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TURN Data Request to SoCalGas

Data Request Number: TURN-SCG-31

(Customer Service Back Office Operations, SCG-8)
Date Sent: August 31, 2011
Date Due: September 14, 2011

Please provide the name of the witness/responder.
For any questions requesting numerical recorded data, please provide all responses in working excel spreadsheet format if so available.

For any question requesting documents, please interpret the term broadly to include any and all hard copy or electronic documents or records in SoCalGas’ possession.

1. With regard to Office Credit and Collections (SCG-8, p. MHB-15) please explain the following, 

a. Has SoCalgas hired the 4.4 full time equivalents (FTE). If the 4.4 FTEs were hired exactly when were they hired? If they were not hired, explain when SoCalGas will hire these 4.4 FTEs. 

b. For recorded years 2009-2010 please provide, 

i. The annual number of customer authentication requests received, 

ii. The annual number of customer authentication requests completed, and 

iii. The annual recorded costs in 2009 and 2010 for completing those customer authentications.  
2. With regard to the activities described in SCG-8 (pp. 15 and 16) please provide recorded 2005-2010 and forecast 2011 and 2012 information showing  

a. The annual number of activities broken out by the seven categories described on p. 15 (lines 25-29) and p. 16 (lines 1-21), 

b. The annual costs for those activities broken out by the seven categories described on pp. 15 and 16. 
3.  (SCG-8, p. 11, lines 9-13) For recorded years 2005-2009 and forecast years 2010-2012, please provide the total number of annual bills broken out by customer class showing, 

a. Total number of bills and average cost per bill

b. Total number of bills that failed validation and the annual costs for fixing those bills exceptions broken into the type, the number, and the cost of the particular billing exception. 
4. (SCG-8, p. 11, lines 14-21) For recorded years 2005-2009 and forecast years 2010-2012, please provide the total number of field service orders broken out type that failed validation and include, 

a. The number of field orders, 

b. The type of field service order, and 

c. The cost of a final manual validation for those field service orders, showing how those costs were calculated. 
5. Please provide the underlying calculations that support Supplemental Workpapers for Workpaper 2OO004.001 showing explicitly how 

a. The numbers associated with “volumes” of bills (under the heading “Total”) was calculated and show and document how the customer and meter forecast underlying the volume forecast was developed. If it is based on information contained in SCG-30, please cite back to that testimony and workpapers. If it was not based on the customer and/or meter forecast contained in SCG-30, please provide citation to the proper exhibit where this information is contained,  

b. SoCalGas calculated the number of “Suppressed Bills”. Provide all of the supporting documentation for that calculation as well as a definition showing what types of bills qualify for “suppressed bills” status, 

c. The volumes associated with ChkFree’s e-Bills were calculated and provide documentation supporting the calculation of those volumes, and  

d. Provide calculations and documentation showing how SoCalGas developed the “average rate” of $0.138 per transaction for ChkFree’s e-Bills. 

e. Please confirm or deny that the “volume” numbers (under the heading of total) imply monthly bills and that underlying meters can be calculated by dividing by 12 (months). If this is true, please explain why SoCalGas forecasts meter (or customer) growth of 95,288 (2010), 108,970 (2011) and 137,495 (2012) and show how this comports with other SCG exhibits on customer and meter growth. If it is not true, please explain how those numbers are calculated. 
6. With regard to Table SCG-MHB-2 (p. MHB-7), please provide 

a. A breakout and description of the types of paperless options that were adopted during this period, and 

b. The recorded number of paperless bills sent and processed by SoCalGas for 2010.

7. With regard to workpapers supporting SCG-8 (supplemental workpapers 2OO004.001, pp. 89-90) please provide the following information for recorded years 2005-2010 and forecast years 2011-2012, 

a. The total number of annual bills sent to customers and their annual costs separated into, 

i. Traditional Mailed Payment, 

ii. On-Line through My Account, 

iii. Home Banking, 

iv. Home Banking—CheckFree, 

v. Direct Debit, 

vi. Electronic Check, 

vii. Debit/ATM Card, 

viii. Credit Card, 

ix. Paid by Phone, 

x. Mailed Payment 

xi.  Payment at Company Payment Centers, and 

xii. Payment at Authorize Payment Locations. 

b. Please provide SoCalGas’ annual costs of processing the various bill payment methods contained in the previous question, subparts i – xii. 
8. For recorded years 2005-2009 and forecast years 2010-2012, please provide the annual expense and capital expenditures spent on the Customer Relationship Management System (SCG-8, MHB-5). Also, please identify the source of funding this project and explain whether it has been funded entirely through general rate revenue or through some other source such as energy efficiency funds. If more than one source of funding was used, please delineate that funding source and breakout the annual costs accordingly. 
9. Provide all the underlying data used to calculate increase due to meter growth on WP supporting SCG-8 (p. 23) and ensure the response includes calculation showing how SCG calculated increases in new meter growth, increases in labor costs associated with that new meter growth and a clear calculation showing the relationship between new customers/meter growth and labor costs. 
10. On page 23 of SCG-8, SoCalGas reports that it anticipates an increased growth in on-line self-service options through the MyAccount web site applications (lines 23-25). Please provide the forecast that supports that statement. 
11. For recorded years 2006-2010 and forecast years 2011-2012 please provide

a. The annual number of active meters, 

b. The annual number of customers (if different from active meters), 

c. The number of gross bills sent out, 

d. The annual ratio of gross bills to active meters, and 

e. A narrative explaining whether or not SoCalGas expects a change in the ratio of gross bills to active meters in the forecast years and if it does expect a change, the reason for that change. 
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