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Dear Ms. Bergman: 

Attached are the Comments of the Minnesota Department of Commerce, Division of Energy Resources 
(Department) in the following matter: 

2024 Annual Gas Service Quality Report (Report) submitted by Greater Minnesota Gas, 
Inc. (Greater Minnesota, GMG, or the Company). 

Greater Minnesota filed the report on May 1, 2025. 

The Department recommends the Minnesota Public Utilities Commission (Commission) accept Greater 
Minnesota’s 2024 Annual Gas Service Quality Report. The Department is available to answer any 
questions that the Commission may have. 

Sincerely, 

/s/ Dr. SYDNIE LIEB 
Assistant Commissioner of Regulatory Analysis 

AT/ad 
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Before the Minnesota Public Utilities Commission 
 

Comments of the Minnesota Department of Commerce  
Division of Energy Resources 

 
Docket No. G022/M-25-35 

 
 
I. INTRODUCTION 
 
Greater Minnesota Gas (Greater Minnesota, GMG, or The Company) filed its 2024 annual gas service 
quality report (Report) on May 1, 2025. The Report covers the issues established in previous Minnesota 
Public Utilities Commission (Commission) Orders, including, but not limited to, call center response 
times, meter reading performance, involuntary disconnections, extension requests, customer deposits, 
customer complaints, gas emergency response times, excavation damages, and service interruptions.  
 
The Department has reviewed the Company’s Report and provides analysis below. 
 
II. PROCEDURAL BACKGROUND  
 
April 16, 2009  The Commission opened an investigation into natural gas service quality 

standards and requested comments from the Minnesota Department of 
Commerce (Department) and all Minnesota regulated natural gas utilities 
in Docket No. G999/CI-09-409.1 

  
August 5, 2009 Issues related to Docket No. G999/CI-09-409, came before the 

Commission after various rounds of comments and discussion. During 
this Commission Agenda Meeting, Greater Minnesota Gas, Inc. (Greater 
Minnesota, GMG, or the Company) argued that, due to its size relative to 
Minnesota’s larger regulated gas utilities, certain reporting requirements 
should be modified. 
 

January 18, 2011 In its January 18, 2011, Order—Setting Reporting Requirements (Docket 
No. G999/CI-09-409 Order), the Commission determined Greater 
Minnesota must provide service quality information in the same manner 
as other Minnesota gas utilities, except as modified by the Commission’s 
09-409 Order.2  
 

November 18, 2022 The Commission established a Natural Gas Service Quality Working 
Group (NGWG) in Docket No. G002, G022, G004, G011, G008/CI-22-548 

 
1 In the matter of a Commission Investigation into Gas Utility Service Quality Standards, Notice of Comment Period, April 16, 
2009, Docket No. G999/CI-09-409 (eDockets) 20094-36334-01. 
2 In the matter of a Commission Investigation into Gas Utility Service Quality Standards, Order Setting Reporting 
Requirements, January 18, 2011, Docket No. G999/CI-09-409 (eDockets) 20111-58629-01. 
 

https://www.edockets.state.mn.us/documents/%7B31158E52-F48A-4703-A706-7028C8AB4301%7D/download?contentSequence=0&rowIndex=58
https://efiling.web.commerce.state.mn.us/documents/%7BD538DD47-E4D3-4816-A9D7-D84902BF8036%7D/download?contentSequence=0&rowIndex=11
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(Docket 22-548) to develop and refine future reporting requirements for 
natural gas utilities.3 The Order in this docket adopted the NGWG’s 
recommendations and authorized the Executive Secretary to establish a 
comprehensive list of current gas service quality reporting requirements 
which all gas utilities shall work from in future reporting. This list was 
documented in the February 2, 2024 Notice of Gas Service Quality 
Reporting Requirements.4 
 

May 1, 2025 Greater Gas filed its 2024 annual service quality report in the current 
docket.5 

 
III. SUMMARY OF REPORT AND DEPARTMENT ANALYSIS 

The Department reviewed GMG’s 2024 Report to assess compliance with the reporting requirements 
established by the Commission. The Department used information from past annual reports to identify 
issues and trends regarding Greater Minnesota’s performance. 

The Department provides responses to the Commission’s questions and a summary of the 
Department’s review of GMG’s 2024 Report. 

A. RESPONSE TO COMMISSION QUESTIONS 

A.1. Should the Commission accept CenterPoint, GMG, Great Plains, MERC, and Xcel Energy’s 
2024 Annual Gas Service Quality Reports? 

 
Based on its review of Greater Minnesota Gas’ 2024 Annual Natural Gas Service Quality Report, the 
Department recommends the Commission accept the 2024 Report. 
 

A.2. Are there other issues or concerns related to this matter? 
The Department did not identify any other issues or concerns during its review of the Report. 
 
B. REPORT ANALYSIS 
 
The Department reviewed Greater Minnesota’s 2024 Report to assess compliance with the updated 
reporting requirements established by the Commission in Docket 22-548. The Department used 
information from past annual reports to facilitate identification of issues and trends regarding Greater 

 
3 Notice of Comment and Workgroup in the Matter of an Exploration of Comparative Performance Metrics and 
Improvements to Natural Gas Service Quality Reports, November 18, 2022, Docket No. G002, G022, G004, G011. G008/CI-
22-548 (eDockets) 202211-190735-01. 
4 In the Matter of an Exploration of Comparative Performance Metrics and Improvements to Natural Gas Service Quality 
Reports, Notice of Gas Service Quality Reporting Requirements, February 2, 2024, Docket No. G002, G022, G004, G011. 
G008/CI-22-548, (eDockets) 20242-203037-01 (hereinafter, “Gas Service Quality Reporting Requirements”). 
5 Greater Minnesota Gas, Petition and Service Quality Metrics Spreadsheet, May 1, 2025, Docket No. G022/M-25-35, 
(eDockets) 20255-218529-01 and 20255-218529-02 at Attachment B (hereinafter, “Petition” and “Service Quality Metrics 
Spreadsheet”). 
 

https://www.edockets.state.mn.us/edockets/searchDocuments.do?method=showPoup&documentId=%7bA007938C-0000-C711-AC43-C81E7279D13E%7d&documentTitle=202312-201514-01
https://www.edockets.state.mn.us/edockets/searchDocuments.do?method=showPoup&documentId=%7b30926A8D-0000-C411-B240-E346370F0FFD%7d&documentTitle=20242-203037-01
https://www.edockets.state.mn.us/edockets/searchDocuments.do?method=showPoup&documentId=%7b30926A8D-0000-C411-B240-E346370F0FFD%7d&documentTitle=20242-203037-01
https://www.edockets.state.mn.us/documents/%7BD0148B84-0000-C913-8294-5F3B867340D9%7D/download?contentSequence=0&rowIndex=19
https://www.edockets.state.mn.us/documents/%7B30926A8D-0000-C411-B240-E346370F0FFD%7D/download?contentSequence=0&rowIndex=2
https://efiling.web.commerce.state.mn.us/documents/%7BE0B48D96-0000-C617-9FA6-BE390FAD1B5D%7D/download?contentSequence=0&rowIndex=3
https://efiling.web.commerce.state.mn.us/documents/%7BD0B48D96-0000-C91D-A52A-FC0CA538B6C8%7D/download?contentSequence=0&rowIndex=4
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Minnesota’s performance. 

The Department provides responses to the Commission’s questions and a summary of the 
Department’s review of Greater Minnesota’s 2024 Report. 
 

B.1. PHMSA Gas Distribution Reports 
 

The Commission issued its “Notice of Gas Service Quality Reporting Requirements” on February 2, 
2024, in Docket Number 22-548.6 That document included the following language regarding this topic: 
 

“All Gas Utilities shall append their annual PHMSA7 Gas Distribution Reports 
to their Gas Service Quality Reports.” 
 
GMG included that information in Attachment B to the Report. Hence, the 
Department concludes the Company has complied with this reporting 
requirement for 2024. 

B.2. Call Center Response Time 

The “Notice of Gas Service Quality Reporting Requirements” issued on February 2, 2024, included the 
following language regarding reporting requirements for the Company: 
GMG shall report: 
 

• The total number of phone calls received during each annual reporting 
period; and 

• The number of times a phone rings before it is answered.  
 
All Gas Utilities shall report: 
 
 

• The average time required to answer an incoming all.8 
 
In its Report, Greater Minnesota reported that the incoming call rate is less than the number of calls 
received over the last several years. The Company explained this decrease in call volume in its report 
stating, “[…] GMG can only speculate regarding the reason for the decrease, GMG believes that it is 
likely related to GMG’s change in billing software and the associated electronic payment vendor in 
2024. As part of the transition process, GMG engaged in substantial telephone outreach to customers 
to help them get set up with the new system.”9 Incoming calls to the Company include both customer-
related and non-customer-related matters. In addition to issues such as payment or service questions, 
this phone line also takes calls from potential customers, developers, and builders, and receives other 
inquiries which may not be related to Greater Minnesota’s natural gas operations. 

 
6 In the Matter of an Exploration of Comparative Performance Metrics and Improvements to Natural Gas Service Quality 
Reports, Notice of Gas Service Quality Reporting Requirements, February 2, 2024, Docket No. 
G002,G022,G004,G011,G008/CI-22-548 (eDockets) 20242-203037-01 (hereinafter “Notice of Gas Service Quality Reporting 
Requirements”). 
7 PHMSA = Pipeline and Hazardous Materials Safety Administration. 
8 Notice of Gas Service Quality Reporting Requirements at 6. Internal citations omitted. 
9 Petition, at 2-3. 

https://efiling.web.commerce.state.mn.us/documents/%7B30926A8D-0000-C411-B240-E346370F0FFD%7D/download?contentSequence=0&rowIndex=2
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The Company’s 2013-2024 historical call volumes are summarized in Table 1. 

Table 1: Call Volume Data (2014-2024)10  

Year Number of Calls 
Received (Yr.) 

Annual Percentage Change in 
Calls 

2013 12,876 NA 
2014 13,399 4.06% 
2015 11,308 (15.61)% 
2016 10,812 (4.39)% 
2017 10,705 (0.99)% 
2018 10,981 2.58% 
2019 10,927 (0.49)% 
2020 11,893 8.84% 
2021 12,713 6.89% 
2022 12,997 2.23% 
2023 13,679 5.25% 

10-year Avg. 11,639  

2024 10,371 (24.18)% 
% Chg. from 10-yr Avg. (10.89)%  

 
The Department included a ten-year average and an annual percentage change calculation to this table 
for 2024. The Company’s 2024 results are compared to both the ten-year average and the 2023 results 
on a percentage basis. The intent of the inclusion of these two estimates was to provide both a long-
term and short-term perspectives on how the different metrics are changing. The Department notes 
that the number of calls received in 2024 was 10.89% lower than the ten-year average number of calls 
received and 24.18% lower than the number of calls received in 2023.  
 
