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RE: Docket No. 150 160-GU - Petition for approval of tariff revisions to implement 
customer relationship management (CRM) project, by Peoples Gas System. 

AGENDA: 09/15115 - Regular Agenda - Tariff Filing- Interested Persons May Participate 

COMMISSIONERS ASSIGNED: All Commissioners 

PREHEARING OFFICER: 

CRITICAL DATES: 

SPECIAL INSTRUCTIONS: 

Administrative 

60-Day Suspension Date Waived by the Company Until 
the 9/15/15 Agenda Conference 

Place Docket No. 1501 59-EI adjacent to this docket 

Case Background 

On June 25, 2015, Peoples Gas System (Peoples or the Company) filed a petition for approval of 
tariff revisions related to the implementation of Peoples' and Tampa Electric Company's (Tampa 
Electric) Customer Relationship Management (CRM) project. Peoples and Tampa Electric are 
both owned by TECO Energy. Peoples seeks approval of modifications to its budget pay plan 
and deposit tariff provisions as well as the addition of summary billing so as to align these 
provisions with those proposed by Tampa Electric in Docket No. 150 159-EI. In addition, Peoples 
proposes a modification to its Rider Natural Choice Transportation Service (Rider NCTS). 

Currently, Peoples and Tampa Electric are served by legacy mainframe customer billing and 
meter information systems. The CRM project will update and modernize these systems with new 
hardware and software. Peoples requests approval of its proposed tariff revisions to be effective 
on the transition date to the CRM system, expected to occur on or about July 5, 2016. 
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Peoples and Tampa Electric met with staff and the Office of Public Counsel in noticed meetings 
on March 31 and June 1, 2015, to provide an overview of the CRM project. Staff issued one data 
request. The proposed tariff pages are contained in Attachment 1. The tariff pages are in 
legislative format in order to display the proposed changes in type-and-strike. The Commission 
has jurisdiction over this matter pursuant to Sections 366.03, 366.05, and 366.06, Florida 
Statutes. 
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Discussion of Issues 

Issue 1: Should the Commission approve Peoples' proposed tariff revisions? 

Issue 1 

Recommendation: Yes. The Commission should approve Peoples' proposed tariff revisions 
effective on the transition date of the CRM system, expected to occur on or about July 5, 2016. 
No later than 30 days prior to the transition date the Company should notify the Commission in 
writing of the actual transition date. (Ollila) 

Staff Analysis: Peoples proposes changes to its budget pay plan, deposits, and Rider NCTS. 
In addition, Peoples proposes to add a summary billing option. Each of the proposed changes is 
discussed below. 

Proposed Tariff Changes 
Budget Pay Plan 

Peoples' Budget Pay Plan is an option for residential customers designed to help customers 
stabilize their monthly payments. Currently, the budgeted payment is recalculated on each 
anniversary of the customer's participation in the plan. At that time, any credit deferred balances 
are refunded and 1/12 of any debit deferred balances are added to the monthly recalculated 
balance. From time to time during the year, Peoples reviews the monthly budgeted amount and 
compares it to a recalculated amount. If the recalculated amount varies by 25 percent or more 
from the budgeted amount, the Company may begin to charge the recalculated amount. 

Peoples proposes to change the name of its Budget Pay Plan to Budget Billing Plan. The 
proposed Budget Billing Plan modifies the current plan by extending its availability to small 
commercial customers, changing the qualifying criteria, and changing the 25 percent variance 
allowance to 15 percent. Currently, in order to qualify, a customer must have no owed balance, 
allowing only a short window of opportunity between the payment of the current bill and receipt 
of a new bill. Under the proposed plan the customer must have no overdue amount and no 
pending disconnection for non-payment to qualify. The 25 percent variance amount is being 
reduced to 15 percent primarily because 25 percent, while not significant for residential gas bills, 
according to Peoples, can be significant for residential electric bills. Peoples and Tampa Electric 
agree that a 15 percent threshold would have little impact on Peoples' customers and at the same 
time, it would mitigate potential volatility for Tampa Electric's customers and allow both 
companies to have the same budget billing process. 

