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Executive Secretary
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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:

Northern States Power Company, a Minnesota corporation ("Xcel Energy" or 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.
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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 Commission'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
Meter-to-Mailbox ("M2M") initiative in 2009 to address issues related to billing and
metering 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.
2 In an effort to make this filing fully public, we note that we have made a slight 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 were 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 period 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 are 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-driven, 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. Prior to this automated process, we had a team of Billing Specialists
perform 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
performs 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 monitoring 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
large 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 understanding 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 period 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 all
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 current 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 or bria.e.shea@xcelenergy.com  or me at (612) 330-5601 or
jody.l.londo@xcelenergy.com if you have any questions.

Sincerely,

/s/

JODY LONDO
MANAGER, REGULATORY ADMINISTRATION

c: Service List

Enclosures
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sate toss et:
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V 1412 CR AVIIMOS far
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Energy CI Winterinter 15134 kWh CO 5110542C0
Fusl Noise 	 154.34 	 4010.0137213
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United Reading on 072
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Attachment B
Page 1 of 2

Xcel Energy*
s:are.atrsa sr NAIONE.

Northern States Power Company
Please flattinnit POtibriWil Your Payment

1111111111171111711.1111111.1111111111MIM- MOMS 	 $175 	 Auto Pay Do Not
Thank Youl 	 Rehm 

manifest line 	
111111111 11 114414M1111 911."411"4 1111141 1 111 111 , 111 4

P.O. BOX 1477
MPLS MN 554344477

53.073.809 54442018 *0000000175*0000000175

•Samples* WORSIN

0114 back et MS fir 	 Accent p;-
ii.. kifermakm.
Page 1 of 2 	 Salome at Dals:13/11/011

Your bill is paid through Xcel Energy's Auto Pay program. On
your due date, the amount is withdrawn from your Viandsl
institution and Immediately credited.
$hismast S 	 Premise I



Subtotal
C1 Feel 02.00%
total Apart

leveice I 2I3t02T2
Ile side Kiel Undo lame if Dive
Outgo Service Cho
Ertagi Chorea Wirier 132 kWh 00.042730
Fuel Cost Charge 1132 kWh 0 $0.024035

Subtotal
City Fein 02.1X1u,
Total Amount

Mater #000302070122
Toast Esau- kiifb

estimated fie sang on 04/22
Eslanetuf Readingon 03/23
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61306
man.

102

Oas Chows 'Jive Pellet re /Meb atinies
Heat Content Arliotreert 140 ccf x 10097 141 therms

!statics l 1
Iteeidestid Service 31 Oils
Delivery Services OKI
Coat Of Goa 141 therms 0 00n27e8
Selma!

Ceti Fees 02110%
State roc 01.10%
Total Auseeet
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tiorkory Service/sell)
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limeidoodit Unica 21 Bays
Oelidery Services Ctv
Cost Of Gas 75 therm 0105292M
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Cat him 02 .03%
State TM 01.0046
bid Dameat

=MN

We found a bang error on your account To correct our error, we cancelledprevious cheeps and milled your
reflect the accurate amount owed. Be a ssured dtat all payments received been this corrected bill are property
your account We apologize f or the inconvenience. Contact us at 1-800-1185-099or at xcelenergy.corn with ques
need to discuss payment arrangements.
Tids bill reflects an estimate. Actual charges will be billed once a meter reading is obtained. If you feel this estimate is above
or blow yours verege biling, please cone ct is at 143004954W
Your bill has a credit balance. Do not pay cis amount. Reese cone ct our office If you woad lima refund See phone
numbers above.
No paymentw I be deducted from your Auto Fey program. If you haveanyquestions, please call immediately.
Your satisfaction is Important to usl If you are having trouble understanding your bill, visit xcelenergy.comt.48111 for
information.
Thank you for your payment

ore

tin
ed totett to

sor %you

&beet Reurfirej Infarmation
Meter 4100010825784

Tend CCF
Et *tad Re adieu on 02123
&limited Reading a! 01/23

Toast MOIR a 31 Pays cot
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$111metat Re
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Totti 	 Oats 	 cot

Meter 0000200925764
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Wanted 140.41na04(23
Etratftelio4/23

MUM 41.75 Cut

LJUllieL 1 No. Vx-UOL/

Attachment B
Page 2 of 2

2

Xcel Energy.
..„.....► sr kAlUlt. Current Charges (continued)ntin ued)

Soo bat of YI1 to 	 Accent eh
mem ochre ration.
Pap 2 at 2 	 Statammot Oat*: B$11$/$1

Your WI is poitIthrou#1 )(cot fnergy's Auto Pay program On
your due date, the amount Is isithdrown from your Mendel
institution and *Italy credited.
SIsessnomt 	 Premise I



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, properly enveloped
with postage paid in the United States mail at Minneapolis, Minnesota

xx electronic filing

DOCKET No. G-002/CI-08-871

Dated this 1St day of March 2010

/s/

Aimee Lemen
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