The Company also included the average time required to answer a call (in seconds) for 2024 in the 
Report. GMG noted that incoming calls are answered live within three rings, or approximately 15 
seconds.11  
 
If GMG customer service is unable to answer the call within three rings, the call is forwarded to a 

 
10 Service Quality Metrics Spreadsheet. Historical information taken from prior annual reports and previous Department 
Comments. See In the Matter of Greater Minnesota Gas’ 2023 Annual Gas Service Quality Report, September 18, 2024, 
Docket No. G022/M-24-35 (eDockets) 20249-210298-01 (hereinafter “Historical Information taken from prior annual 
reports”). 
11 Petition, at 15. 

https://efiling.web.commerce.state.mn.us/documents/%7B608A0692-0000-C012-A3BC-CCECE6D82E3E%7D/download?contentSequence=0&rowIndex=7
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professional live telephone answering service which typically answers within one additional second.12 
This call response time is consistent with what the Company reported in 2023. 
Based upon the information the Company included in its Report, the Department concludes Greater 
Minnesota met the Commission reporting requirements for call center response time. 

B.3. Meter Reading Performance 

The “Notice of Gas Service Quality Reporting Requirements” included the following language regarding 
this topic: 

All Gas Utilities shall report, as described in Minn. Rules, part 7826.1400; 

• 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 that have not been 
read by utility personnel for periods of six to 12 months and for 
periods longer than 12 months, and an explanation as to why they 
have not been read; and 

• Data on monthly meter reading staffing levels, by work center and 
geographical area.13 14 

GMG provided detailed meter-reading information, including information on its monthly meter- 
reading staffing levels.15 Table 2 (following page) summarizes Greater Minnesota’s meter-reading 
statistics. 

The Company has grown over the last ten years. In 2024 the number of meters billed was 6.92% above 
the ten-year average and 4.15% larger than 2023. As noted in Table 2, (following page) GMG reported 
that all meters were read by the Company in 2024, consistent with 2023. Greater Minnesota also 
reported zero unread meters for more than six months and zero unread meters for greater than 12 
months in calendar year 2024.16  
 
The Company addresses its requirement regarding meter reading staffing levels in the 2024 Report and 
maintains one technician in each of its three regions (southern, central, northern) for meter reading 
data collection.17 Greater Minnesota also reported all meters have automatic meter reading 
capabilities and back-up support can be provided to assist live technicians if necessary. 

 

 

 
12 Petition, at 2-3. 
13 Notice of Gas Service Quality Reporting Requirements at 3. 
14 Minn R. 7826.1400 
15 Petition, at 3. 
16 Ibid. 
17 Petition, at 2-3. 

https://www.revisor.mn.gov/rules/7826.1400/
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Table 2: Meter Reading Data (2013-2024)18 

 
Year 

Total Meters 
Billed 

Company 
Read 

% 
Company 

Read 
 

Self-Read 
% 

Self-Read 
Annual Number 

Estimated 
% 

Estimated 
2013 62,868 56,623 90.07% 336 0.10% 1,376 9.4% 

2014 66,284 64,357 97.09% 372 0.50% 1,555 2.35% 

2015 80,580 79,570 98.75% 135 0.17% 1,010 1.25% 

2016 84,371 83,784 99.30% 133 0.16% 458 0.54% 

2017 92,456 92,297 99.83% 23 0.03% 136 0.15% 

2018 99,567 99,561 99.99% 0 0.00% 6 <0.01% 

2019 106,350 106,350 100.00% 0 0.00% 0 0.00% 

2020 113,067 112,954 99.90% 0 0.00% 113 0.10% 

2021 120,550 120,546 99.99% 0 0.00% 6 0.005% 

2022 122,640 122,638 99.99% 0 0.00% 2 0.002% 

2023 128,499 128,499 100.00% 0 0% 0 0% 

10-year 
Avg. 

101,436 101,056 99.48% 100 0.145% 466 1.38% 

2024 133,836 133,732 99.92% 0 0% 104 0.08 % 

% Chg. 
from 10- 
yr Avg. 

6.92% 7.66% 0.55% -100% -100% -100% -100% 

% Chg. 
2024 from 

2023 

4.15% 4.07% -0.08% NA NA -100% -100% 

 
The Department concludes the Company met the meter reading reporting requirements for 2024. 
 

B.4. Involuntary Service Disconnection Data 
 
The “Notice of Gas Service Quality Reporting Requirements” included the following language regarding 
this topic: 
All Gas Utilities shall append their December Residential Customer Status Reports, including data for 
January through December as filed in Docket No. E,G-999/PR-YY-02, in their annual service quality 
reports. Gas Utilities shall also provide a narrative explanation of their involuntary service 
disconnection performance, as needed, including steps taken to improve performance in the 

 
18 Service Quality Metrics Spreadsheet. Historical information taken from prior annual reports.  
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future.1920 
GMG included that information in Attachment A to the Report. Table 3 summarizes Greater 
Minnesota’s historical residential customer disconnection statistics: 
 

Table 3: Involuntary Disconnections (2013-2024)21,22  

Year Number of Involuntary 
Disconnections 

2013 63 
2014 125 
2015 122 
2016 69 
2017 39 
2018 43 
2019 16 

202023 0 
2021 18 
2022 66 
2023 39 

10-year Avg. 54 
2024 43 

% Chg. from 10-yr Avg. 17% 

% Chg. 2024 from 2023 10% 

Involuntary disconnections in 2024, were 20% lower than the ten-year average and 10% higher than 
2023. 

GMG provided a summary of disconnect information from 2015 –2024 in Attachment A of the Petition. 
The Department developed Table 4 using that information. The Company has been increasing the 
number of residential customers since 2015 while disconnects have varied year-over-year without a 
clear trend. The Company typically has approved all requested Cold Weather Rule (CWR) requests 
since 2015. 

 
19 Notice of Gas Service Quality Reporting Requirements at 4. 
20 Minn R. 7826.1500 
21 Ibid. 
22In the Matter of Greater Minnesota Gas’ 2014 Annual Gas Service Quality Report, July 22, 2015, Docket No. G022/M-15-
434, (eDockets) 20157-112669-01 (hereinafter “Department’s 2015 Comments”) As Noted in the Department’s Comments 
in the 2014 service quality report, older data may not be comparable to more recent data given the data concerns identified 
in that docket. These comparability issues still exist, so caution should be used when comparing older involuntary 
disconnection information with the post-2014 data. 
23 A disconnection moratorium was in effect from March 2020 to August 2021. See Docket E, G999/CI-20-375. 

https://www.revisor.mn.gov/rules/7826.1500/
https://efiling.web.commerce.state.mn.us/documents/%7B7972BDE3-A577-41C8-8F32-B9E606F7B125%7D/download?contentSequence=0&rowIndex=8
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Table 4: Residential Customer Involuntary Disconnect Data (2015 – 2024)24,25 

Year # of Res. 
Cust. 

Received 
Disconnect 
Notice 

# of CWR 
Requests 

% of CWR 
Requests 
Approved 

Disconnected 
Involuntarily 

Restored 
within 24 
Hours 

# Entering 
Payment 
Plan 

2015 6,036 N/A 29 100% 122 97 29 
2016 6,717 N/A 18 100% 67 77 18 
2017 7,310 N/A 14 100% 39 38 14 
2018 7,770 N/A 13 100% 38 52 13 
2019 8,175 N/A 9 100% 17 17 9 
2020 8,586 N/A 0 - 0 0 0 
2021 8,939 N/A 0 - 18 6 5 
2022 9,411 1,663 0 - 66 11 66 
2023 9,647 1,160 1 100% 39 4 37 
8-Yr Avg 8,319 1,663 7 100% 35 26 20 
2024 9,925 705 1 100% 43 14 1 
2024 - 8- 
Yr Avg % 

19% 58% -85% 0% 23% -46% -95% 

2024 - 
2023 % 

3% -39% NA NA 10% 250% -97% 

The Department concludes the information Greater Minnesota provided regarding involuntary 
disconnections for 2024 met the new reporting requirements. 

B.5. Service Extension Requests 

The “Notice of Gas Service Quality Reporting Requirements” included the following language regarding 
Greater Minnesota’s reporting requirements:26 27 

GMG shall report: 

Information on extensions to new service areas; 
• The addition of new customers on existing mains; 
• A discussion of requests for change in service to areas already served by the company; 
• Copies of advertisements to potential new customers; 
• The date deposits were first taken for a new service area; and 
• An explanation of why customers along existing mains and services were denied service. 

 
Table 5 below provides the historical information for new main extension projects. 

 
24 Petition, Attachment A (PDF page 14). 
25 As noted in the Department’s 2015 Comments, Comments in the 2014 service quality report, older data may not be 
comparable to more recent data given the data concerns identified in Docket. No. G022/M-15-434. As such, this table only 
includes data from 2015 -2023 as summarized in the Petition’s Attachment A. 
26 Notice of Gas Service Quality Reporting Requirements, at 4. Internal citations omitted. 
27 Minn. R. 7826.1600 

https://www.revisor.mn.gov/rules/7826.1600/
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Greater Minnesota did not undertake any new major extension projects in 2024. The Company hasn’t 
developed any new major extension projects since 2019. This change of not adding new main 
extension projects since 2019, greatly lessens the value of the information derived from the 7-year 
average and the percentage changes in 2024 from that average and the percentage change from 2023 
to 2024 in Table 5. These percentages are calculated below. 

 
Table 5: New Main Extension Projects (2016-2024)28  

Year Est. 
Number of 
New Res. 
Cust. 

Actual 
Number of 
New Res. 
Cust. 

Est. Number of 
New Firm 
Comm. Cust. 
Added 

Number of 
New Firm 
Comm. Cust. 

Est. Number of 
New Int. 
Comm. Cust. 

Number of 
New Int. 
Comm. Cust. 

2016 404 374 27 28 3 3 
2017 281 278 1 1 0 0 
2018 243 314 22 22 4 4 
2019 0 0 0 0 0 0 
2020 0 0 0 0 0 0 
2021 0 0 0 0 0 0 
2022 0 0 0 0 0 0 
2023 0 0 0 0 0 0 
7-yr Avg. 75 85 3 3 .57 .57 
2024 0 0 0 0 0 0 
% Chg. from 
7-yr Avg. 

-44% -38% -57% -57% -43% -43% 

% Chg. 2024 
from 2023 

NA NA NA NA NA NA 

 
Greater Minnesota also provided monthly data for on-main customer additions—customers who had 
access to GMG service but had not previously requested service. The Department provides a summary 
of annual service extensions for these customers in Table 6, below.  
 