Deposits 
Currently, residential customers may provide a recent credit reference from another gas or 
electric utility reflecting a good credit rating for the prior 12 months in order to establish credit, 
allowing the deposit to be waived. According to Peoples, this method is an outdated and time 
consuming process that is losing favor with utilities. Peoples proposes to replace it with an 
optional credit verification through an extemaVindependent credit monitoring service to 
determine if the security deposit may be waived. As with Tampa Electric, Peoples states that the 
proposed verification will not have an impact on a customer's credit score. 
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RiderNCTS 

Issue 1 

Peoples' current Rider NCTS allows fmn service customers who use more than 2,000 therms per 
year to purchase natural gas through a third-party supplier or pool manager. Rider NCTS 
customers who would like to change to a different pool manager must make the request prior to 
the 21 51 day of the current month in order for service to commence on the flrst day of the 
following month. Consequently, customers often received pro-rated bills from two pool 
managers because the billing cycle may not always begin on the flrst of the month. Peoples' 
proposal in this proceeding changes the effective start date of a pool manager change to the 
customer's next billing period; thus, the customer would receive only one pool manager's bill in 
a billing cycle. 

Summary Billing Plan 
Peoples requests approval of a new Summary Billing Plan similar to Tampa Electric's plan and 
proposed changes in Docket No. 150159-EI. The plan would offer summary billing to customers 
who have ten or more accounts. Peoples would read each meter and calculate a bill for each 
account separately, with the amount totaled on a summary billing statement (with the individual 
bills attached as back-up). Customers would have the option to separate accounts into groups. If 
a customer fails to pay within ten days of mailing, the customer may be removed from the 
program; however, no delinquency actions will be taken unless the summary bill remains unpaid 
for more than 20 days. 

Communications Plan 
Peoples plans to carry out what it describes as a comprehensive communications plan so that 
customers and others affected by the proposed changes will be fully informed. The Company's 
plan includes the use of various owned media (e.g., bill inserts, newsletters, websites, etc.) and 
external media (e.g., newspaper/online advertisements, social media, press releases, etc.) to 
communicate the CRM project changes and benefits to its customers. The communications will 
be tailored to each customer segment. 

Proposed Effective Date 
Peoples expects the transition date of the CRM system to occur on or about July 5, 2016. The 
Company requests that, if approved, the proposed tariff revisions be made effective as of the 
transition date. 

Summary 
Staff believes that Peoples' proposed tariff revisions are reasonable and should be approved. No 
later than 30 days prior to the transition date the Company should notify the Commission in 
writing of the actual transition date. 
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Issue 2: Should this docket be closed? 

Issue 2 

Recommendation: No. If a protest is filed within 21 days of the issuance of the order, any 
revenues collected once the tariff becomes effective should be held subject to refund, pending 
resolution of the protest. If no timely protest is filed, this docket should be closed upon the 
issuance of a consummating order. (Mapp) 

Staff Analysis: If a protest is filed within 21 days of the issuance of the order, any revenues 
collected once the tariff becomes effective should be held subject to refund, pending resolution 
of the protest. If no timely protest is filed, this docket should be closed upon the issuance of a 
consummating order. 
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Peopfes Gas S yst em 
a D mv is ion of T a m pa E lectric Com pany 
Origina l Volume No.3 

Attachment 1 
Page 1 of 6 

~econd Revised Sheet No. 5 .401-3 
Cancel s OrigiRal F i rst S heet No. 5.401-3 

BILLING (Continued) 

I. BUDGET~ILLING P LAN Coptio nal» 

R~id.entiaJ C ustomers IRS) a n d Small Com merc ia C ustomers (SGS \ - may e le Cii. to m a.k e 
budgeted mon tnly paynle nts of amounts due the Company 10 help stabilizte 1tle ir monthly 
payments. T o qu.afify for 1he Budge t ~il ·ng .EP~a.n. a c u stomer must ee a )"ear FB~IRB 
c:u=&tonHir and have no overdu e balance or pending service disconn e-cticn fo r n on- pavm<>nt ~ 
when begin n i:ng the p la n . T he Com pany s ha ll h ave 30 days fo[lowing a Cusbomer's request to 
participate i n the .§_-&udgete4 JJa)"'ffeAt B i lling P:t"!an to im ptement such par1ic ipatio n . 

