
 
July 27, 2012 
 
 

Burl W. Haar 
Executive Secretary 
Minnesota Public Utilities Commission 
121 7th Place East, Suite 350 
Saint Paul, Minnesota 55101-2147 
 
RE: Comments of the Minnesota Department of Commerce, Division of Energy Resources 

 Docket No. G001/M-12-411 
 
Dear Dr. Haar: 
 
Attached are the Comments of the Minnesota Department of Commerce, Division of Energy 
Resources (Department) in the following matter: 
 

2011 Annual Service Quality Report (Report) submitted by Interstate Power and Light 
Company, an Alliant Energy Company (Interstate or Company). 

 
The 2011 Annual Service Quality Report was filed on May 1, 2012 by: 
 

Kent Ragsdale 
Managing Attorney--Regulatory 
Interstate Power and Light Company 
200 First Street SE  
Cedar Rapids, Iowa  52406-0351 

 
Based on its review of Interstate’s 2011 Annual Service Quality Report, the Department 
recommends that the Commission accept the Company’s Report pending the Company’s 
response to various inquiries in Reply Comments.  
 
The Department is available to answer any questions that the Commission may have. 
 
Sincerely, 
 
 
/s/ ANGELA BYRNE 
Financial Analyst 
651-296-2510 
 
AB/sm 
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I. BACKGROUND 

 
On April 16, 2009, the Minnesota Public Utilities Commission (Commission) opened an 
investigation into natural gas service quality standards in Docket No. G999/CI
August 26, 2010 Order (09-409 Order

requirements for all regulated Minnesota gas utilities.  The 09
indicators for which data for each calendar year are to be provided by each utility in a 
miscellaneous tariff filing to be made by the following May 1.
 
Interstate Power and Light Company, an Alliant Company, (Interstate or Company) was allowed 
to report commingled gas and electric statistics for 
meter reads, and mislocates.  For the first year, the Company also 
much data as possible from 2010 for service extension request response time.
reportable to the Minnesota Office of Pipeline Safety (MOPS), all utilities were ordered to notify 
the Commission and the Minnesota 
with their notice to MOPS. 

In addition to the requirements in the 09
361 Order) in Docket No. G001/M
to: 

• In future annual reports, include data on average speed of answering calls, in addition 
to reporting on the percentage of calls answered within 20 seconds or less;

• Explain, in their 2011 annual reports, whether the difference between the t
percentage of meters (100%) and the percentage of meters read (by both the utility 
and customers) is equal to the percentage of estimated meter reads;
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On April 16, 2009, the Minnesota Public Utilities Commission (Commission) opened an 
investigation into natural gas service quality standards in Docket No. G999/CI-09

Order), the Commission established uniform repo
for all regulated Minnesota gas utilities.  The 09-409 Order prescribed a list of 

indicators for which data for each calendar year are to be provided by each utility in a 
miscellaneous tariff filing to be made by the following May 1. 

Interstate Power and Light Company, an Alliant Company, (Interstate or Company) was allowed 
to report commingled gas and electric statistics for answer times from its utility call centers, 

For the first year, the Company also was allowed to report only as 
much data as possible from 2010 for service extension request response time.  For events 
reportable to the Minnesota Office of Pipeline Safety (MOPS), all utilities were ordered to notify 

Minnesota Department of Commerce (Department) contemporaneously 

In addition to the requirements in the 09-409 Order, the Commission’s March 6, 2012 Order (11
/M-11-361, et. al directed all regulated Minnesota g

In future annual reports, include data on average speed of answering calls, in addition 
to reporting on the percentage of calls answered within 20 seconds or less;

Explain, in their 2011 annual reports, whether the difference between the t
percentage of meters (100%) and the percentage of meters read (by both the utility 
and customers) is equal to the percentage of estimated meter reads; 

OMMISSION 

OMMERCE 

On April 16, 2009, the Minnesota Public Utilities Commission (Commission) opened an 
09-409.  In its 

, the Commission established uniform reporting 
prescribed a list of 

indicators for which data for each calendar year are to be provided by each utility in a 

Interstate Power and Light Company, an Alliant Company, (Interstate or Company) was allowed 
answer times from its utility call centers, 

was allowed to report only as 
For events 

reportable to the Minnesota Office of Pipeline Safety (MOPS), all utilities were ordered to notify 
contemporaneously 

, the Commission’s March 6, 2012 Order (11-
directed all regulated Minnesota gas utilities 

In future annual reports, include data on average speed of answering calls, in addition 
to reporting on the percentage of calls answered within 20 seconds or less; 

Explain, in their 2011 annual reports, whether the difference between the total 
percentage of meters (100%) and the percentage of meters read (by both the utility 
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• Explain, beginning with their 2011 annual reports, the types of extension requests 
(such as requests for reconnection after disconnection for non-payment) they are 
including in their data on service extension request response times for both locations 
not previously served, as well as for locations that were previously served; 

• Explain, beginning with their 2011 annual reports, the types of deposits (such as new 
deposits from new and reconnecting customers and the total number of deposits 
currently held) included in the reported number of  “required customer deposits”; and 

• Describe, beginning with their 2011 annual reports, the types of gas emergency calls 
included in their gas emergency response times, as well as the types of emergency 
calls included in their reports to the Minnesota Office of Pipeline Safety (MOPS).  
Provide an explanation of any difference between the reports provided to the 
Commission and to MOPS. 

