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September 10, 2012

Burl W. Haar

Executive Secretary

Minnesota Public Utilities Commission
121 7™ Place East, Suite 350

Saint Paul, Minnesota 55101-2147

RE: Letter of the Minnesota Department of Commerce, Division of Energy Resources
Docket No. G004/M-12-442

Dear Dr. Haar:

On June 29, 2012, the Minnesota Department of Commerce, Division of Energy Resources filed
its Comments in response to Great Plains Natural Gas Company’s, a Division of MDU Resources
Group, Inc. (Great Plains or Company), 2011 Annual Service Quality Report (Report). After
reviewing the Company’s Report, the Department recommended that the Minnesota Public
Utilities Commission (Commission) accept Great Plains’ Report pending response to various
inquires in Reply Comments.

On July 17, 2012, Great Plains filed its Reply Comments. The Company’s responses to the
concerns of the Department were generally reasonable; however, Great Plains’ comments
regarding customer complaints require a response by the Department. In its Comments, the
Department observed that Great Plains’ number of customer complaints in 2011 were
significantly lower than the number of complaints reported by other regulated gas utilities. The
Company explained in its initial filing that it only classifies communications as a complaint
when it is forwarded to a supervisor for response. In its Reply Comments, Great Plains stated
that its practice of only reporting calls escalated to a supervisor is designed to filter out general
customer questions and inquires that can be resolved in short order to the customer’s satisfaction.
The Company further stated that it is willing to expand its definition of a complaint to include
broader topics that are not escalated to a supervisor, if directed by the Commission, but Great
Plains does not believe that this information would be meaningful or contribute to the
Commission’s evaluation of service quality. The Company also offered to explore the feasibility
of adding an electronic tracking system to be able to capture all complaints.

The Department understands the Company’s decision to only report escalated calls and its
concerns regarding expanding its complaint criteria. However, Great Plains’ current method
does not capture the information necessary to fully assess the level of customer confusion or
dissatisfaction. Presumably, there are many minor complaints that are handled without
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forwarding a caller to a supervisor. The Company’s current method, although different than
other utilities, does provide a measure of year-to-year comparability for Great Plains. However,
the Department concludes that complaint reporting in a manner similar to other utilities is more
appropriate, because it will provide the Department and the Commission with a better idea of
how many calls are being received by Great Plains’ customer service system, and what type of
complaints prompt the bulk of the calls.

Based on its review of Great Plains’ Reply Comments, the Department removes its conditional
recommendation regarding the Company’s Report and now recommends that the Commission
accept Great Plains’ Report. In addition, the Department recommends that the Commission
require Great Plains to begin reporting complaints in a manner that accounts for all applicable
calls to its customer service line.

The Department is available to answer any questions that the Commission may have.

Sincerely,

/s/ ADAM JOHN HEINEN
Rates Analyst
651-296-6329

ATH/}L



CERTIFICATE OF SERVICE
I, Sharon Ferguson, hereby certify that | have this day, served copies of the
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Minnesota Department of Commerce
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Dated this 10™ of September, 2012

/sISharon Ferguson
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