mt a Customer requests to m ake b u dgeted payments. t h e initial' budgeted payment amou n t is 
based on an average of the previous cv.-elve ,•121 mon"ttls b ills due the Company. includfng a ll 
applicable fees and taxes. [f the C ustomer has n ot received Gas Service trom the Company tor 
the preceding :welve f 121 months . the Company w ill u se 1he best informa1ion av a ilab le to 
calculate 1tle in itia l m onthly paynlent amount. After t he Customer"s b udgeted monthly pa.ymem 
amount has been in itially e stablis hed . the Company m.ay recalculate the payment from tim e bo 
time. It the recalcula ted budgeted payment amou nt v.ari:es by ~rfteen ( 15) percent or more from 
the budgeted payment amoum 1tlen in effe ct. the Company m ay b egfn c h arging the r ecarcullated 
amount on Customer "s ne xt successive b il t. 

A ny c u rrent a n.d total deferred b a lance will be shown on 'lh~ Customes-"s b ill . T he Custocner's 
budgeted payme n t a moun t will be recar.c urated on each ann ivasary of "the Cu stom e r's ini~al 

participatio n in the p fan. On s u ch reca.lcu~U.On. any c redit d'e1erred bala nce will be refunde d 1o 
the Custom e r . and one-twelfth ( 1/12} of a n y d e bit def-es-red balance will be added liD ttoe fo [ lo•uin:a 
year "s recafc u fated budgeted mon11hJy pa~m;:nt amount. 

A n e lectin g C u stom e r's p a nicipatio n in the .§_-Budget-e-D JJa')'We"t: B iiJjng P~lan will be cont inuou s 
unless m e customeS" requests 1hat particip a tion i n "the p la n be term inated_ or 1h011 G a.s Service ~ 

is terminated. o r the Customer has nad more than one arrears per year m iba ting field ccl lectic., 
procecures .is aeli"t~loleAI iA JJa)'iRO t'kte BOieioe:ea JJa)'R'IeAt aff!BI2At fer t'w-.e StleeessiYe ff'!BAtRs. At 
that time. the Cust omer's panicipallion in "the plan will be term inated a n d th e Customer shall sertfe 
hi<s account with the Com pany in f u ll. tf a. C u stocne r reques"ls to te rminate participation in '!he 
plan. but remains a C ustomer- of the Oompan~. th e Customer- shall pay any deterred debit 
balance with nis nex t reg ula r monthty bW . .and any deferred c redit balance shall be u-sed liD reduce 
the a mount due for t he n ext regt.~ lar monthly bill . An e le cting customer rna~ request that 
participatio n be ter m rnated at any tim e. Any C ustomer .... -no ts d isgualffied b ec.au se cf collectic., 
action m ay not re"c in for at least :welve i 12 \ months . 

~ssued By: G . L. G illette, P resident 
~s sued On: Octobsr 1 Q, 2011 
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a Divis ion of Tampa E lectric Company 
Ori g i nal Volume No. 3 

Attaclunent 1 
Page 2 of6 

~Fourth Revi s-ed Sh eet No. 7.30 1 -1 
Cancels SeGeRd T h i rd Revised S h eet N o . 7.301-1 

SMALL G ENERAL SERVIC E (Continued) 

5 . Service under this schedule shall be subject to t he R u les and R egu latio ns set forth 
in th is tariff_ 

6. Service under this s chedu le is subje ct to an nua l volu m e review by the Co m p any or 
any t ime a t the C ustomer's request. If re cl assific ation to anoth er sch edlllle is 
appropriate such classificatio n w il l b e p rospective . 

7 . T h e rates set f o rth under this schedule s ha ll be s ubject to the opera tion of the 
Company's Tax an d Fee Ad justment C lause set fo rth on S heet No . 7.10 1-5. 