 
In the 11-361 Order, the Commission also specifically directed Interstate to: 
 

• Beginning in its 2011 annual report, provide the number of miles of pipe it operates in 
Minnesota; 

• Explain how it calculates its 2011 “percentage of calls answered within 20 seconds;” 

• Beginning in its 2011 annual report, provide the number of locate requests; and 

• Beginning in its 2011 annual report, report all gas service interruptions on its system 
(not only those service interruptions immediately reportable to the Minnesota Office 
of Pipeline Safety).  

 
On May 1, 2012, Interstate filed its calendar year 2011 Annual Service Quality Report (Report) 
to comply with the 09-409 Order and the 11-361 Order. 
 
 
II. THE DEPARTMENT’S ANALYSIS 

 
In the 09-409 Order, the Commission requested that each Minnesota regulated utility provide 
information on various service quality related reporting metrics.  The Department notes that for 
some metrics, Interstate did not have full calendar year 2010 data.  The 09-409 Order 
acknowledged that the Company would not have data for all months of 2010 for all metrics and 
directed that the Company report as much information as possible in these cases.  In the 11-361 
Order, the Commission requested additional information from all of the utilities to increase the 
clarity and usability of the previously ordered service quality metrics.  The Department addresses 
each of these reporting metrics below. 
 
A. CALL CENTER RESPONSE TIME 

 
Interstate reported the percentage of calls answered within 20 seconds in both tabular and 
graphical detail.  As the 09-409 Order permitted, Interstate reported this metric on a combined 
gas and electric basis.  For 2011, the Company reported that it met the annual standard of  
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answering 80 percent of call center calls in 20 seconds or less.  The average over 12 months was 
85.4 percent, while the monthly percentages ranged from a low of 78.9 percent in July to a high 
of 92.4 percent in February 2011.   
 
Per the 11-361 Order, Interstate clarified that it calculated its annualized performance of 85.4 
percent using the entire year’s data, rather than a simple average of each month’s average results.  
The Company stated that this methodology provides a truer representation of the annual 
performance.  Also in compliance with this order, Interstate reported that its average speed of 
answer was 19.5 seconds.   
 
The Department acknowledges that Interstate has fulfilled the requirements of the 09-409 and 
11-361 Orders. 
 
B. METER READING PERFORMANCE 

 
Interstate reported the following metrics for combined gas and electric meter-reading 
performance on pages 2 and 3 of Appendix A in its Report: 

 
A. the number and percentage of customer meters read by 

Company personnel; 
B. the number and percentage of customer meters self-read by 

customers; 
C. the number and percentage of customer meters that have not 

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

D. data on Company monthly meter-reading staffing levels, by 
work center or geographical area. 

 
Interstate reported that an annual average of 94.5 percent of customer meters were read by utility 
personnel and 0.03 percent were ready by the customer in 2011.  In each month, at least 89 
percent of the Company’s Minnesota meters were read.  Per the 11-361 Order, Interstate 
explained that the difference between the total percentage of meters read (by IPL and customers) 
and 100 percent is equal to the percentage of estimated meter reads. 
 
Interstate provided the number of meters unread for 6 to 12 months and for more than 12 months 
for its Residential, Commercial, Industrial, and Rural customer classes.  The Company stated 
that meters that were not read for more than 12 months were a result of the meter being 
inaccessible to its meter reading staff.  When a meter has not been read for four months or more, 
Interstate will attempt to contact the customer by phone, letter, email, and door hanger 
notifications in an effort to arrange a meter reading appointment with the customer. 
 
Table 1 summarizes the number of meters not read by utility personnel for longer than 12 months 
according to Interstate’s current and past annual report.  
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Table 1: Meters Not Read for Longer than 12 Months 

 

 Residential Commercial Industrial Rural Total 

2010 0 0 0 0 0 

2011 18 0 0 0 18 

 
Interstate provided its monthly staffing levels, which was 11 meter reading staff throughout the 
year.  
 
The Department acknowledges that Interstate has fulfilled the requirements of the 09-409 and 
11-361 Orders. 
 