 
 
 
 
 
 
 
 
 
 
 
 

 
28 Service Quality Metrics Spreadsheet. Historical information taken from prior annual reports 
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Table 6: On-Main Customers Added (2016-2024)29  

Year 
Res. 
Service 
Requests 

Avg # of 
Days 
to Install 

Firm Comm. 
Service 
Requests 

Avg # of 
Days 
to Install 

Int.Comm. 
Service 
Requests 

Avg # of 
Days 
to Install 

Denied 
Service 
Requests 

2016 276 27 7 23 2 26 0 
2017 178 30 24 13 1 8 0 
2018 327 27 0 0 1 35 0 
2019 448 25 29 12 5 4 0 
2020 389 21 61 33 4 36 0 
2021 418 19 66 12 1 13 0 
2022 374 18 62 17 0 0 0 
2023 292 17 83 14 3 4 0 
7-yr Avg. 347  22 46 14 2 14 0 
2024 248 26 50 29 3 43 0 
% Chg. from 
7-yr Avg. 

 0.87% 18% 28% -13% 0% -17% NA 

% Chg. 2024 
from 2023 

-15% 53% -40% 107% 50% 473% NA 

 

In 2024, the Company added 248 residential, 50 firm commercial and 3 interruptible commercial on-
main customers and denied no service requests. The 2024 results compared to the seven-year average 
shows the number of new on-main residential service requests declined 0.87%, while the number of 
firm commercial service requests increased 28% and the number of interruptible commercial customers 
service requests remained the same as 2023. 
 
Between 2023 and 2024, the number new on-main residential service requests declined 15%, while the 
number of firm commercial service requests increased 40% and the number of interruptible commercial 
customers service requests reflects a 50% increase. 

The average time required to extend service in 2024 compared to the seven-year average was 18% 
lower for residential customers, 13% lower for firm commercial customers, and 17% lower for 
interruptible commercial customers. 

Between 2023 and 2024, average time to extend service for residential customers increased from 17 
days in 2023 to 26 days in 2024, the average time to extend service for the firm commercial service 
requests increased from 14 days in 2023 to 29 days in 2024. There were 3 interruptible commercial 
service requests in both 2023 and in 2024; these requests took an average of 43 days to install in 2024 
compared to a seven-year average of 14 days. 
 
The on-main service extension data for 2024 appears acceptable while results reflect an increase to 
install times for all on-main customers. Despite these increases there is an overall decrease to seven-year 
average install times for all on-main customers. 

Given the small number of customer complaints in 2024, as discussed in below, the Department 
concludes the Company has reasonably dealt with service requests in 2024. 

 
29 Ibid. 
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Since the Company did not extend into new geographical areas in 2024, it did not distribute any 
advertisements or solicitations and therefore, appended no sample copies. As stated on page 4 of the 
2024 petition, Greater Minnesota did not deny service to any customer requesting service in 2024. 
 
The Department concludes the Company complied with the Commission’s updated reporting 
requirements relative to service extensions. 
 

B.6. Customer Deposits 
 

Minnesota Rules 7826.1900 is applicable to regulated electric utilities.30 The Commission required each 
natural gas utility to provide data on the number of customers required to make a deposit as a 
condition of receiving service for several years.31 
 
The Commission issued its “Notice of Gas Service Quality Reporting Requirements” on February 2, 
2024, in Docket Number G002,G022,G004,G011,G008/CI-22-548. That document included the 
following language regarding this topic:32 
 

All Gas Utilities shall report on customer deposits within their annual 
service quality reports whenever their deposit collection policies change. 
These reports shall include: 

 

• a description of the previous deposit collection policy; 
• a description of the new deposit collection policy; 
• the reason for the policy change; and 
• data from the previous three years regarding the number of 

customers who were required to make a deposit as a condition of 
receiving service including the total number of deposits held at the 
end of each year. 

The Company noted in its Report: “GMG did not make any changes to its customer deposit policy in 
2024 and therefore does not meet the requirement for customer deposit data as discussed above.”33 
Greater Minnesota did reference that it required one new commercial customer to provide deposit as 
a condition of service, consistent with its existing tariff and customer deposit policy. 
 

The Department concludes the Company has met the Commission’s customer deposit reporting 
requirements for 2024. 
 
 

B.7. Customer Complaints 

The “Notice of Gas Service Quality Reporting Requirements” included the following language regarding 
the reporting requirements applicable to Greater Minnesota:34 35

GMG shall report: 
 

 
30 Minn. R. 7826.1900. 
31 Gas Service Quality Reporting Requirements, at 5. 
32 Ibid. 
33 Petition, at 5. 
34 Gas Service Quality Reporting Requirements. 
35 Minn. R. 7826.2000 

https://www.revisor.mn.gov/rules/7820.0500/
https://www.revisor.mn.gov/rules/7826.2000/
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• Complaints received from the Commission’s Consumer Affairs Office (CAO). 
• The total number of complaints resolved for each of the following categories: 

o Billing errors 
o Inaccurate metering 
o Wrongful disconnection 
o High bills 
o Inadequate service 
o Service extension intervals 
o Service restoration intervals 

All Gas Utilities shall include customer complaint data from Minnesota Rules 7820.0500 in their Annual 
Service Quality Reports. 
 

The Company noted in its Report it had one complaint in 2024 concerning a billing error. This 
complaint was forwarded from the Commission’s Consumer Affairs Office (“CAO”) and was “related to 
GMG’s required safety inspection prior to reconnection when the customer’s natural gas service had 
been disconnected for an extended period.”36 There were no forwarded complaints from Office of the 
Attorney General-Residential Utilities Division (OAG-RUD) in 2024 to GMG. 
Greater Minnesota’s reported total number of complaints, on an annual basis, is summarized in Table 7 
below. 

Table 7: Annual Total Complaints (2013-2024)37 

Year Complaints Annual %Chg. 

2013 3 NA 
2014 4 33% 
2015 4 0% 
2016 1 -75% 
2017 4 300% 
2018 1 -75% 
2019 1 0% 
2020 3 200% 
2021 0 -100% 
2023 1 NA 

10-yr Avg. 2.2  
2024 1 0% 

% Chg. from 10-yr Avg. 4.8%  

% Chg. 2024from 2023 0%  
 

GMG’s complaint numbers are low in general. This small number of complaints leads to some large 
annual percentage changes. The ten-year average number of complaints rounded to 2. The 2024 
result of 1 complaint is 52% below the ten-year average. 

 
36 Petition, at 6. 
37 Service Quality Metrics Spreadsheet. 
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After reviewing the Company’s explanations, the Department concludes that Greater Minnesota’s 
complaint reporting fulfilled the Commission’s complaint-related reporting requirements. 

B.8. Gas Emergency Phone Line Answer Time and Response Times 
 
The “Notice of Gas Service Quality Reporting Requirements” requires the following information on 
reporting requirements for Greater Minnesota:38 
 
GMG shall report: 
 

• The total number of gas emergency calls received.  
 

The “Notice of Gas Service Quality Reporting Requirements” requires the following information on this 
topic:39 
 
All Gas Utilities shall report: 
 

• The percentage of emergencies responded to within one hour and 
within more than one hour. 

Table 8 below summarizes the historical number of gas emergency calls and response times. 
 

Greater Minnesota reported 10% more calls in 2024 than the 10-year average, with 266 calls in 2024. 
The percentage of calls responded to within one hour in 2024 was 89% which was 4% below the ten-
year average and 3% below the 2023 response rate. The 2024 average response time was 38 minutes. 
This response time reflects a 7% increase from the ten-year average time and a 6% increase from the 
2023 average. 

The 2024 average response time of 38 minutes time is the longest average gas emergency response 
time over the last ten years. The Department will continue to monitor the average response time for 
trends. GMG described several efforts underway to improve response times and noted several 
explanations for the delays in 2024, including road construction, driving conditions, and human error.40  

  

 
38 Id. 
39 Gas Service Quality Reporting Requirements. 
40 Petition, at 7. 
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Table 8: Gas Emergency Calls and Response Time (2013-2024)41  
 

Year # of Calls % of Calls 
Responded < one 

hour 

# of Calls 
Responded > 

one hour 

Avg Response 
Time 

(minutes) 
2013 88 85% 15% 16 
2014 110 93% 7% 36 

2015 123 94% 6% 33 

2016 219 95% 5% 30 

2017 220 93% 7% 30 

2018 248 96% 4% 29 

2019 269 94% 6% 32 

2020 249 93% 7% 33 

2021 200 96% 5% 31 

2022 380 93% 7% 30 

2023 311 86% 14% 36 

10-yr Avg. 233 93% 7% 32 

2024 266 89% 11% 38 
% Chg. From 10-yr Avg. 10% 0% 0% 7% 

% Chg. 2024 from 2023 -14% -3% -24% 6% 

 
The Department concludes that Greater Minnesota’s gas emergency phone timeline answer time 
information in the 2024 Report fulfilled the Commission’s gas emergency phone timeline answer time- 
related reporting requirements. 
 

B.9. Excavation Damages (formerly Mislocates) 
 
The “Notice of Gas Service Quality Reporting Requirements” requires:42 
 
All Gas Utilities shall report on excavation damages using the following metrics: 
 

a. The number of excavation tickets received; 
b. The number of excavation damages; 
c. The number of excavation damages per 1,000 excavation tickets, and 
d. The number of at-fault damages.43  

 

 
41 Service Quality Metrics Spreadsheet. Historical information taken from prior annual reports. 
42 Notice of Gas Service Quality Reporting Requirements at 7. 
43 The definition of an “at-fault damage” is one where the utility or its contractors are responsible for the damages. It also 
includes mislocates made by the Company and its contractors 
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An “at fault damage” shall be defined as a damage were the root cause of the damage falls under the 
responsibility of the utility or its contractors including mislocates made by the company or its contract 
locating companies. 

GMG has been providing its annual PHMSA Gas Distribution Reports, which include excavation ticket 
data, with its service reports since 2018, so the Department used this data to compare the 2024 
excavation damages data in Table 9, below. 

Table 9: Excavation Damages (2018-2024)44  

 
Year 

# of Excavation 
Tickets 

# of Excavation 
Damages 

Damages per 1,000 
Locate Requests 

2018 9,312 23 2.47 
2019 10,310 19 1.84 
2020 10,686 22 2.06 
2021 11,902 24 2.02 
2022 9,988 11 1.1 
2023 9,316 18 1.93 

5-Yr Average 10,440 20 1.9 
2024 8,940 16 1.8 

% Chg 2024 to 5-Yr Avg -14% -20% -5% 

% Chg 2024 to 2023 -4% 11% -7% 

The number of excavation tickets and the number of excavation damages in 2024 were lower than the 
five-year average, and the Percentage (%) of Damages per 1,000 locate requests compared to the five-
year average decreased slightly and the percentage change between 2023 and 2024 for this same 
metric decreased slightly.  
 