8 . The rates set fo rth under this schedu le s hall be subj ect to the operatio n of the Cast 
Iron Bare Steel Replace m ent R ider Sur charg e set forth on Sh eet N os. 7 .806 
t hro u gh 7.606-3. 

N ote : Comp any's Budget Bil li ng P lan is available to e ligible C ustomers rece iving Gas Serv ic e 
pursuant to th is ra t e schedule (See S heet No. 5 .4 0 1-3) 

Issued By: G . L. G i llette, P resident 
Issued O n : D ecember 1 ~ . 201 1 
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Peoples Gas System Fif.s+-Second Rev ised Sh eet No. 5.30 1 
Cancels OrigiRa l Fi rst Sheet No. 5.301 a Divis ion of Ta m pa E lectric Com p any 

Orig ina l Volume No. 3 
Il l 

DEPOSITS 

A. E S T ABU S HME PIJT O F CREDIT 
E ach prospectiv e Custome r shall establish credit p rior to 1he com m e n c e m ent of G-as Service by 
Com pany b y o n e o f the folrowin g m eth ods: 

L t.tak ing a cash d eposh w ith Com pany equa l 10 tvo.ro (2 } t im es the estimated .av e rag-e 
m o n lhly bi ll to be nmd'ered by Com pany . 

2. In t he case of a resicfen1ial Cu-stomer • .a; t h<> cystom P-r's 0 p1ion t b P C ompa ny will pP-rfc'TTl 
a credi: ver::fio.ation through a n e x:emal credit monitoring seJVice co determ ir-e if the 
C u s to m e r m eets the Company's cred!twcrthiness crite-ria allowin g tre- secu riw deposit to 
be- waived. T h is type of credit verificat ion wi have n o impact on the custome-r's c r edit 
score . fuFAisAiA§ a ceeem e · eei-: cefnreAee 'A'e'fl aFelt-e · Gas er e ' eetre llliility raleetiA!J a 
gees eree!it ratiA!l fer ~e J:Vier ?.Vel '<e (1 :a) eeRsee~1i¥e FAePths . 

A former residentia l C u stom e r of the C ocnpan y w ho (with i n s ix m onths o f 1he t ime of 
d iscont inu ing service. and w h o h as. for t h e twellJe ( 12 } m o n ths im m edtate-ly preceding h is 
termination. establ ished a sat isfactory payment record as set furth in Secaion F below) 
re q uests ser 1iee u-nder t h e sam e rate sch edu le shall b e deemed to h a v e estab lished 
credit. 

3. In t he ca-se o f a resid e nti a l Cuswm er. iumish.in9 a g ua rantor. sat isfactory to Com pany , to 
secure payment of b ilrs fo r the Gas Service c-equ estedl. A satisfactory 9 ua ran10r s h a ll , a t 
m e m in im u m . be a C u stomer of Company wittl a sat isfactory payment r€cord. 

4 . !Furnishing an irTevocable letter o f credit from a b ank. o r a surety b o n d . issued by .a 
Company with an A _M _ Best Raiing Service ratin g of B lVI or h[.gher for b onds up to 
$50.000 in amount a nd a r-aling o f A -/ V I I or h.ig he r for bonds OlJer S50, 00<0 in amount. 

5 . 

T he a m o u n t of s uch deposit. retter of credO. or s urety bondl sh a ll be equ a l to tvo"O (2 } times 
1he estimated av·erage mon tt.ly b ill fo r service h ereu-nder. 

a . 

b . 

By possessi ng a nd m a intain in g a Standard & Poor's (S & P} Long T erm Debt 
R.:rtin.g o f A- o r b e-tier. o r b y possessinQI a nd maintainin g a Moody's ratin g o f A3 
or better. C<1m parable ratin9s m ay b e cons idered' from o1f'le r n a1ion a lly 
recognized raiin QI organfz.aiions .acceptable to t he Com pMly. 

