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SUBJECT: NORTHWEST NATURAL: (Docket No. UM 1218(2)) 2007 Annual report
of B-1 Service Quality Measures for billing accuracy.

STAFF RECOMMENDATION:

| recommend that the Commission accept Northwest Natural’s 2007 Annual report for
billing accuracy as filed on February 29, 2008, and find that Northwest Natural has met
its required billing accuracy levels.

DISCUSSION:

The purpose of the B-1 Service Quality Measures for billing accuracy (B-1 SQM), as
adopted by Commission Order No. 05-1055 and modified by Order No. 07-192, is to
assure that bills issued by Northwest Natural (NWN) to its Oregon customers are
accurate and, if accuracy targets are not met, to provide the Commission with certain
remedies.

In its report," NWN reports that no Bill Errors® have occurred for the 2007 Measure Year
(Year) and therefore, the Monthly Billing Accuracy Ratio for each month, as defined by
the Service Quality Measure, was 100 percent.

! See attachment A.
2 A Bill Error is generally defined as an error affecting 500 or more bills that is due to the same cause.
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In addition to Bill Errors, the attached B-1 SQM report shows the number and types of
non-reportable bill corrections that occurred during the year. The report indicates that
overall the number of correctly issued bills was 99.64 percent. The largest number of
bill corrections occurred due to a change in a customer’s start or end date which
primarily occurs due to incorrect or untimely customer-provided information. The next
largest number of bill corrections resulted from correcting meter reading errors that are
normally encountered in meter reading operations.®

When comparing the 2006 and 2007 reports, Staff did note with concern a 195 percent
increase in the Bill Under/Over Registered Meter category under Other Bill Corrections.
In this category, the annual number of corrected bills to total annual bills was 1078 out
of 6,877,977 for 2006, and 3,184 out of 7,014,726 for 2007. These numbers are
nothing more than “blips on the radar” but the B-1 SQM is working as envisioned by
providing a very early warning of a potentially negative trend that bears watching by
both NWN and Staff.

In response to Staff inquiry about the increase in this category, NWN reported [it had]
"improved the process in which we initiate review of suspected failed meters." Staff
agrees that a proactive policy to investigate potential meter failure is a good one and
would likely account for the increase in this category. In this instance, Staff's plan for
follow up is to ensure that NWN is up-to-date on its meter maintenance and
replacement program.

Overall, NWN is to be commended for the Billing Accuracy Ratio maintained throughout
the 2007 Measure Year, and Staff agrees with NWN’s assessment that it has exceeded
the requirements of the B-1 SQM and therefore no remedy determination is required.

PROPOSED COMMISSION MOTION:

NWN’s 2007 B-1 SQM report be accepted and no remedy determination be required for
the 2007 Measure Year.

® These sorts of meter reading errors might include an inability to access a meter due to a dog, a locked
gate, or an obstruction blocking the meter, etc.
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