The Company reported four at-fault excavation damages in 2024. This value is a 100% increase from 
the two reported at-fault excavation damages in 2023, due to a lack of historic data regarding this 
metric the Department will be monitoring future figures related to this issue for potential trends.  

The Department concludes the Company has met the Excavation Damages reporting requirement for 
2024. 
 

B.10. Gas Service Interruptions 

The “Notice of Gas Service Quality Reporting Requirements” required Greater Minnesota to report the 
following information on service interruptions:45 

 
44 Petition, Attachment B. 
45 Notice of Gas Service Quality Reporting Requirements at 7. 
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GMG shall report:  
 

• The number of unplanned service interruptions for outages due to: 
o Low system pressure, 
o Third party damage, 
o Other causes, 

• The number of customers affected by each outage. 
• The number of outages caused by GMG’s employees or contractors. 
 

Table 10 summarizes GMG’s system damage events separated into damage caused by GMG and 
damage caused by others. 

Table 10: Gas System Damage (2013-2024)46 

Year Damage - GMG Damage - Others Total 
2013 0 9 9 
2014 0 9 9 
2015 0 7 7 
2016 0 9 9 
2017 4 8 12 
2018 5 18 23 
2019 4 15 19 
2020 6 16 22 
2021 12 12 24 
2022 1 10 11 
2023 0 18 18 

10-yr Avg. 3.2 12.2 15.4 
2024 0 16 16 

% Chg. from 10-yr Avg. -100% 8% 6% 
% Chg. 2024 from 2023 -100% -11% -11% 

 
The Company identified 16 unplanned service interruption events in 2024. All 16 were the result of 
third-party damages.47 None of the service interruptions were related to low system pressure or other 
causes. Of the 16 service interruptions in 2024, all were the result of third-party damages, with GMG 
stating that four of these were the fault of GMG’s locating contractor due to improper locating 
practices. Fifteen outages affected one customer per outage out of the 16 outages reported in 2024, 
and one outage did not impact any customers. 
 
The 2024 results for total damage events were 6% higher than the ten-year average and an 11% 
decrease in comparison with 2023. For damages caused by GMG, the 2024 results were 0, hence both 
percentage changes compared to the ten-year average and the 2023 results were -100%. As for 
damage caused by others, the 2024 results were 8% above the ten-year average with an 11% decrease 
in comparison with 2023 results. 

 
46 Service Quality Metrics Spreadsheet. Historical information taken from prior annual reports. 
47 Petition, at 8. 



Docket No. G022/M-25-35 
Analysts assigned: Arielle Tiamiyu 
 
 
 

17 

The Department concludes that Greater Minnesota has complied with the Commission’s reporting 
requirements for Gas Service Interruptions. 

B.11. Major Incident Reporting 

The “Notice of Gas Service Quality Reporting Requirements” included the following language regarding 
this topic:48 
All Gas Utilities shall report: 
 

• Summaries of major events that are immediately reportable to the 
Minnesota Office of Pipeline Safety (MNOPS) according to the criteria 
used by MNOPS to identify reportable events. 

• Each summary shall include the following items: 
o The location 
o When the incident occurred 
o How many customers were affected. 
o How the company was made aware of the incident 
o The root cause of the incident 
o The actions taken to fix the problem. 
o What actions were taken to contact customers 
o Any public relations or media issues 
o Whether the customer or the company relighted 
o The longest any customer was without gas service during the 

incident. 

Greater Minnesota didn’t have any major reportable events in 2024. From 2014 to 2023, the Company 
reported an average of 0.4 major reportable events per year.49 
 
The Department concludes that the Company met the required major incident reporting requirements 
for 2024. 
 

B.12. Integrity Management Plan Reporting 

The “Notice of Gas Service Quality Reporting Requirements” included the following language regarding 
this topic that pertains to GMG:50 
 

Xcel Energy, MERC, GMG, and Great Plains shall report the following metrics from their Annual PHMSA 
Distribution Reports in their service quality reports: 
 
 

• Miles of Distribution Main 
• Number of Main Leaks 
• Number of Main Leaks by Cause 

 
48 Notice of Gas Service Quality Reporting Requirements at 8. 
49 In the Matter of Greater Minnesota Gas’ Annual Gas Service Quality Report for the Calendar year of 2023, Service 
Quality Report Statistics 2023, May 1, 2024, Docket No. G022/M-24-35 (eDockets) 20245-206292-02. Historical 
information taken from prior annual reports. 
50 Notice of Gas Service Quality Reporting Requirements at 8. 

https://efiling.web.commerce.state.mn.us/documents/%7B40FA358F-0000-C931-A027-EB5F1C4D08D0%7D/download?contentSequence=0&rowIndex=10
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• Number of Hazardous Main Leaks by Cause 
• Main Leaks per 1,000 Miles of Main 
• Number of Services 
• Number of Service Leaks 
• Number of Service Leaks by Cause 
• Number of Hazardous Service Leaks by Cause 
• Service Leaks per 1,000 Services 

The Department decided to include some historical information regarding the Company’s performance 
regarding gas leaks on its distribution system. Table 11 summarizes this information. 

Table 11: 2024 GMG Leak Causes Compared to Four-year Average51 

 
Leak Cause 

5-Year Average for Years 2019 - 
2023 

Year 2024 

Main Leaks Service Leaks Main Leaks Service Leaks 
Corrosion 0 0 0 0 
Natural Force Damage 0 0 0 0 
Excavation 2.6 15.8 2 14 
Other Outside Force 
Damage 0 0.4 0 

6 

Pipe, Weld, or Joint Failure 0 0.4 0 0 
Equipment Failure 0.2 23 0 72 
Incorrect Operations 0 0.2 0 0 
Other 0 0.8 0 0 
Total 2.8 40.6 2 92 

 

The Department notes the number of main leaks in 2024 was lower than the five-year average and the 
number of service leaks was significantly higher than the five-year average.  

GMG is also required to provide the number of hazardous leaks by cause for mains and service as well. 
Table 12 (following page) summarizes that information. 
 

  

 
51 Service Quality Metric Spreadsheet and Historical information taken from prior annual reports. 
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Table 12: 2024 GMG Hazardous Leak Causes Compared to Four-year Average52 

 
Leak Cause 

5-Year Average for Years 2019- 
2024 

Year 2024 

Main Leaks Service Leaks Main Leaks Service Leaks 
Corrosion 0 0 0 0 
Natural Force Damage 0 0 0 0 
Excavation 2.6 15.8 2 14 
Other Outside Force 
Damage 0 0.4 0 

0 

Pipe, Weld, or Joint Failure 0 0.2 0 0 
Equipment Failure 0 1.2 0 0 
Incorrect Operations 0 0 0 0 
Other 0 0.2 0 0 
Total 2.6 17.8 2 14 

 
The Department notes that the number of hazardous main leaks for 2024 is below the five-year 
average and the same figure for hazardous service leaks is also below the five-year average. 
 
Excavation damages have consistently been the leading cause of main leaks (both hazardous and non- 
hazardous). Excavation damages were also the leading cause of hazardous service leaks, while most 
non-hazardous service leaks were caused by equipment failure. The leading leak causes in 2024 are 
consistent with historic leading leak causes. 

Table 13 summarizes the number of leaks per thousand miles of main for mains and the number of 
leaks per 1,000 services for services. 
 

Table 13: Main and Services Leaks by Distance or Number of Services53 

 
Unit of Measure 

5-Year Average for Years 2019 - 
2023 

Year 2024 

Main Leaks Service Leaks Main Leaks Service Leaks 
Leaks/1,000 Miles 3.1 NA 2 NA 

Leaks/1,000 Services NA 4.1 NA 8.6 

The Department concludes that the Company provided the required integrity management plan 
reporting. 
 

B.13. Excess Flow Valves (EFVs) and Manual Shut-Off Valves 
 
The “Notice of Gas Service Quality Reporting Requirements” included the following language regarding 
this topic:54 
 

 
52 Ibid. 
53 Ibid. 
54 Notice of Gas Service Quality Reporting Requirements at 9. 
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All Gas Utilities (except GMG, which has already completed the required 
outreach) shall confirm with the Commission that they have completed 
their EFV and manual. shut-off valve outreach pursuant to the 
Commission’s July 31, 2019, Order in Docket No. 18-41. Upon receiving 
confirmation from the Commission, utilities that have competed their EFV 
and manual shut-off valve outreach may cease annual reporting on EFVs, 
manual shut-off valves and related outreach in their annual service quality 
reports, including the reporting of EFV and manual shut-off valve data 
pursuant to the Commission’s November 14, 2019, Order in Docket Nos. G-
004/M-19-280, G-004/M-19-300, G-011/M-19-303, and G-002/M-19-305. 
Utilities shall continue appending their annual PHMSA reports to their 
service quality reports, which contains information on the number of EFVs 
and manual shut-off valves installed on their system. 
 
As noted in the “Notice of Gas Service Quality Reporting Requirements,” 
GMG has already satisfied this reporting requirement, so the Company did 
not provide this information in its Report.55 

 
B.14. MNOPS Violation Reporting 

 
As outlined in the Commission’s “Notice of Gas Service Quality Reporting Requirements,” utilities are 
required to provide a summary of any violations cited by MNOPS along with a description of the 
violation and remediation in each circumstance, and a count of violations by citation code.56 
 
GMG reported that it did not receive any violation letters from MNOPS in 2024.27 

B.15. Web-Based Metrics 
 
The “Notice of Gas Service Quality Reporting Requirements” included the following language regarding 
this topic:57 

Beginning in 2025, for reporting year 2024, All Gas Utilities shall report: 

• The percentage of uptime of the utility’s enterprise-wide website 
(may not be state Specific.) 

GMG reported that its enterprise-wide website uptime was 99.95% or higher for the 2024 year.58 

• The percentage of uptime for web payment services ability (defined as 
the percentage of time that web payment services are available to 
some customers on utility-based platforms.) 

 
55 Ibid. 
56 Notice of Gas Service Quality Reporting Requirements at 9. 
57 Ibid. 
58 Petition, page 9. 
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GMG reported that its web payment services ability through third-party payment processing service was 
not able to be provided to GMG. GMG states that it did not receive any complaints from customers 
regarding an inability to make payments via the processor’s platform.59 
 

• The error rate percentage for the utility-based payment services 
(defined as payment processing error rate – does not include errors 
outside of the utility’s control such as non-sufficient funds (“NSF”), 
expired customer debit or credit cards, etc.) 

The yearly total number of website visits to initial facing enterprise-wide website (may not be state 
specific.) 

• The yearly number of logins via electronic customer communication platforms (to include 
enterprise-wide website and mobile apps, if applicable; may not be state-specific and provides 
combined total for all customer logins, regardless of platform. 

