705 West Fir Avenue

Mailing Address:

P.O. Box 176

Fergus Falls, MN 56538-0176
(877) 267-4764

April 24, 2017
Mr. Dan Wolf
Executive Secretary
Minnesota Public Utilities Commission
121 East Seventh Place, Suite 350
St. Paul, MN 55101
RE: Compliance Filing of Great Plains Natural Gas Co.

Gas Service Quality Annual Report
Docket No. G-004/M-17-

Dear Mr. Wolf:

Great Plains Natural Gas Co. (Great Plains), a Division of MDU Resources Group, Inc.,
herewith electronically submits its Annual Gas Service Quality Report for the calendar year
2016.

Great Plains respectfully requests this filing be accepted as being in full compliance with the
filing requirements of this Commission.

Sincerely,
Is! I amie (berle

Tamie Aberle
Director of Regulatory Affairs
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Great Plains Natural Gas Co.
Gas Service Quality Annual Report
For the Calendar Year Ending December 31, 2016

Call Center Response Time (Schedule 1)

The reporting metrics are the total number of utility calls answered by Great
Plains’ representatives, the percent of calls answered within 20 seconds, and the
average speed of answer. The 2016 data is provided on Schedule 1.

Great Plains’ call center response time was 83% of calls answered in 20 seconds
or less for 2016 with a total call count of 21,924 calls answered. The average
speed of answer data includes all calls, including gas emergency telephone calls.

Meter Reading Performance (Schedule 2)

The reporting metrics include a detailed report on meter-reading performance for
each customer class and for each calendar month:

The number and percentage of customer meters read by utility personnel;
The number and percentage of customer meters self-read by customers;
The number and percentage of customer meters estimated;

The number and percentage of customer meters that have not been read
by utility personnel for periods of 6 to 12 months and for periods longer
than 12 months, and an explanation as to why they have not been read;
and

e Data on monthly meter-reading staffing levels, by work center or
geographical area.

The 2016 data is provided on Schedule 2.

Great Plains deployed AMR in its service area starting in May 2015 and
completed the project in October 2015 with the exception of ten meters in 2015.
As of December 2016 four meters are without AMR. There were a total of
264,622 meter reads in 2016, of which 99.97% were read via the automated
meter reading system or utility personnel in 2016. The remainder of the meter
reads (.03%) were estimated by the system.

The 86 estimated reads in 2016 were primarily attributable to no meter read via

fixed network system or via the handheld device. Great Plains did not have any
meters that went unread for more than 6 months and had no meters self-read by
customers. The average meter-reading staffing level for 2016 was three people.

Involuntary Service Disconnection (Schedule 3)

The reporting metric is to reference data that is submitted under Minnesota
Statutes §8216B.09 and 216B.096, subdivision 11.
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A summary of the Company’s Cold Weather Rule Compliance Questionnaires
submitted in 2016 pursuant to Minnesota Statutes 88216B.091 and 216B.096,
subdivision 11 is included in Schedule 3.

In 2016 Great Plains sent 9,732 disconnection notices and there were 649
Residential customers whose services were disconnected for non-payment.

4. Service Extension Request Response Time (Schedule 4)

The reporting metrics include a detailed report on service extension request
response times for each customer class and each calendar month:

e The number of customers requesting service to a location not previously
served by the utility and the intervals between the date service was
installed and the later of the in-service date requested by the customer or
the date the premises were ready for service; and

e The number of customers requesting service to a location previously
served by the utility, but not served at the time of the request, and the
interval between the date service was installed and the date the premises
were ready for service.

The 2016 data is provided on Schedule 4.

Great Plains received 152 new service extension requests and 1,262
reconnections requests in 2016. The renewed service extension statistics do not
include reconnection of service to customers disconnected by the Company for
non-payment of service. For new service line installations Great Plains tracks
the service line application date but has not tracked the date the property is
ready for the service line installation, therefore the report reflects the time from
completion of the service line installation to the date the meter was installed. For
renewed service extensions, Great Plains reviewed the average days to
completion when comparing the date the customer requested a meter to the date
the meter was installed. On average all meters were installed on the same day
the customer requested the meter installation.

5. Customer Deposits (Schedule 5)
The reporting metrics are the total number of customers who were required to
make a deposit as a condition of receiving service. The 2016 data is provided on

Schedule 5.

Great Plains did not require a deposit as a condition of receiving new service in
2016.

6. Customer Complaints (Schedule 6)
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The reporting metric includes a detailed report on complaints for each customer
class and calendar month:

The number of complaints received,

The number and percentage of complaints by type of complaint;

The number and percentage of complaints by resolution timeframe;
The number and percentage of complaints by resolution type; and
The number of complaints forwarded to Great Plains by the Minnesota
Consumer Affairs Office and the Minnesota Attorney General’'s Office.

The 2016 data is provided on Schedule 6.

Great Plains is providing the following information on customer complaints to
demonstrate the Company’s awareness of the types of customer inquiries and/or
complaints and its ability to resolve concerns in a timely manner.

A) The information presented on Schedule 6 pages 1 through 4 reflect
customer complaint data consistent with the reporting of customer
complaints since 2011, i.e. those customer calls that were escalated to a
supervisor for resolution or were forwarded to the Company by the
Consumer Affairs Office or the Attorney General’s Office for resolution.