(I) [f 1he Custom e r's d e bt is not ratedl and th e Cu stomec-'s ag-gc-ega.te a n nual 
u sage is 500,000 Therms o r m ore, credit may be estab lish.ed by 
cf€monstratin g .adequ at e · financia l s:tJremgt h and stability. U p on n=qu€st o~ 
a C us tomer w h ose annual us.age is 500 ,000 Th e rm s o r m o re. llhe 
Compa n y w iU e~•aluate ;the· Custom e r's c redh-worthf.ness by re•.•ieo.win g the 
Custom e r's audited financia l s u t e m emts fur at !.east the 1WO m ost recen tly 
com p leted' fiscal years. T h.ese a udited financia l statem ents m us t be 
fur ni:s hecf by 1he Custom e r a nd m ust be a c companie d by ttle opirlion of 
independen t cerilii'ed pub[ ic a ccountants o c- c h art-er ed accounun ts of 
recognized n ationa l o r r egfon.al standirlg. 

Issued By: G . L G i llette, P residen t 
Issued On: 0Gtoesr 1Q, 2011 

Effect ive: MarG h 1 ~ . 201 2 
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-F+ftft-Sixth Revised Sheet No. 7.80 3 -2 
Cancels fe.,rtf:l Fifth Revised Sheet No. 7.80 3 -2 

NATU RAL CHOICE T RA N SPORT AT IO N SERVICE (Continued) 

3 . To in itiate service pursua nt to this R id,e r, a Customer s hal l select a Pool Manager from 
C ompany's appro ved Poo l Manager list a n d Pool Manager s hal l en.-oll c us tomer 
ele ctron ically via company's website f or servi ce under this R ider. T he Pool Manager s h al l 
ob tain a lette r of authorization in the form s e t forth o n Shee t 8 .1 18 o f th is tariff and h ave 
signed by the C u sto m er prior to such e lectroni c e nro llm en t. Pool Manager shall also pay to 
Company a registration fee of $ 10.00 for e ach Customer account to whic h service is 
in i tiated h e reunde r. Service by Company to a Customer acc oun t fo r wh ic h service 
hereunder has been p .-operly requested by e lect ronic enrollm ent prior to t he twenty- fir& day 
of t h e month pursuant to thi s R ider wi ll commence on the first d ay of ~he Customer's bi lling 
period of the next calendar month following receip t by the Company of t h e afo resaid 
ele ctron ic enrollm ent. Service und e r R ider will be delayed until t he first day o f the 
Customer's secene billing period in the second calendar month following e nro llment by t he 
Pool Manage r fo r any C u stomer e nro lled after the twentieth day of t h e month. 

4 . A Customer account re ceiving service under this R ider may termin ate service here under by 
its then s e rving Pool Man ager an d commence service hereunder (w ith in the t ime and in t he 
m anner provided in Special Condition 3 ) by a d ifferent Pool /Ma nager. T he new P ool 
Manager shall pay to Company a registration fee of $ 10.0 0 fo r each accounl 

5 . If a Pool Man ager requests the Company provid e t h e twelve-month consumptio n h istory fo r 
a Custome.- accou nt , the Company shall provid e to the Pool M an ager the h istory and apply 
an admin istrative fee charge equal to $20 per cu sto mer account t o Pool Manager's monthly 
invoice . 

6. A Custom er receiving s ervi ce under this !Rider may d iscont inue service he reunder by giv i llgl 
Company 30 days written notice. A Customer w h o e lects to termin ate transportation 
service un der th is Rider in orde r to return fo s ales servic e wil l be req uired to remain on 
sa le s s ervice fo r a p eriod not less than twelve monthss.uccessive billing periods. A 
Custome r who retums to sales service due to abandonment by its Pool Man ager wi ll n ot b e 
requi red to remain on sales service but cannot retum tio the sam e Pool Manager, or any 
affili a ted con1pan y, for at least twelve menthssucce~ive billing periods. 

7. For purposes o f curtailment or interrupt ion by Compan y , each ind ividu a lly b i lled account 
receiv in g service h e reunde r shall be treated by the Compan y in accordance w iUl the 
cu rta ilment provisions found in the applicable rate schedule or Curtailment P lan as filed 
w ith the Florida Publi c Service Commissio n . 

8. Accounts rece iving servic e p ursuant t.o this R ide r will b e s ub jed to the Swing Se rvice 
C harge (set forth on Sheet No. 7.101 -3 ). 