GMG expects to report on the above information in their annual service quality reports for 2025 which 
will be filed on April 1, 2026. 

IV. RECOMMENDATION 

Based on its review and analysis, the Department recommends that the Commission accept Greater 
Minnesota’s 2024 Annual Service Quality Report.  

 
59 Ibid. 
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Sasha Bergman

Executive Secretary

Minnesota Public Utilities Commission 

121 7th Place East, Suite 350

St. Paul, Minnesota 55101-2147





RE:	Comments of the Minnesota Department of Commerce, Division of Energy Resources

[bookmark: _Hlk204852479][bookmark: _Hlk204849291]Docket No. G022/M-25-35





Dear Ms. Bergman:



Attached are the Comments of the Minnesota Department of Commerce, Division of Energy Resources (Department) in the following matter:

[bookmark: _Hlk204849386]2024 Annual Gas Service Quality Report (Report) submitted by Greater Minnesota Gas, Inc. (Greater Minnesota, GMG, or the Company).



Greater Minnesota filed the report on May 1, 2025.



The Department recommends the Minnesota Public Utilities Commission (Commission) accept Greater Minnesota’s 2024 Annual Gas Service Quality Report. The Department is available to answer any questions that the Commission may have.

Sincerely,





/s/ Dr. SYDNIE LIEB

Assistant Commissioner of Regulatory Analysis





AT/ad

Attachment

85 7th Place East - Suite 280 - Saint Paul, MN 55101 | P: 651-539-1500 | F: 651-539-1547
mn.gov/commerce
An equal opportunity employer
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Before the Minnesota Public Utilities Commission



Comments of the Minnesota Department of Commerce 

Division of Energy Resources



Docket No. G022/M-25-35





I. [bookmark: I._BACKGROUND]INTRODUCTION



Greater Minnesota Gas (Greater Minnesota, GMG, or The Company) filed its 2024 annual gas service quality report (Report) on May 1, 2025. The Report covers the issues established in previous Minnesota Public Utilities Commission (Commission) Orders, including, but not limited to, call center response times, meter reading performance, involuntary disconnections, extension requests, customer deposits, customer complaints, gas emergency response times, excavation damages, and service interruptions. 



The Department has reviewed the Company’s Report and provides analysis below.



II. [bookmark: II._SUMMARY_OF_REPORT_AND_DEPARTMENT_ANA]PROCEDURAL BACKGROUND 



		April 16, 2009 

		The Commission opened an investigation into natural gas service quality standards and requested comments from the Minnesota Department of Commerce (Department) and all Minnesota regulated natural gas utilities in Docket No. G999/CI-09-409.[footnoteRef:2] [2:  In the matter of a Commission Investigation into Gas Utility Service Quality Standards, Notice of Comment Period, April 16, 2009, Docket No. G999/CI-09-409 (eDockets) 20094-36334-01.] 




		

		



		August 5, 2009

		Issues related to Docket No. G999/CI-09-409, came before the Commission after various rounds of comments and discussion. During this Commission Agenda Meeting, Greater Minnesota Gas, Inc. (Greater Minnesota, GMG, or the Company) argued that, due to its size relative to Minnesota’s larger regulated gas utilities, certain reporting requirements should be modified.





		January 18, 2011

		In its January 18, 2011, Order—Setting Reporting Requirements (Docket No. G999/CI-09-409 Order), the Commission determined Greater Minnesota must provide service quality information in the same manner as other Minnesota gas utilities, except as modified by the Commission’s 09-409 Order.[footnoteRef:3]  [3:  In the matter of a Commission Investigation into Gas Utility Service Quality Standards, Order Setting Reporting Requirements, January 18, 2011, Docket No. G999/CI-09-409 (eDockets) 20111-58629-01.
] 






		November 18, 2022

		The Commission established a Natural Gas Service Quality Working Group (NGWG) in Docket No. G002, G022, G004, G011, G008/CI-22-548 (Docket 22-548) to develop and refine future reporting requirements for natural gas utilities.[footnoteRef:4] The Order in this docket adopted the NGWG’s recommendations and authorized the Executive Secretary to establish a comprehensive list of current gas service quality reporting requirements which all gas utilities shall work from in future reporting. This list was documented in the February 2, 2024 Notice of Gas Service Quality Reporting Requirements.[footnoteRef:5] [4:  Notice of Comment and Workgroup in the Matter of an Exploration of Comparative Performance Metrics and Improvements to Natural Gas Service Quality Reports, November 18, 2022, Docket No. G002, G022, G004, G011. G008/CI-22-548 (eDockets) 202211-190735-01.]  [5:  In the Matter of an Exploration of Comparative Performance Metrics and Improvements to Natural Gas Service Quality Reports, Notice of Gas Service Quality Reporting Requirements, February 2, 2024, Docket No. G002, G022, G004, G011. G008/CI-22-548, (eDockets) 20242-203037-01 (hereinafter, “Gas Service Quality Reporting Requirements”).] 






		May 1, 2025

		Greater Gas filed its 2024 annual service quality report in the current docket.[footnoteRef:6] [6:  Greater Minnesota Gas, Petition and Service Quality Metrics Spreadsheet, May 1, 2025, Docket No. G022/M-25-35, (eDockets) 20255-218529-01 and 20255-218529-02 at Attachment B (hereinafter, “Petition” and “Service Quality Metrics Spreadsheet”).
] 








III. SUMMARY OF REPORT AND DEPARTMENT ANALYSIS

The Department reviewed GMG’s 2024 Report to assess compliance with the reporting requirements established by the Commission. The Department used information from past annual reports to identify issues and trends regarding Greater Minnesota’s performance.

The Department provides responses to the Commission’s questions and a summary of the Department’s review of GMG’s 2024 Report.

A. RESPONSE TO COMMISSION QUESTIONS

A.1. Should the Commission accept CenterPoint, GMG, Great Plains, MERC, and Xcel Energy’s 2024 Annual Gas Service Quality Reports?



Based on its review of Greater Minnesota Gas’ 2024 Annual Natural Gas Service Quality Report, the Department recommends the Commission accept the 2024 Report.



A.2. Are there other issues or concerns related to this matter?

The Department did not identify any other issues or concerns during its review of the Report.



B. REPORT ANALYSIS



The Department reviewed Greater Minnesota’s 2024 Report to assess compliance with the updated reporting requirements established by the Commission in Docket 22-548. The Department used information from past annual reports to facilitate identification of issues and trends regarding Greater Minnesota’s performance.

The Department provides responses to the Commission’s questions and a summary of the Department’s review of Greater Minnesota’s 2024 Report.



B.1. PHMSA Gas Distribution Reports



[bookmark: _Hlk204852123]The Commission issued its “Notice of Gas Service Quality Reporting Requirements” on February 2, 2024, in Docket Number 22-548.[footnoteRef:7] That document included the following language regarding this topic: [7:  In the Matter of an Exploration of Comparative Performance Metrics and Improvements to Natural Gas Service Quality Reports, Notice of Gas Service Quality Reporting Requirements, February 2, 2024, Docket No. G002,G022,G004,G011,G008/CI-22-548 (eDockets) 20242-203037-01 (hereinafter “Notice of Gas Service Quality Reporting Requirements”).] 




“All Gas Utilities shall append their annual PHMSA[footnoteRef:8] Gas Distribution Reports to their Gas Service Quality Reports.” [8:  PHMSA = Pipeline and Hazardous Materials Safety Administration.] 




GMG included that information in Attachment B to the Report. Hence, the Department concludes the Company has complied with this reporting requirement for 2024.

B.2. Call Center Response Time

The “Notice of Gas Service Quality Reporting Requirements” issued on February 2, 2024, included the following language regarding reporting requirements for the Company:

[bookmark: _Hlk204852227]GMG shall report:



· The total number of phone calls received during each annual reporting period; and

· [bookmark: _Hlk204852802]The number of times a phone rings before it is answered. 



All Gas Utilities shall report:





· The average time required to answer an incoming all.[footnoteRef:9] [9:  Notice of Gas Service Quality Reporting Requirements at 6. Internal citations omitted.] 




[bookmark: _bookmark1]In its Report, Greater Minnesota reported that the incoming call rate is less than the number of calls received over the last several years. The Company explained this decrease in call volume in its report stating, “[…] GMG can only speculate regarding the reason for the decrease, GMG believes that it is likely related to GMG’s change in billing software and the associated electronic payment vendor in 2024. As part of the transition process, GMG engaged in substantial telephone outreach to customers to help them get set up with the new system.”[footnoteRef:10] Incoming calls to the Company include both customer-related and non-customer-related matters. In addition to issues such as payment or service questions, this phone line also takes calls from potential customers, developers, and builders, and receives other inquiries which may not be related to Greater Minnesota’s natural gas operations. [10:  Petition, at 2-3.] 








The Company’s 2013-2024 historical call volumes are summarized in Table 1.

[bookmark: Table_1:_Call_Volume_Data_(2014-2023)3F]Table 1: Call Volume Data (2014-2024)[footnoteRef:11]  [11:  Service Quality Metrics Spreadsheet. Historical information taken from prior annual reports and previous Department Comments. See In the Matter of Greater Minnesota Gas’ 2023 Annual Gas Service Quality Report, September 18, 2024, Docket No. G022/M-24-35 (eDockets) 20249-210298-01 (hereinafter “Historical Information taken from prior annual reports”).] 


		Year

		Number of Calls Received (Yr.)

		Annual Percentage Change in Calls



		2013

		12,876

		NA



		2014

		13,399

		4.06%



		2015

		11,308

		(15.61)%



		2016

		10,812

		(4.39)%



		2017

		10,705

		(0.99)%



		2018

		10,981

		2.58%



		2019

		10,927

		(0.49)%



		2020

		11,893

		8.84%



		2021

		12,713

		6.89%



		2022

		12,997

		2.23%



		2023

		13,679

		5.25%



		10-year Avg.

		11,639

		



		2024

		10,371

		(24.18)%



		% Chg. from 10-yr Avg.

		(10.89)%

		







The Department included a ten-year average and an annual percentage change calculation to this table for 2024. The Company’s 2024 results are compared to both the ten-year average and the 2023 results on a percentage basis. The intent of the inclusion of these two estimates was to provide both a long-term and short-term perspectives on how the different metrics are changing. The Department notes that the number of calls received in 2024 was 10.89% lower than the ten-year average number of calls received and 24.18% lower than the number of calls received in 2023. 



The Company also included the average time required to answer a call (in seconds) for 2024 in the Report. GMG noted that incoming calls are answered live within three rings, or approximately 15 seconds.[footnoteRef:12]  [12:  Petition, at 15.] 




If GMG customer service is unable to answer the call within three rings, the call is forwarded to a professional live telephone answering service which typically answers within one additional second.[footnoteRef:13] This call response time is consistent with what the Company reported in 2023. [13:  Petition, at 2-3.] 


