Underguend 0 Totnl Enorgy
Basic Suvice 812 Estimated Reading OR GBI ... i nncoec o 80673
En vy Charge Winter 58166 kWh © 001270 £5.28 Estimated Re OB OR/2 o oue s crin sessiss ot vive s 598
st Chlna S48 EWh a'mzm $14.5% Towl Usage in 29 Days *Wh 77
Bll%l: Suvlu $1 .58
'SL& finker 154.34 KWh @ S0.064200 $8.37
15434 KWh QS0.017% $£2.12

Your billis paidthrough Xcel Enargy’s Auto Pay program. On
Sue back of Nl tor Account $: I your due date, the amount |5 withdrswn from your financial
mor e inlarimntion. institition and immedistaly credited.

Page 10of 2 Stateme st Date: 06/1989 suhnntl- rromise *
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Attachment B

Page 2 of 2
*
@2 XcelEnergy' |
REEPEMAIBLE BY NATURE™ c"rmnt cha'ges (contin“ed)
k- =
Totd Amsant 284
Invoice § ITBHEOR Mater X00002070122
Residential Undargronnd 30 Days Tom! Enargy- KW
Basic Service Chg s$1no Gtimated Beading an 02 ..o 61305
Enargy Charge Wirter §32kWh € 50042730 827.01 El%mutd Reading on B3723 ..o s o sine st e 061
fuel Cost Charge §32 k\Wh @ $0.024025 s51 ah!lhig-hngﬂ Days kWh &
B o s
Totd Aamoant S
Gas Charges thage Peried: 01/2348 © 2/13/09 Mater Rending Indormtion
Hi“t Con‘a?t éjmmr& 140 ocf x 1.0087 = 14} therma Mete‘_%ml
ayvoice
mtmsl Mcwcé'tq 31 Deys s1848 gm-t:; :e ading on g.m e cereseesen s . 2.3
alvery Serwvicas t i 06t b et srats
Cost 0?5 as W1 tharms © S07Z2065 §10181 MI M. wr mm %
Setewn! 51039
City Faes 82.00% 241
ot Aot niis
H:x'ﬂu:me'mSccfxwwz=MtMrm Mut«W p—
fizenid s, o R ——
‘ sl on 4o ons o bt s a0 s kbt
Cost Of Gas 89 tharns €50.823131 5148 ﬂ&mml Dayps cef [
Skt ol sy
Steks o O1.00% a2
ax O,
Yetul Ameuat &8
H:.l;zm;wﬂmut Sectx 10062 = WBtherms M-t«%mu
L] ¢ ot
?&“ﬁm“".?m 31 Days S84 Extimated g:uinn on wg e et 3¢ st o 0]
L4 i ] o ek i e ek bt 240k $atd 160 sont m
Og:tk %asﬁhﬂis 2 $0 525200 gﬂ WM%% %
City Feas @2 00% 116
State Tax B1.00% &
Tatal Aconat

Wae found a billing error on your account. Te correct gur arror, we cameﬁsﬁr&vﬁws charges and rebiled your account to §
reflect the accurate snount owed. Be assured that all payments received

ore this corrected bill are progerly credited o

your account. Wa spologize for the inconvenience. Contact ys at 1-800-895-4399%0r at xcelenergy.com with questions or f you

need to discuss payment arrangements.

This bill reflects an astimate. Actual charges witl be billed onc
or bdaw youravamge biling, pledse cont ct us 3t 1-800-95 -4

3& matar reading is obtained. if you feel thisestimate isabove

Your bill has a cradit balance. Do rot pay this amowunt. Please con® ct our offi ce if you woud ke a refund. Ses phone

num bars above.

Na payment will be deduciad from your Auto Pay progem. Hf youhaveanyquestions, please call immediatdy.
Your satisfaction is important to us! Ifyou are having trouble understanding your bill, visit xcelenergy.comMyBil for more
on

informati
Thank you for your payment.

st ommss IR
e inforrmtion. e 1e:
Page 2 of 2 Statement Date: 06/15/93

Next Schaduled

20 w200 $1.75CR

Your billis paidthrough Xcel Energy’'s Auto Pay am. On
your due Mn,.thawm;‘o‘umts mrgr"m from vm?rr?nmchl

instttion and ymadiately credited.
P S




CERTIFICATE OF SERVICE

I, Aimee Lemen, hereby certify that I have this day served copies of the foregoing
document on the attached list of persons.

xx by depositing a true and correct copy thereof, propetly enveloped
with postage paid in the United States mail at Minneapolis, Minnesota

xx electronic filing

DOoOCKET No. G-002/CI-08-871
Dated this 1% day of March 2010

/s/

Aimee Lemen
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