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PUC#1

Please provide an analysis of whether any of the following reports or data would
enhance the Commission’s evaluation of the company’s level of service

quality:

a.

The data required under Title 49 Code of Federal Reqgulations
§192.1007 (e):

Performance measures developed from an established baseline to
evaluate the effectiveness of a company’s Integrity Management
(IM) program. These performance measures include the following:

(i) Number of hazardous leaks either eliminated or repaired
as required by 8§ 192.703(c) of this subchapter (or total
number of leaks if all leaks are repaired when found),
categorized by cause;

(i) Number of excavation damages;

(iif) Number of excavation tickets (receipt of information by
the underground facility operator from the notification center);

(iv) Total number of leaks either eliminated or repaired,
categorized by cause;

(v) Number of hazardous leaks either eliminated or repaired
as required by § 192.703(c) (or total number of leaks if all
leaks are repaired when found), categorized by material; and

(vi) Any additional measures the operator determines are
needed to evaluate the effectiveness of the operator's IM
program in controlling each identified threat.

A summary of any 2017 emergency response violations cited by
MNOPS along with a description of the violation and remediation in
each circumstance; and

The number of violation letters your company has received from
MnOPS during the year in question.
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MERC Response

MERC believes there would be limited value in the data and reports referenced in
parts (a) — (c) above or any other PHMSA and MnOPS reports as referenced in
PUC #2 in terms of enhancing the Commission’s evaluation of MERC's level of
service quality. The data provided in these reports reflect a snapshot in time and
are dependent on a large number of continually changing dynamics, many of
which are beyond the Company’s control and would not provide any insight into
MERC'’s quality of service.

For example, leaks eliminated or repaired that are not an indication of material
issues (e.g. natural forces, other outside forces, and excavation) could continue
to happen regardless of the Company’s ongoing integrity management programs
and additional reporting requirements to the Commission would not enhance the
Commission’s evaluation of the company’s level of service quality.

Additionally, if or when MERC receives any emergency response violations or
violation letters, the Company reviews and implement training on lessons learned
to the operations staff. Simply reporting on any violations received would not
change MERC's approach to any violations, and MERC does not believe the
Commission’s evaluation of the Company’s service quality would be enhanced by
the review of such information.

Finally, MERC is already subject to many regulatory requirements and oversight
in relation to the design, installation, maintenance, and operations of our pipeline
facilities by PHMSA and MNOPS. These requirements include, but are not
limited to Distribution Integrity Management and Transmission Integrity
Management, which require us to evaluate our systems, and continually work at
improving the safety and reliability of our system. MERC continues to follow
industry best practices by voluntarily participating in implementing a Pipeline
Safety Management System to further enhance employee, public, and pipeline
safety.
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PUC # 2 | Please identify any other PHMSA and MnOPS reporting requirements not
presently collected by the Commission that gas utilities might suggest as being
useful in order to give the Commission a fuller picture of a gas utility’s service
quality performance. This may include reporting required by 49 CFR Part 191
such as the Incident Report required by §191.9 and the Annual Report required
by §191.11
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MERC Response

Please see MERC's response to PUC Request 1.
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premise visits (when the customer’s presence is required).

PHONE 651-296-0406 o ToLL FREE 1-800-657-3782 e FAX 651-297-7073
121 77" PLACE EAST ® SUITE 350 ® SAINT PAUL, MINNESOTA 55101-2147

MN.GOV/PUC



MERC Response

MERC's standard procedure is to offer eight hour customer service windows. In the
event a customer requests a shorter window, MERC is often able to accommodate a 4
hour window. In the Company’s experience, it is more important to customer
satisfaction that the Company’s representatives show up within the time period provided
than that the time window be shorter.
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MERC Response

The length of the window balances our various requirements within our service territory
which encompasses a substantial geographical footprint. MERC has found that the
eight and four hour windows as discussed in MERC'’s response to PUC Information
Request 3, generally meet customer needs. MERC has discussed the potential of a
shorter window, but due to MERC'’s disperse service territory and the need to prioritize
gas emergencies, MERC believes that a two hour window would result in reduced
customer satisfaction. Additionally, MERC is currently piloting a call ahead feature, and
will measure its effectiveness through customer surveys.
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hours?

If your company’s customer service window for customer premise visits (when
the customer’s presence is required) is greater than four hours, are there other
utilities or businesses that give customers a service window greater than four
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MERC Response

As noted in response to PUC Information Request No. 3, upon customer request,
MERC can frequently accommodate a shorter (4 hour) service window.
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MERC Response

As noted in response to PUC Information Request No. 3, upon customer request,
MERC can frequently accommodate a shorter (4 hour) service window. Additionally,
please see MERC's response to PUC Information Request 4 for additional discussion
on why a shorter window is not offered.
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