Based upon the information the Company included in its Report, the Department concludes Greater Minnesota met the Commission reporting requirements for call center response time.

B.3. Meter Reading Performance

The “Notice of Gas Service Quality Reporting Requirements” included the following language regarding this topic:

All Gas Utilities shall report, as described in Minn. Rules, part 7826.1400;

· 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 that have not been read by utility personnel for periods of six to 12 months and for periods longer than 12 months, and an explanation as to why they have not been read; and

· Data on monthly meter reading staffing levels, by work center and geographical area.[footnoteRef:14] [footnoteRef:15] [14:  Notice of Gas Service Quality Reporting Requirements at 3.]  [15:  Minn R. 7826.1400] 


GMG provided detailed meter-reading information, including information on its monthly meter- reading staffing levels.[footnoteRef:16] Table 2 (following page) summarizes Greater Minnesota’s meter-reading statistics. [16:  Petition, at 3.] 


The Company has grown over the last ten years. In 2024 the number of meters billed was 6.92% above the ten-year average and 4.15% larger than 2023. As noted in Table 2, (following page) GMG reported that all meters were read by the Company in 2024, consistent with 2023. Greater Minnesota also reported zero unread meters for more than six months and zero unread meters for greater than 12 months in calendar year 2024.[footnoteRef:17]  [17:  Ibid.] 




The Company addresses its requirement regarding meter reading staffing levels in the 2024 Report and maintains one technician in each of its three regions (southern, central, northern) for meter reading data collection.[footnoteRef:18] Greater Minnesota also reported all meters have automatic meter reading capabilities and back-up support can be provided to assist live technicians if necessary. [18:  Petition, at 2-3.] 










[bookmark: _bookmark3]Table 2: Meter Reading Data (2013-2024)[footnoteRef:19] [19:  Service Quality Metrics Spreadsheet. Historical information taken from prior annual reports. ] 


		

Year

		Total Meters

Billed

		Company Read

		%

Company Read

		

Self-Read

		%

Self-Read

		Annual Number Estimated

		%

Estimated



		2013

		62,868

		56,623

		90.07%

		336

		0.10%

		1,376

		9.4%



		2014

		66,284

		64,357

		97.09%

		372

		0.50%

		1,555

		2.35%



		2015

		80,580

		79,570

		98.75%

		135

		0.17%

		1,010

		1.25%



		2016

		84,371

		83,784

		99.30%

		133

		0.16%

		458

		0.54%



		2017

		92,456

		92,297

		99.83%

		23

		0.03%

		136

		0.15%



		2018

		99,567

		99,561

		99.99%

		0

		0.00%

		6

		<0.01%



		2019

		106,350

		106,350

		100.00%

		0

		0.00%

		0

		0.00%



		2020

		113,067

		112,954

		99.90%

		0

		0.00%

		113

		0.10%



		2021

		120,550

		120,546

		99.99%

		0

		0.00%

		6

		0.005%



		2022

		122,640

		122,638

		99.99%

		0

		0.00%

		2

		0.002%



		2023

		128,499

		128,499

		100.00%

		0

		0%

		0

		0%



		10-year

Avg.

		101,436

		101,056

		99.48%

		100

		0.145%

		466

		1.38%



		2024

		133,836

		133,732

		99.92%

		0

		0%

		104

		0.08 %



		% Chg. from 10-

yr Avg.

		6.92%

		7.66%

		0.55%

		-100%

		-100%

		-100%

		-100%



		% Chg. 2024 from

2023

		4.15%

		4.07%

		-0.08%

		NA

		NA

		-100%

		-100%







The Department concludes the Company met the meter reading reporting requirements for 2024.



B.4. Involuntary Service Disconnection Data



The “Notice of Gas Service Quality Reporting Requirements” included the following language regarding this topic:

All Gas Utilities shall append their December Residential Customer Status Reports, including data for January through December as filed in Docket No. E,G-999/PR-YY-02, in their annual service quality reports. Gas Utilities shall also provide a narrative explanation of their involuntary service disconnection performance, as needed, including steps taken to improve performance in the future.[footnoteRef:20][footnoteRef:21] [20:  Notice of Gas Service Quality Reporting Requirements at 4.]  [21:  Minn R. 7826.1500] 


GMG included that information in Attachment A to the Report. Table 3 summarizes Greater Minnesota’s historical residential customer disconnection statistics:



[bookmark: Table_3:_Involuntary_Disconnections_(201]Table 3: Involuntary Disconnections (2013-2024)[footnoteRef:22],[footnoteRef:23]  [22:  Ibid.]  [23: In the Matter of Greater Minnesota Gas’ 2014 Annual Gas Service Quality Report, July 22, 2015, Docket No. G022/M-15-434, (eDockets) 20157-112669-01 (hereinafter “Department’s 2015 Comments”) As Noted in the Department’s Comments in the 2014 service quality report, older data may not be comparable to more recent data given the data concerns identified in that docket. These comparability issues still exist, so caution should be used when comparing older involuntary disconnection information with the post-2014 data.] 


		Year

		Number of Involuntary Disconnections



		2013

		63



		2014

		125



		2015

		122



		2016

		69



		2017

		39



		2018

		43



		2019

		16



		2020[footnoteRef:24] [24:  A disconnection moratorium was in effect from March 2020 to August 2021. See Docket E, G999/CI-20-375.] 


		0



		2021

		18



		2022

		66



		2023

		39



		10-year Avg.

		54



		2024

		43



		% Chg. from 10-yr Avg.

		17%



		% Chg. 2024 from 2023

		10%





Involuntary disconnections in 2024, were 20% lower than the ten-year average and 10% higher than 2023.

GMG provided a summary of disconnect information from 2015 –2024 in Attachment A of the Petition. The Department developed Table 4 using that information. The Company has been increasing the number of residential customers since 2015 while disconnects have varied year-over-year without a clear trend. The Company typically has approved all requested Cold Weather Rule (CWR) requests since 2015.

Table 4: Residential Customer Involuntary Disconnect Data (2015 – 2024)[footnoteRef:25],[footnoteRef:26] [25:  Petition, Attachment A (PDF page 14).]  [26:  As noted in the Department’s 2015 Comments, Comments in the 2014 service quality report, older data may not be comparable to more recent data given the data concerns identified in Docket. No. G022/M-15-434. As such, this table only includes data from 2015 -2023 as summarized in the Petition’s Attachment A.] 


		Year

		# of Res. Cust.

		Received Disconnect Notice

		# of CWR Requests

		% of CWR Requests Approved

		Disconnected Involuntarily

		Restored within 24 Hours

		# Entering Payment Plan



		2015

		6,036

		N/A

		29

		100%

		122

		97

		29



		2016

		6,717

		N/A

		18

		100%

		67

		77

		18



		2017

		7,310

		N/A

		14

		100%

		39

		38

		14



		2018

		7,770

		N/A

		13

		100%

		38

		52

		13



		2019

		8,175

		N/A

		9

		100%

		17

		17

		9



		2020

		8,586

		N/A

		0

		-

		0

		0

		0



		2021

		8,939

		N/A

		0

		-

		18

		6

		5



		2022

		9,411

		1,663

		0

		-

		66

		11

		66



		2023

		9,647

		1,160

		1

		100%

		39

		4

		37



		8-Yr Avg

		8,319

		1,663

		7

		100%

		35

		26

		20



		2024

		9,925

		705

		1

		100%

		43

		14

		1



		2024 - 8-

Yr Avg %

		19%

		58%

		-85%

		0%

		23%

		-46%

		-95%



		2024 -

2023 %

		3%

		-39%

		NA

		NA

		10%

		250%

		-97%





The Department concludes the information Greater Minnesota provided regarding involuntary disconnections for 2024 met the new reporting requirements.

B.5. Service Extension Requests

The “Notice of Gas Service Quality Reporting Requirements” included the following language regarding Greater Minnesota’s reporting requirements:[footnoteRef:27] [footnoteRef:28] [27:  Notice of Gas Service Quality Reporting Requirements, at 4. Internal citations omitted.]  [28:  Minn. R. 7826.1600] 


GMG shall report:

Information on extensions to new service areas;

· The addition of new customers on existing mains;

· A discussion of requests for change in service to areas already served by the company;

· Copies of advertisements to potential new customers;

· The date deposits were first taken for a new service area; and

· An explanation of why customers along existing mains and services were denied service.



Table 5 below provides the historical information for new main extension projects.

Greater Minnesota did not undertake any new major extension projects in 2024. The Company hasn’t developed any new major extension projects since 2019. This change of not adding new main extension projects since 2019, greatly lessens the value of the information derived from the 7-year average and the percentage changes in 2024 from that average and the percentage change from 2023 to 2024 in Table 5. These percentages are calculated below.



[bookmark: Table_5:_New_Main_Extension_Projects_(20]Table 5: New Main Extension Projects (2016-2024)[footnoteRef:29]  [29:  Service Quality Metrics Spreadsheet. Historical information taken from prior annual reports] 


		Year

		Est.

Number of New Res.

Cust.

		Actual Number of New Res.

Cust.

		Est. Number of New Firm Comm. Cust.

Added

		Number of New Firm Comm. Cust.

		Est. Number of New Int.

Comm. Cust.

		Number of New Int.

Comm. Cust.



		2016

		404

		374

		27

		28

		3

		3



		2017

		281

		278

		1

		1

		0

		0



		2018

		243

		314

		22

		22

		4

		4



		2019

		0

		0

		0

		0

		0

		0



		2020

		0

		0

		0

		0

		0

		0



		2021

		0

		0

		0

		0

		0

		0



		2022

		0

		0

		0

		0

		0

		0



		2023

		0

		0

		0

		0

		0

		0



		7-yr Avg.

		75

		85

		3

		3

		.57

		.57



		2024

		0

		0

		0

		0

		0

		0



		% Chg. from

7-yr Avg.

		-44%

		-38%

		-57%

		-57%

		-43%

		-43%



		% Chg. 2024

from 2023

		NA

		NA

		NA

		NA

		NA

		NA







[bookmark: Table_6:_On-Main_Customers_Added_(2016-2]Greater Minnesota also provided monthly data for on-main customer additions—customers who had access to GMG service but had not previously requested service. The Department provides a summary of annual service extensions for these customers in Table 6, below. 



























Table 6: On-Main Customers Added (2016-2024)[footnoteRef:30]  [30:  Ibid.] 


		Year

		Res. Service Requests

		Avg # of Days

to Install

		Firm Comm.