0 There were 10 customer complaints in 2016, a decrease of 18 from
the 2015 report. Of the 10 customer complaints received no
complaints came from the Consumer Affairs Office and one was
received from the State of Minnesota Attorney General’s Office.

B) The information presented on Schedule 6 page 5 specifies the breakdown
of all calls received based on the call option selected by the Customer
Service Representative at the beginning of the call, i.e. Billing, High Bill,
Metering, Emergency, Payment Arrangements, Inadequate Service,
Service Extension, Service Requests, Stop Service, Wrongful
Disconnection and Other. The Other category includes, but is not limited
to: current balance inquiries, usage history, request for a copy of
customer’s bill, etc.

C) The information presented on Schedule 6 page 6 identifies the breakdown
of calls received by the call code entered by the Customer Service
Representative upon completion of the call for calls other than those
related to emergency, payment arrangements or stop service.

D) A copy of the Company’s Annual Summary of Customer Complaints
submitted to the Commission on April 13, 2017 is included on Schedule 6
pages 7 through 9.

7. Gas Emergency Response Time (Schedule 7)
The reporting metric is the elapsed time between the time Great Plains was first

notified of the emergency and the time that a qualified emergency response
person arrives at the incident location and begins to make the area safe. Great
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Plains reports all calls coded as emergency calls including fire, gas odor, and line
hits. Emergency response times are reported as calls responded to in one hour
or less and calls responded to in over one hour. This same information, in total,
is reported in the Emergency Response Report to the Minnesota Office of
Pipeline Safety (MNOPS). The 2016 data is provided on Schedule 7. Great
Plains has also included copies of its 2016 bi-monthly Emergency Response
Reporting Forms in Schedule 7.

In 2016, the percent of emergency calls responded to in less than one hour was
95% which was a decrease compared to 99% in 2015. There was five calls (or
5%) where the call response time exceeded one hour. There were 95 total calls
answered in 2016, which was a decrease of 45% from 2015. The average
response time in 2016 was 23 minutes.

. Mislocates (Schedule 8)

The reporting metric is to report data on mislocates by providing the monthly
number of locate requests received through the Minnesota Gopher State One
Call system and the number of mislocates that resulted in a damage to a gas
line, including the number of times a line is damaged due to a mismarked line or
failure to mark a line. The 2016 data is provided on Schedule 8.

Mislocates decreased from 14 in 2015 to 11 in 2016. There were a total of
11,858 locate tickets in 2016, an increase of 43% from 2015.

. Gas System Damage (Schedule 9)

The reporting metric is the number of gas lines damaged (or hit), categorized
according to whether the damage was caused by Great Plains’ employees or
contractors, or whether the damage was due to any other unplanned cause. The
2016 data is provided on Schedule 9. Also provided on Schedule 9 is the
number of miles of distribution and transmission pipe Great Plains operates in
Minnesota and a per 100 miles of pipe damage rate calculation. Great Plains
has also included copies of its 2016 quarterly Utility Damage Report Forms filed
with the Minnesota Office of Pipeline Safety in Schedule 9.

Gas system damages decreased from 48 in 2015 to 38 in 2016. Of the 38
damages in 2016, eight were under the control of Great Plains’ employees and
contractors. In addition to the 11 damages associated with mislocates as
reported in Schedule 8 other causes of damages included 6 no locates, 1
excavation outside area, 7 failed to determine precise location, 5 failed to
maintain marks, 6 failed to maintain clearance, 1 damage by hand dig, and 1
incorrect records or maps.

Great Plains accounts for lost gas associated with at-fault contractor main strikes
in accordance with the Commission’s Order in Docket No. G999/AA-10-885
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10.Gas Service Interruption (Schedule 10)

The reporting metric is to report data on all gas service interruptions, including
the number of customers affected and the average duration of the outage,
categorized according to whether the interruption was caused by Great Plains’
employees or contractors, or whether the interruption was due to any other
unplanned cause. The 2016 data is provided on Schedule 10.

Great Plains had a total of 38 gas service interruptions in 2016 affecting a total of
213 customers. There were no service interruption reportable to MNOPS in 2016.

11.Gas Emergency Phone Response Time (Schedule 11)

The reporting metrics are the total number of utility calls answered by Great
Plains’ representatives, the percent of calls answered within 20 seconds, and the
average speed of answer. The 2016 data is provided on Schedule 11.

The average percent of calls answered within 20 seconds or less increased from
80.66% in 2015 to 82.23% in 2016. The average speed of answer decreased
from 15 seconds in 2015 to 12 seconds in 2016. There was a total of 1,007 calls
coming into the system as emergency calls in 2016.

Great Plains’ internal performance goal is to answer at least 80 percent of all
calls, including emergencies, within 20 seconds.

12.Customer Service Related Operations and Maintenance Expenses (Schedule 12)

The reporting metric is the amount of customer service related operation and
maintenance expenses incurred on behalf of Minnesota customers based on the
costs recorded in FERC accounts 901 and 903 plus payroll taxes and benefits.
The 2016 data is provided on Schedule 12.

Customer service related expenses increased from $650,117 in 2015 to
$701,088 in 2016 a 7.84% increase.
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