Issued By: 'A'illi&ffl ~~ . GeA~reiiG . L. G il lette. President Effective: Feerue Pf 13. 2:0 06 
Issued On: F s9ruary 13. 200§ 
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B ILLING (Continued) 

::!- SUMMARY BILLING PLAN (o ptional) 

Attachment 1 
Page 5 of6 

O r rgina• S heet No. 5.40 1-4 

A C ustomer with t en ( 10 ) o r m ore Company accounts a nd no b ill i n a r rears may request a s.ingl~ 

statement for the billing a nd p ay m e n t of those a ccou nts u nde r th is S umma ry B illing Plan. With 
S u m mary B il ling . the Cus tC>m e r d e s ignat es w h ich accou n ts are to be inc lude d in th~ olan. Th~ 
aooouncs m ay be separated into g roups each of w hich wi ll be billed once a m o nth en cycl~ bil1ing 
days a s d esignat ed b y the C om pany. 

Tr..e Comoa ny w ill read each m eter and ca lculat e- a billng a m oun t for each accoun t separately. 
T he b illin g amou nt for e-ach o f the designa ted accounts w ill be- totaled o n a S um mary Billi ng 
statemen t. w i':h each of the- individual account b i:Js a ttached as backup. a n d a s in gle- t o taled bi 
will be- included for remittance-. Summary b ills are d ue w hen rend e-red. If th., s u mmary b i ll is not 
paid in full withi n ten ( 10 ) dav s from th e- m a.Jing date, t h e Customer may be removed f rom th e 
SlJm mary B i llin g P l a n 

Issued By: G. L . G i llette, Presiden t 
Is s u ed O n : 
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P·e o p les Gas S yst em 
a D ivision of T ampa E lectric Company 
Orig in a l Volume No.3· 

Tl'liFd Fourth Revised Sheet No. 5.000 
Cancels SeseAEI Thi rd R ev ised Sheet No. 5 .000 

INDEX O F RULES AND REG U LATIONS 
ARTIC LE 

I. INITIATI ON OF S E RVIC E 
A . Request foe Gas Service 
8 . Acceptance of IR.equ:es'! for Gas Setn.~ice 
C . Obligation of Custom e r a nd Com pany 
D . ,.<iscellaneo us Service Charges 
E. IJI/i1hho lcfing of Gas Servic e 
F . Limitation of Use 
G. Pressure 

II. C U STO MER' S IN ST A LJLAT ION 
A. General 
8 . Inspection of Custom er's Installation 
C. Changes i n Customer's Installat ion 
D . R ight of Way 
E . Protection of Com pany's Propeny 
F . Aocess to Pr emis e s 
G . Operatio n of Company's F acili'lies 

10. D EPOS ITS 
A . E stablis h ment of Credit 
B . Receipt for Cash Depos it 
C. New oc Addit io na l Deposits 
0 . Recocd of Deposit 
E. In terest on Cash Deposits 
F . Refund of Residentia l Deposit 
G. R e f u nd of Deposit W hen Gas Service iS D isconnected 
H. Returned C h ecks 

IV. B ILLIN G 
A. B iUing Periods 
8. In i tia l o r F in.al B ills 
C. Non-Receipt of B ills 
D. Meier Readings Mot Comi::X:nedl 
E. Deli nquent 8 i'lls 
F. D iscontin uance of Service andl o r C h a nge of Occupancy 
G . D iscontinuance of Service for Non-Payment of B ins 
H. Adj ustmen t of Bil~ tor Meter E rror 
I. Budget~illing P tan (Opttonal} 
J. Summary Bi lling Plan (Op~iona l) 

V. MEASURE M ENT 
A . M leters 
8 . Type ot Metering Pro•Jided 
C . Meter Accuraq a t Installation 
D. Meter T ests 
E. M!e:er T ests b y Req uest 
F . Meter T ests-Refe.re-e 
G. M-easurement Condi1ion s 

Issued By: G . L. Gillette, President 
Is s ued On: October 1 9 , 2011 
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