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INACCURA l'E GAS ME1ERS, RECALCULATION OF BILLS, AND RELA LED 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. A Non-Public
version is being provided under separate cover.

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 oversinht of Cellnet.
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We respond to the above items in the following status Report:

REPORT

A. General Revenue Cycle Improvements Implementation, Executive
Committee Initiatives and Implementation of GEM's Recommended Actions
Consistent with our March 1, 2010 Status Update in this Docket, we note that we
have combined our response to 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 ("M2M")
initiative, which we summarize below:

1. 	 Meter-to-Mailbox Initiative
In 2009, we initiated our M2M initiative to address issues related to billing and
metering processes, including those brought to light in this Docket and later identified
in GEM's 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 customer 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 Metering and Billing
Executive Committee. 2

Since our March 1, 2010 Status Update, we have narrowed the M2M team
membership to include only a Manager or Director from each of the functional areas,
transitioning the team into a governance function. The governance team primarily
monitors the monthly Control Point results from the M2M process measurements
that we have developed or otherwise implemented in response to the GEM review.
The team also directs and monitors progress on key M2M process improvement
initiatives, and is responsible to report results and action plans, as appropriate, to the
Executive Committee on a monthly basis.

1 September 16, 2009 GEM Final Report Rev. 2, at 1.
2 We first discussed the Executive Committee in our March 6, 2009 Amended Petition and Proposed Resolution,
Docket
No. G002/CI-08-871, page 3.



We provide as Attachment A to this filing, an updated version of the M2M Action
Plan reflecting our progress since our March 1, 2010 Status Update in this Docket.
For ease of reference, we have noted our Timeline updates in red, italicised font.

2. Highlight— Billing Process
We are in the process of developing improvements to our natural gas bill estimation,
similar to enhancements we made to our electric bill estimation in September 2009.
For the improvements to both our electric and natural gas estimation, we are working
within the current billing system parameters and logic to affect positive change.
Our primary objective for the changes to the electric estimation routine was to
improve its accuracy in the "shoulder months" between seasons, but we have actually
seen consistent improvement across all months. We affected this result by primarily
adding a "look back" to the comparable period in the prior year.

Because our natural gas estimation routine already looks back to prior year periods, as
well as considers heating degree days in the current billing period, we are working
toward affecting incremental change through use of a "seasonal adjustment factor" or
something similar We are currently evaluating several approaches to this seasonal
adjustment concept, and expect to implement the natural gas estimation
improvements in late September for October 2010 customer bills.

3. Highlight — Meter Equipment Monitoring
As previously reported, we have several meter equipment monitoring processes,
including our zero consumption process, and our enhanced Returned Material
Analysis ("RMA") processes. 3 We provide highlights of our RMA process since our
March 2010 Status Update below:

a. 	 RMA Process
Our RMA process monitors field removal and failure trends for each of the Cellnet
Automated Meter Reading ("AMR") electric and gas module types currently
installed. Cellnet provides the Company monthly reports regarding their equipment
that has been removed from the field.

The reports tell us Cellnet's findings from their sample analyses of returned/removed
AMR equipment, which we then review and discuss in Cellnet-Xcel Energy semi-
monthly meetings. As a result of these efforts with Cellnet, we are able to better
develop and implement action plans to either continue current monitoring of certain

3 As initially discussed in our AMENDED PETITION AND PROPOSED RESOLUTION, In the Matter of an Investigation into
Northern States Power Company d/ b/ a Xcel Energy Inaccurate Gas Meters, Recalculation of Bills, and Related Issues (March 6, 2009),
pages 4-5.



equipment types, implement specialized monitoring, or take other actions such as
implementing manual meter reading or equipment removal/replacement.

b. 	 Focused Monitoring
As reported previously, through our meter equipment issue detection processes
during the 2009/2010 heating season, we identified potential issues with our natural
gas 5-dial and 6-dial rotary commercial and industrial meters that we then more
closely monitored using enhanced monitoring processes. 4 For a period of time, we
also manually read these meter types to best ensure consistent, accurate customer
billing. Since our March 2010 Status update, we have continued to work with Cellnet
to address our concerns with these module types. We provide an update on the 5-dial
issue in Section C. below.