Service Requests

		Avg # of Days

to Install

		Int.Comm. Service Requests

		Avg # of Days

to Install

		Denied Service Requests



		2016

		276

		27

		7

		23

		2

		26

		0



		2017

		178

		30

		24

		13

		1

		8

		0



		2018

		327

		27

		0

		0

		1

		35

		0



		2019

		448

		25

		29

		12

		5

		4

		0



		2020

		389

		21

		61

		33

		4

		36

		0



		2021

		418

		19

		66

		12

		1

		13

		0



		2022

		374

		18

		62

		17

		0

		0

		0



		2023

		292

		17

		83

		14

		3

		4

		0



		7-yr Avg.

		347 

		22

		46

		14

		2

		14

		0



		2024

		248

		26

		50

		29

		3

		43

		0



		% Chg. from

7-yr Avg.

		 0.87%

		18%

		28%

		-13%

		0%

		-17%

		NA



		% Chg. 2024

from 2023

		-15%

		53%

		-40%

		107%

		50%

		473%

		NA







In 2024, the Company added 248 residential, 50 firm commercial and 3 interruptible commercial on-main customers and denied no service requests. The 2024 results compared to the seven-year average shows the number of new on-main residential service requests declined 0.87%, while the number of firm commercial service requests increased 28% and the number of interruptible commercial customers service requests remained the same as 2023.



Between 2023 and 2024, the number new on-main residential service requests declined 15%, while the number of firm commercial service requests increased 40% and the number of interruptible commercial customers service requests reflects a 50% increase.

The average time required to extend service in 2024 compared to the seven-year average was 18% lower for residential customers, 13% lower for firm commercial customers, and 17% lower for interruptible commercial customers.

Between 2023 and 2024, average time to extend service for residential customers increased from 17 days in 2023 to 26 days in 2024, the average time to extend service for the firm commercial service requests increased from 14 days in 2023 to 29 days in 2024. There were 3 interruptible commercial service requests in both 2023 and in 2024; these requests took an average of 43 days to install in 2024 compared to a seven-year average of 14 days.



The on-main service extension data for 2024 appears acceptable while results reflect an increase to install times for all on-main customers. Despite these increases there is an overall decrease to seven-year average install times for all on-main customers.

Given the small number of customer complaints in 2024, as discussed in below, the Department concludes the Company has reasonably dealt with service requests in 2024.

Since the Company did not extend into new geographical areas in 2024, it did not distribute any advertisements or solicitations and therefore, appended no sample copies. As stated on page 4 of the 2024 petition, Greater Minnesota did not deny service to any customer requesting service in 2024.



The Department concludes the Company complied with the Commission’s updated reporting requirements relative to service extensions.



B.6. Customer Deposits



Minnesota Rules 7826.1900 is applicable to regulated electric utilities.[footnoteRef:31] The Commission required each natural gas utility to provide data on the number of customers required to make a deposit as a condition of receiving service for several years.[footnoteRef:32] [31:  Minn. R. 7826.1900.]  [32:  Gas Service Quality Reporting Requirements, at 5.] 




The Commission issued its “Notice of Gas Service Quality Reporting Requirements” on February 2, 2024, in Docket Number G002,G022,G004,G011,G008/CI-22-548. That document included the following language regarding this topic:[footnoteRef:33] [33:  Ibid.] 




All Gas Utilities shall report on customer deposits within their annual service quality reports whenever their deposit collection policies change. These reports shall include:



· a description of the previous deposit collection policy;

· a description of the new deposit collection policy;

· the reason for the policy change; and

· data from the previous three years regarding the number of customers who were required to make a deposit as a condition of receiving service including the total number of deposits held at the end of each year.

The Company noted in its Report: “GMG did not make any changes to its customer deposit policy in 2024 and therefore does not meet the requirement for customer deposit data as discussed above.”[footnoteRef:34] Greater Minnesota did reference that it required one new commercial customer to provide deposit as a condition of service, consistent with its existing tariff and customer deposit policy. [34:  Petition, at 5.] 




The Department concludes the Company has met the Commission’s customer deposit reporting requirements for 2024.





B.7. Customer Complaints



Docket No. G022/M-25-35

Analysts assigned: Arielle Tiamiyu







The “Notice of Gas Service Quality Reporting Requirements” included the following language regarding the reporting requirements applicable to Greater Minnesota:[footnoteRef:35] [footnoteRef:36] [35:  Gas Service Quality Reporting Requirements.]  [36:  Minn. R. 7826.2000] 


1

1

GMG shall report:



· Complaints received from the Commission’s Consumer Affairs Office (CAO).

· The total number of complaints resolved for each of the following categories:

· Billing errors

· Inaccurate metering

· Wrongful disconnection

· High bills

· Inadequate service

· Service extension intervals

· Service restoration intervals

All Gas Utilities shall include customer complaint data from Minnesota Rules 7820.0500 in their Annual Service Quality Reports.



The Company noted in its Report it had one complaint in 2024 concerning a billing error. This complaint was forwarded from the Commission’s Consumer Affairs Office (“CAO”) and was “related to GMG’s required safety inspection prior to reconnection when the customer’s natural gas service had been disconnected for an extended period.”[footnoteRef:37] There were no forwarded complaints from Office of the Attorney General-Residential Utilities Division (OAG-RUD) in 2024 to GMG. [37:  Petition, at 6.] 


Greater Minnesota’s reported total number of complaints, on an annual basis, is summarized in Table 7 below.

[bookmark: Table_7:_Annual_Total_Complaints_(2013-2]Table 7: Annual Total Complaints (2013-2024)[footnoteRef:38] [38:  Service Quality Metrics Spreadsheet.] 


		Year

		Complaints

		Annual %Chg.



		2013

		3

		NA



		2014

		4

		33%



		2015

		4

		0%



		2016

		1

		-75%



		2017

		4

		300%



		2018

		1

		-75%



		2019

		1

		0%



		2020

		3

		200%



		2021

		0

		-100%



		2023

		1

		NA



		10-yr Avg.

		2.2

		



		2024

		1

		0%



		% Chg. from 10-yr Avg.

		4.8%

		



		% Chg. 2024from 2023

		0%

		







[bookmark: _bookmark15]GMG’s complaint numbers are low in general. This small number of complaints leads to some large annual percentage changes. The ten-year average number of complaints rounded to 2. The 2024 result of 1 complaint is 52% below the ten-year average.

After reviewing the Company’s explanations, the Department concludes that Greater Minnesota’s complaint reporting fulfilled the Commission’s complaint-related reporting requirements.

B.8. Gas Emergency Phone Line Answer Time and Response Times



The “Notice of Gas Service Quality Reporting Requirements” requires the following information on reporting requirements for Greater Minnesota:[footnoteRef:39] [39:  Id.] 




GMG shall report:



· The total number of gas emergency calls received. 



The “Notice of Gas Service Quality Reporting Requirements” requires the following information on this topic:[footnoteRef:40] [40:  Gas Service Quality Reporting Requirements.] 




All Gas Utilities shall report:



· The percentage of emergencies responded to within one hour and within more than one hour.

Table 8 below summarizes the historical number of gas emergency calls and response times.



Greater Minnesota reported 10% more calls in 2024 than the 10-year average, with 266 calls in 2024. The percentage of calls responded to within one hour in 2024 was 89% which was 4% below the ten-year average and 3% below the 2023 response rate. The 2024 average response time was 38 minutes. This response time reflects a 7% increase from the ten-year average time and a 6% increase from the 2023 average.

The 2024 average response time of 38 minutes time is the longest average gas emergency response time over the last ten years. The Department will continue to monitor the average response time for trends. GMG described several efforts underway to improve response times and noted several explanations for the delays in 2024, including road construction, driving conditions, and human error.[footnoteRef:41]  [41:  Petition, at 7.] 





Table 8: Gas Emergency Calls and Response Time (2013-2024)[footnoteRef:42]  [42:  Service Quality Metrics Spreadsheet. Historical information taken from prior annual reports.] 




		Year

		# of Calls

		% of Calls Responded < one hour

		# of Calls Responded > one hour

		Avg Response Time (minutes)



		2013

		88

		85%

		15%

		16



		2014

		110

		93%

		7%

		36



		2015

		123

		94%

		6%

		33



		2016

		219

		95%

		5%

		30



		2017

		220

		93%

		7%

		30



		2018

		248

		96%

		4%

		29



		2019

		269

		94%

		6%

		32



		2020

		249

		93%

		7%

		33



		2021

		200

		96%

		5%

		31



		2022

		380

		93%

		7%

		30



		2023

		311

		86%

		14%

		36



		10-yr Avg.

		233

		93%

		7%

		32



		2024

		266

		89%

		11%

		38



		% Chg. From 10-yr Avg.

		10%

		0%

		0%

		7%



		% Chg. 2024 from 2023

		-14%

		-3%

		-24%

		6%







The Department concludes that Greater Minnesota’s gas emergency phone timeline answer time information in the 2024 Report fulfilled the Commission’s gas emergency phone timeline answer time- related reporting requirements.



B.9. Excavation Damages (formerly Mislocates)



The “Notice of Gas Service Quality Reporting Requirements” requires:[footnoteRef:43] [43:  Notice of Gas Service Quality Reporting Requirements at 7.] 




All Gas Utilities shall report on excavation damages using the following metrics:



a. The number of excavation tickets received;

b. The number of excavation damages;

c. The number of excavation damages per 1,000 excavation tickets, and

d. The number of at-fault damages.[footnoteRef:44]  [44:  The definition of an “at-fault damage” is one where the utility or its contractors are responsible for the damages. It also includes mislocates made by the Company and its contractors] 




An “at fault damage” shall be defined as a damage were the root cause of the damage falls under the responsibility of the utility or its contractors including mislocates made by the company or its contract locating companies.

GMG has been providing its annual PHMSA Gas Distribution Reports, which include excavation ticket data, with its service reports since 2018, so the Department used this data to compare the 2024 excavation damages data in Table 9, below.

Table 9: Excavation Damages (2018-2024)[footnoteRef:45]  [45:  Petition, Attachment B.] 


		

Year

		# of Excavation Tickets

		# of Excavation Damages

		Damages per 1,000 Locate Requests



		2018

		9,312

		23

		2.47



		2019

		10,310

		19

		1.84



		2020

		10,686

		22

		2.06



		2021

		11,902

		24

		2.02



		2022

		9,988

		11

		1.1



		2023

		9,316

		18

		1.93



		5-Yr Average

		10,440

		20

		1.9



		2024

		8,940

		16

		1.8



		% Chg 2024 to 5-Yr Avg

		-14%

		-20%

		-5%



		% Chg 2024 to 2023

		-4%

		11%

		-7%





The number of excavation tickets and the number of excavation damages in 2024 were lower than the five-year average, and the Percentage (%) of Damages per 1,000 locate requests compared to the five-year average decreased slightly and the percentage change between 2023 and 2024 for this same metric decreased slightly. 



