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SOUTHERN CALIFORNIA GAS 
COMPANY – JOB PROFILE

THIS PROFILE DOES NOT ATTEMPT TO LIST ALL OF THE DUTIES THAT ARE OR 

MAY BE PERFORMED IN THIS CLASSIFICATION.

Overview

Directly responsible for resolving simple and complex problems related to core customers. 

Essential Duties and Responsibilities

Exercises full working responsibility under general supervision for conducting

analytical review of simple and complex problems related to the core customers.

Is responsible for exercising good judgment in gathering all required data to reconcile

unusual or unique problems.

Assists mobile home parks with billing procedures.

to gather and investigate all available data relating to the problem being analyzed.

Composes original correspondence as necessary to investigate, explain or reconcile the

problem with the customer.

Investigates and compiles written responses to CPUC informal complaints.

Job Title: 

Location: 
Grade: Class 
Code: 

INVESTIGATION REPRESENTATIVE 
San Dimas 
6 

027040
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Provides verbal responses to assigned CPUC telephone referrals.

Negotiates settlements with customers that have appealed the CPUC’s findings in

informal complaint cases.

Prepares original written responses to certain customer complaints received through

the Company’s Executive Offices.

Responds to and/or coordinates resolution to CPUC telephone referrals with either the

customer or the C.P.U.C. representative as necessary during immediate Supervisor’s

absence.

Is responsible for answering the Executive Office complaint line when immediate

Supervisor is unavailable.

Appears as a Company witness at CPUC formal complaint hearings as necessary.

Responds to subpoenas for all general ledger accounts.

Appears as a Company witness in municipal and/or superior court when records are

subpoenaed.

Is responsible for analyzing all unsatisfied high bill complaints, determines proper

allowances for leaks involving Company facilities, negotiates D.R. meter estimates, reaches

agreement with customers on arbitrary allowances when justified.

Calculates billings for D.R. meters, switched meters, bypassed meters, rate changes and

similar problems.

Performs various other equivalent or lower grade functions.

On some assignments, may provide work direction to lower grade clerks.

CONTACTS

Makes special field calls and customer contacts to resolve problems. Contact with

Company attorneys and representatives from the PUC.
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MINIMUM QUALIFICATIONS

Knowledge of typing and the ability to effectively operate a computer and its peripheral 

equipment. Must successfully complete Formal Customer Billing Analyst training and have 

either experience a

with various personality types; effective customer relations skills; effective analytical skills; 

basic math and business writing skills. Requires a valid California driver’s license. Must pass 

– Typing 30 

WPM. No Physical Abilities test is required.

PHYSICAL DEMANDS

Occasionally lifting and/or carrying such articles as microfiche and small tools or items 

weighing up to approximately 10 pounds. Although a sedentary job is defined as one which 

involves sitting, a certain amount of walking and standing are often necessary in carrying out 

job duties. Jobs are sedentary if walking and standing are required only occasionally and other 

sedentary criteria are met. Certain functions of this job may require some physical strength and 

endurance needed to effectively and safely perform.

Environmental Conditions

Normal office environment. 
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TURN DATA REQUEST-062 
SDG&E-SOCALGAS 2019 GRC – A.17-11-007/8 

SDG&E_SOCALGAS RESPONSE 
DATE RECEIVED:  APRIL 26, 2018 
DATE RESPONDED:  MAY 11, 2018 

13. Regarding 2OO001.000 (customer contact center support):

a. Please provide a narrative explanation as to why labor expenses in were
forecast at $5,552,000 in 2017 while actual 2017 labor expenditures were 
$4,892,000. 

b. How much of the 3.6 FTE and $341,000 in labor devoted to Aliso Canyon
was returned to this function in 2017? 

c. Were the five positions for CCC Support technical editor and training
specialist positions, the CCC Advisor position and the two special 
investigations clerks identified in SCG-19-WP-29 filled either in 2017 or 
2018 to date? If so, when? 

d. Was the increase in non-labor spending to send confirming e-mails from
the IVR incurred in 2017? If so, when during the year was the program 
started? If not, when is it expected to be incurred if at all? 

e. Has the 2018 performance advisor for “coach the coach training” been
hired yet? If not, when is that hire planned? 

f. Please provide data on cost per offered call, average cost per minute, and
the call volume figures for 2017 comparable to the 2016 data shown on 
SCG-19-WP page 41. 

g. Is the 2019 line item to spend $167,000 to “sponsor a portion of AM’s
ongoing project transition to Bill Analyzer/EP Tools” a recurring item or a 
one-time item? 

h. What was the maintenance or licensing fee associated with “the old speech
analytics software that was retired in BY 2016” (Testimony page MHB- 
26)? 

i. Please identify software license maintenance and hosting fees actually
incurred in 2017. 
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TURN DATA REQUEST-062 
SDG&E-SOCALGAS 2019 GRC – A.17-11-007/8 

SDG&E_SOCALGAS RESPONSE 
DATE RECEIVED:  APRIL 26, 2018 
DATE RESPONDED:  MAY 11, 2018 

Utility Response 13: 

a. The $630k variance between 2017 CCC Support forecast labor and 2017 actual
expenditures was due to:

$134,00 for New Billing Training Specialist and 2 Special Investigation
Representative positions not filled.
$76,000 due to earlier than planned completion of FOF idea - Increase productivity
for Clerical group by using formal Lean Six Sigma methods to optimize processes.
$73,000 related to temporary vacancies in Special Investigation team due to
retirements.
$83,000 due to temporary vacancies due to extended illness for a QA Specialist and
Administrative Clerk.
$101,000 due to management and clerical cost of living increases not received in
2017. 
$163,000 due to temporary vacancies in positions due to employees on temporary
assignments and filling behind positions.