In terms of our approximately 2,300 6-dial rotary natural gas meters, we began
manually reading them in April 2010 after confirming an issue with the meter and
module equipment interface. Since this time, the Cellnet and Xcel Energy meter
engineering groups have been conducting numerous test procedures to determine the
cause of the unusual RMA removal and failure trends. To-date, we have not
determined the root cause of the issue, so we continue to manually read them while
testing continues, to ensure that this issue does not adversely affect our customer
billing.

B. 	 Rebilling Processes and Communications
In our March 2010 Status Update, we discussed an enhancement that we made to our
cancel/rebill process in late 2009 that streamlines the way we present the information
to the customers on their billing statements.' In summary, the streamlined statement
provides the customer a more easily understandable bill when a multi-month rebill is
required.

Because this bill presentment enhancement is performed manually by our Billing
Specialists we continue to work with our software vendor to determine potential ways
to "systematize" the related processes. Once this work is complete, we will conduct
a cost-benefit analysis for any potential process automation, and expect that this
process will remain largely manual going into 2011.

Overall, we are pleased to report that our 2009 cancel/rebills were down
approximately 15 percent compared to 2008. January through July 2009 compared to

4 STATUS UPDATE, In the Matter of an Investigation into Northern States Power Company d/ b/ a Xcel Energy Inaccurate Gas Meters,
Recalculation of Bills, and Related Issues (March 1, 2010) at 4.
5 Id at 4



January through July 2010 continues to reflect a downward trend of almost 13 percent
year-to-date.

C. 	 Dispute Resolution Process Status and Cellnet Contract
As noted in our March 1, 2010 Status Update in this Docket, 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. Our proposal is pending Commission action.

In our January 2010 Summary referenced above, we outlined several process
enhancements that we negotiated, in addition to a plan to address the 5-dial
commercial natural gas AMR modules. Since our March 2010 Status Update, we have
continued to implement the negotiated terms, which included [TRADE SECRET
BEGINS 	 TRADE
SECRET ENDS] As an outcome of the 5-dial [TRADE SECRET BEGINS

TRADE SECRET ENDS], we are currently in the process of negotiating with
Cellnet to provide for an [TRADE SECRET BEGINS

TRADE SECRET ENDS].

There have been no significant changes to our contract or oversight of Cellnet since
our March 2010 Status Update in this Docket. However, as we previously informed
the Commission, there is a small population of electric demand meters experiencing
communication difficulties and not providing consistent daily AMR readings. We
have been diligently working with Cellnet to resolve this issue following the processes
outlined in our Agreement.

In addition, we recently identified issues in established daily consumption data read
performance and are working with Cellnet to address these issues consistent with the
terms of our Agreement.

TRADE SECRET DATA JUSTIFICATION
Portions of this Compliance filing contain "trade secret" information as defined by
Minn. Stat. 5 13.37(1)(b). Specifically, the filing discusses negotiated terms between
Xcel Energy and Cellnet Data Services, Inc. This information derives independent
economic value from not being generally known or readily ascertainable by others
who could obtain a financial advantage from its use. Based on its economic value, the
parties have agreed to maintain this information as confidential, the violation of which
would constitute a breach of the current contract. These facts support the treatment
of the contract as "trade secret" under the Minnesota Data Practices Act.

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, and would be happy to
meet with Commission Staff, the Minnesota Office of Energy Security, and the
Minnesota Office of the Attorney General-Residential Utilities Division to discuss this
information in greater detail. Please contact me at jody.l.londo@xcelenergy.com  or
(612) 330-5601 or if you have any questions.

Sincerely,

/s/

JODY LONDO
MANAGER, REGULATORY ADMINISTRATION

c: Service List

Enclosures
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