The Company reported four at-fault excavation damages in 2024. This value is a 100% increase from the two reported at-fault excavation damages in 2023, due to a lack of historic data regarding this metric the Department will be monitoring future figures related to this issue for potential trends. 

The Department concludes the Company has met the Excavation Damages reporting requirement for 2024.



B.10. Gas Service Interruptions

The “Notice of Gas Service Quality Reporting Requirements” required Greater Minnesota to report the following information on service interruptions:[footnoteRef:46] [46:  Notice of Gas Service Quality Reporting Requirements at 7.] 


GMG shall report: 



· The number of unplanned service interruptions for outages due to:

· Low system pressure,

· Third party damage,

· Other causes,

· The number of customers affected by each outage.

· The number of outages caused by GMG’s employees or contractors.



Table 10 summarizes GMG’s system damage events separated into damage caused by GMG and damage caused by others.

Table 10: Gas System Damage (2013-2024)[footnoteRef:47] [47:  Service Quality Metrics Spreadsheet. Historical information taken from prior annual reports.] 


		Year

		Damage - GMG

		Damage - Others

		Total



		2013

		0

		9

		9



		2014

		0

		9

		9



		2015

		0

		7

		7



		2016

		0

		9

		9



		2017

		4

		8

		12



		2018

		5

		18

		23



		2019

		4

		15

		19



		2020

		6

		16

		22



		2021

		12

		12

		24



		2022

		1

		10

		11



		2023

		0

		18

		18



		10-yr Avg.

		3.2

		12.2

		15.4



		2024

		0

		16

		16



		% Chg. from 10-yr Avg.

		-100%

		8%

		6%



		% Chg. 2024 from 2023

		-100%

		-11%

		-11%







The Company identified 16 unplanned service interruption events in 2024. All 16 were the result of third-party damages.[footnoteRef:48] None of the service interruptions were related to low system pressure or other causes. Of the 16 service interruptions in 2024, all were the result of third-party damages, with GMG stating that four of these were the fault of GMG’s locating contractor due to improper locating practices. Fifteen outages affected one customer per outage out of the 16 outages reported in 2024, and one outage did not impact any customers. [48:  Petition, at 8.] 




The 2024 results for total damage events were 6% higher than the ten-year average and an 11% decrease in comparison with 2023. For damages caused by GMG, the 2024 results were 0, hence both percentage changes compared to the ten-year average and the 2023 results were -100%. As for damage caused by others, the 2024 results were 8% above the ten-year average with an 11% decrease in comparison with 2023 results.

The Department concludes that Greater Minnesota has complied with the Commission’s reporting requirements for Gas Service Interruptions.

B.11. Major Incident Reporting

The “Notice of Gas Service Quality Reporting Requirements” included the following language regarding this topic:[footnoteRef:49] [49:  Notice of Gas Service Quality Reporting Requirements at 8.] 


All Gas Utilities shall report:



· Summaries of major events that are immediately reportable to the Minnesota Office of Pipeline Safety (MNOPS) according to the criteria used by MNOPS to identify reportable events.

· Each summary shall include the following items:

· The location

· When the incident occurred

· How many customers were affected.

· How the company was made aware of the incident

· The root cause of the incident

· The actions taken to fix the problem.

· What actions were taken to contact customers

· Any public relations or media issues

· Whether the customer or the company relighted

· The longest any customer was without gas service during the incident.

Greater Minnesota didn’t have any major reportable events in 2024. From 2014 to 2023, the Company reported an average of 0.4 major reportable events per year.[footnoteRef:50] [50:  In the Matter of Greater Minnesota Gas’ Annual Gas Service Quality Report for the Calendar year of 2023, Service Quality Report Statistics 2023, May 1, 2024, Docket No. G022/M-24-35 (eDockets) 20245-206292-02. Historical information taken from prior annual reports.] 




The Department concludes that the Company met the required major incident reporting requirements for 2024.



B.12. Integrity Management Plan Reporting

The “Notice of Gas Service Quality Reporting Requirements” included the following language regarding this topic that pertains to GMG:[footnoteRef:51] [51:  Notice of Gas Service Quality Reporting Requirements at 8.] 




Xcel Energy, MERC, GMG, and Great Plains shall report the following metrics from their Annual PHMSA Distribution Reports in their service quality reports:





· Miles of Distribution Main

· Number of Main Leaks

· Number of Main Leaks by Cause

· Number of Hazardous Main Leaks by Cause

· Main Leaks per 1,000 Miles of Main

· Number of Services

· Number of Service Leaks

· Number of Service Leaks by Cause

· Number of Hazardous Service Leaks by Cause

· Service Leaks per 1,000 Services

The Department decided to include some historical information regarding the Company’s performance regarding gas leaks on its distribution system. Table 11 summarizes this information.

Table 11: 2024 GMG Leak Causes Compared to Four-year Average[footnoteRef:52] [52:  Service Quality Metric Spreadsheet and Historical information taken from prior annual reports.] 


		

Leak Cause

		5-Year Average for Years 2019 - 2023

		Year 2024



		

		Main Leaks

		Service Leaks

		Main Leaks

		Service Leaks



		Corrosion

		0

		0

		0

		0



		Natural Force Damage

		0

		0

		0

		0



		Excavation

		2.6

		15.8

		2

		14



		Other Outside Force

Damage

		0

		0.4

		0

		6



		Pipe, Weld, or Joint Failure

		0

		0.4

		0

		0



		Equipment Failure

		0.2

		23

		0

		72



		Incorrect Operations

		0

		0.2

		0

		0



		Other

		0

		0.8

		0

		0



		Total

		2.8

		40.6

		2

		92







The Department notes the number of main leaks in 2024 was lower than the five-year average and the number of service leaks was significantly higher than the five-year average. 

GMG is also required to provide the number of hazardous leaks by cause for mains and service as well. Table 12 (following page) summarizes that information.






Table 12: 2024 GMG Hazardous Leak Causes Compared to Four-year Average[footnoteRef:53] [53:  Ibid.] 


		

Leak Cause

		5-Year Average for Years 2019- 2024

		Year 2024



		

		Main Leaks

		Service Leaks

		Main Leaks

		Service Leaks



		Corrosion

		0

		0

		0

		0



		Natural Force Damage

		0

		0

		0

		0



		Excavation

		2.6

		15.8

		2

		14



		Other Outside Force

Damage

		0

		0.4

		0

		0



		Pipe, Weld, or Joint Failure

		0

		0.2

		0

		0



		Equipment Failure

		0

		1.2

		0

		0



		Incorrect Operations

		0

		0

		0

		0



		Other

		0

		0.2

		0

		0



		Total

		2.6

		17.8

		2

		14







The Department notes that the number of hazardous main leaks for 2024 is below the five-year average and the same figure for hazardous service leaks is also below the five-year average.



Excavation damages have consistently been the leading cause of main leaks (both hazardous and non- hazardous). Excavation damages were also the leading cause of hazardous service leaks, while most non-hazardous service leaks were caused by equipment failure. The leading leak causes in 2024 are consistent with historic leading leak causes.

Table 13 summarizes the number of leaks per thousand miles of main for mains and the number of leaks per 1,000 services for services.



Table 13: Main and Services Leaks by Distance or Number of Services[footnoteRef:54] [54:  Ibid.] 


		

Unit of Measure

		5-Year Average for Years 2019 -

2023

		Year 2024



		

		Main Leaks

		Service Leaks

		Main Leaks

		Service Leaks



		Leaks/1,000 Miles

		3.1

		NA

		2

		NA



		Leaks/1,000 Services

		NA

		4.1

		NA

		8.6





[bookmark: _bookmark24]The Department concludes that the Company provided the required integrity management plan reporting.



B.13. Excess Flow Valves (EFVs) and Manual Shut-Off Valves



The “Notice of Gas Service Quality Reporting Requirements” included the following language regarding this topic:[footnoteRef:55] [55:  Notice of Gas Service Quality Reporting Requirements at 9.] 




All Gas Utilities (except GMG, which has already completed the required outreach) shall confirm with the Commission that they have completed their EFV and manual. shut-off valve outreach pursuant to the Commission’s July 31, 2019, Order in Docket No. 18-41. Upon receiving confirmation from the Commission, utilities that have competed their EFV and manual shut-off valve outreach may cease annual reporting on EFVs, manual shut-off valves and related outreach in their annual service quality reports, including the reporting of EFV and manual shut-off valve data pursuant to the Commission’s November 14, 2019, Order in Docket Nos. G-004/M-19-280, G-004/M-19-300, G-011/M-19-303, and G-002/M-19-305. Utilities shall continue appending their annual PHMSA reports to their service quality reports, which contains information on the number of EFVs and manual shut-off valves installed on their system.



As noted in the “Notice of Gas Service Quality Reporting Requirements,” GMG has already satisfied this reporting requirement, so the Company did not provide this information in its Report.[footnoteRef:56] [56:  Ibid.] 




B.14. MNOPS Violation Reporting



As outlined in the Commission’s “Notice of Gas Service Quality Reporting Requirements,” utilities are required to provide a summary of any violations cited by MNOPS along with a description of the violation and remediation in each circumstance, and a count of violations by citation code.[footnoteRef:57] [57:  Notice of Gas Service Quality Reporting Requirements at 9.] 




GMG reported that it did not receive any violation letters from MNOPS in 2024.27

B.15. Web-Based Metrics



The “Notice of Gas Service Quality Reporting Requirements” included the following language regarding this topic:[footnoteRef:58] [58:  Ibid.] 


Beginning in 2025, for reporting year 2024, All Gas Utilities shall report:

· The percentage of uptime of the utility’s enterprise-wide website (may not be state Specific.)

GMG reported that its enterprise-wide website uptime was 99.95% or higher for the 2024 year.[footnoteRef:59] [59:  Petition, page 9.] 


· The percentage of uptime for web payment services ability (defined as the percentage of time that web payment services are available to some customers on utility-based platforms.)

GMG reported that its web payment services ability through third-party payment processing service was not able to be provided to GMG. GMG states that it did not receive any complaints from customers regarding an inability to make payments via the processor’s platform.[footnoteRef:60] [60:  Ibid.] 




· The error rate percentage for the utility-based payment services (defined as payment processing error rate – does not include errors outside of the utility’s control such as non-sufficient funds (“NSF”), expired customer debit or credit cards, etc.)

The yearly total number of website visits to initial facing enterprise-wide website (may not be state specific.)

· The yearly number of logins via electronic customer communication platforms (to include enterprise-wide website and mobile apps, if applicable; may not be state-specific and provides combined total for all customer logins, regardless of platform.

GMG expects to report on the above information in their annual service quality reports for 2025 which will be filed on April 1, 2026.

IV. RECOMMENDATION

Based on its review and analysis, the Department recommends that the Commission accept Greater Minnesota’s 2024 Annual Service Quality Report. 
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