b. All of the 3.6 FTEs and $341,000 in labor devoted to Aliso Canyon were returned to this
function in 2017.

c. The five positions have not been filled yet.  Below is the status of each positon:

i. Technical Editor – Delayed start time for the Online Help Project for which the
temporary contract services Technical Editor was planned.  SoCalGas is currently 
evaluating a third party to provide support for this project. 

ii. Billing Training Specialist – SoCalGas is working with the Billing department to
implement new technology to have better analytics on the work that is performed.  
Based on the project implementation date, the plan is to hire this position in 2019. 

iii. CCC Advisor – This position was to be filled in 2018.  However, when the Call
Recording system was upgraded in March 2018, professional services were included 
to recreate the Speech Analytics call categories and existing tags in the new system, 
and to help create additional tags.  Since this work was being completed by outside 
consultants, the decision was made to postpone filling this position until later in the 
year. 

iv. Two Special Investigation Reps – Three (3) Special Investigation representatives
retired in 2017.  SoCalGas filled behind these positions in 2017 and all have 
completed the training.  There is a high learning curve for the Special Investigation 
Reps and SoCalGas did not want to bring an additional two clerks on until these 
representatives are fully trained.  SoCalGas is planning to fill the two new positions 
in 2019, after the new Billing Training Specialist position is filled and able to train. 
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TURN DATA REQUEST-062 
SDG&E-SOCALGAS 2019 GRC – A.17-11-007/8 

SDG&E_SOCALGAS RESPONSE 
DATE RECEIVED:  APRIL 26, 2018 
DATE RESPONDED:  MAY 11, 2018 

Utility Response 13 Continued: 

d. Yes, the confirmation email expense was incurred starting in June 2017.

e. The Performance Advisor position was filled in February 2018 and is currently
supporting Supervisor coaching, filling behind a Performance Advisor that is out on
maternity leave.  Once the Advisor returns from maternity leave, the person hired will
start coaching Lead CSRs.

f. See file TURN-DR-SEU-062 Attachment Q6a_Q7_Q11_Q13f  Tab Q13f for the
telecommunications cost per minute.

g. The $167,000 Bill Analyzer/EP tools non-labor expense is a recurring item.

h. The annual maintenance fee for the old speech analytics software retired in 2016 was
$33,356.63.

i. The total software license maintenance and hosting fees paid in 2017 were $1,397,874.
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SCGC-SEU DATA REQUEST-005 
SDG&E-SOCALGAS 2019 GRC – A.17-11-007/8 

SEU RESPONSE 
DATE RECEIVED:  APRIL 23, 2018 
DATE RESPONDED:  MAY 7, 2018 

Regarding SCG-19R: Customer Services - Office Operations 

5.1. With respect to the statement on page MHB-73: 

ICDA is a strategic priority and enabler of multiple projects within the 
Customer Services and Customer Solutions organizations. ICDA’s goal is 
to develop data analytics capabilities (people, technology and process) that 
enable the future vision of SoCalGas’ customer analytics. The technology 
solution accommodates platforms, tools and various sources of customer 
data, increased data volume generated from Advanced Meter interval data, 
customer self-service transactional data and external third-party data. Data 
Analysts, Data Scientists and Data subject matter-experts (people) will use 
data to analyze customer behavioral patterns, trends, and preferences during 
the customer evolution process (starting service, requesting service orders, 
program participation, remittance processing, transferring services, among 
others). 

And the discussion about Phase 3 of the ICDA project, which occurs on page MHB-74 stating 
that “the objective of this project is continue the enhancement of the ICDA.”  The following 
questions relate to the enhancement of the ICDA system so that it would be capable of producing 
information that would enable the core to balance to actual burn from the previous day. 

5.1.1. Please state the estimated cost required to produce the programming necessary to 
expand the master data that is uploaded from the CIS system to the Data Warehouse 
on a daily basis so that this data includes the identity of the agent that procures gas on 
behalf of each core customer. 

Utility Response 5.1.1: 

SoCalGas objects to the request under Rule 10.1 of the Commission’s Rules of Practice and 
Procedure on the grounds that the information sought by this request is not relevant to the scope 
of the subject matter involved in the pending proceeding and the burden, expense and 
intrusiveness of this request outweighs the likelihood that the information sought will lead to the 
discovery of relevant and admissible evidence within the scope of the pending proceeding.  
SoCalGas further objects to this request on the grounds that the request is vague and ambiguous, 
and burdensome to the extent that the request asks SoCalGas to design and estimate costs for a 
new system or product in response to a discovery request, which is an inappropriate use of the 
discovery process. 
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APPENDIX F

Glossary of Terms

ADA Americans with Disabilities Act
AHT Average Handle Time
AMI Automated Metering Infrastructure
APL Authorized Payment Locations
BY Base Year
CCC Customer Contact Center
CCR Customer Contact Representative
CforAT Center for Accessible Technologies
CIS Customer Information System
Commission California Public Utilities Commission
CSOO Customer Services – Office Operations
CSRs Customer Service Representatives
CUE Coalition for Utility Employees
EDRMA Energy Data Request Memorandum Account
FOF Fueling Our Future
FTE Full-Time Equivalent
HDD Heating Degree Days
ICDA Integrated Customer Data Analytics
IVR Interactive Voice Response
LOS Level of Service
MDO Measurement of Data
MMCC Major Market Credit and Collections
O&M Operating & Maintenance
ORA The Office of Ratepayer Advocates
RAMP Risk Assessment Mitigation Phase
SCGC Southern California Generation Coalition
SI Special Investigations
SoCalGas Southern California Gas Company
TURN The Utility Reform Network
TY Test Year
VREP Voluntary Retirement Enhancement Program
YTD Year-to-Date