C. INVOLUNTARY SERVICE DISCONNECTIONS 

 
The Company referenced the involuntary disconnections data that it reported under Minn. Stat. § 
216B.091 and § 216B.096 in Docket No. E,G999/PR-11-02.  Interstate also included copies of 
its monthly Cold Weather Rule reports on pages 5 through 40 of Appendix A in its Report.  
Table 2 summarizes customer disconnection statistics reported by the Company in its Cold 
Weather Rule reports.1 
 

Table 2: Involuntary Disconnection Information 

 

 

Customers 
Receiving 
Disconnect 

Notice 

Customers 
Seeking 
CWR 

Protection* 

Customers 
Granted 
CWR 

Protection* 

% 
Granted 

Customers 
Disconnected 
Involuntarily 

Customers 
Restored 
within 24 

Hours 

Customers 
Restored by 

Entering 
Payment Plan 

2010 37,997 1,976 1,976 100% 509 96 11 

2011 42,347 3,772 3,772 100% 490 63 19 

*Residential customers only 
 
The Department acknowledges that Interstate has fulfilled the requirements of the 09-409 Order. 

 
D. SERVICE EXTENSION REQUESTS 

 
In its 09-409 Order, the Commission required that each utility provide in its annual report 
information on service extension requests in the same manner as detailed in Minnesota Rule 
7826.1600, items A and B, except for information already provided in Minnesota Statute sections 
216B.091 and 216B.096, subd. 11.  The Company provided, as an attachment to its Report, the 
service extension request data per Minnesota Rules.  Interstate further explained that it received 
requests for gas service at new locations during each month in 2011 except for January, February 
and March.    

                                                 

1 Docket Nos. E.G999/PR-10-02 and E,G999/PR-11-02. 
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For locations previously served, Interstate does not differentiate between the types of requests, 
therefore reported data covers all requests for initiation of service including reconnects for 
credit/nonpayment issues.  The Company stated that it does not track response time by account 
for previously served locations, however requests are typically handled the next business day.   
 
For locations not previously served, the average response time to commercial requests was two 
days, while the average response time to residential requests was 4.1 days.  These averages are 
generally timely and fairly consistent with last year’s averages.   
 
The Department acknowledges that Interstate has fulfilled the requirements of the 09-409 and 
11-361 Orders. 
 
E. CUSTOMER DEPOSITS 

 
The reporting metric for customer deposits is the number of customers required to make a 
deposit as a condition of receiving service.  Interstate reported a total of 405 such accounts for 
both its natural gas and electric operations in 2011. 
 
Per the 11-361 Order, the utilities were required to explain the types of deposits included in the 
reported number of “required customer deposits.”  Interstate stated that its data included deposits 
for new and reconnecting Minnesota customers.  The Company also reported that as of 
December 31, 2011 it held 934 deposits for a total of $207,524.   
 
The Department acknowledges that Interstate has fulfilled the requirements of the 09-409 and 
11-361 Orders. 
 
F. CUSTOMER COMPLAINTS 

 
Interstate reported the following metrics for combined gas and electric customer complaints on 
pages 43 through 52 of Appendix A in its Report: 
 

A. the number of complaints received;  
B. the number and percentage of complaints alleging billing 

errors, inaccurate metering, wrongful disconnection, high bills, 
inadequate service, and the number involving service-extension 
intervals, service-restoration intervals, and any other 
identifiable subject matter involved in five percent or more of 
customer complaints;  

C. the number and percentage of complaints resolved upon initial 
inquiry, within ten days, and longer than ten days;  

D. the number and percentage of all complaints resolved by taking 
any of the following actions:  
(1) taking the action the customer requested;  
(2) taking an action the customer and the utility agree is an 

acceptable compromise;   
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(3) providing the customer with information that demonstrates 
that the situation complained of is not reasonably within the 
control of the utility; or 

(4) refusing to take the action the customer requested; and 
E. the number of complaints forwarded to the utility by the 

Commission's Consumer Affairs Office for further 
investigation and action. 

 
Interstate reported that it received 354 electric and natural gas complaints in 2011, four of which 
were forwarded to the Consumer Affairs Office.  Data provided by the Company showed that 
21.2 percent of complaints were resolved upon initial inquiry.  The most frequent complaint 
category was “General Billing.”  Interstate reported that 59.3 percent of these complaints were 
resolved by taking the action the customer requested.  These statistics represent an improvement 
in total complaints reported, but a decline in complaints resolved upon initial inquiry (21 
percent) compared to 2010 (34 percent) and 2009 (41 percent).  
 
The Department also notes that 46, or 13 percent, of complaints received in 2011 were related to 
Property Damage.  Thirty-nine of the complaints were reported between March and August.  The 
Department requests that Interstate provide a full discussion in Reply Comments regarding the 
circumstances surrounding these property damage claims and whether anything could, or is 
being done to prevent recurrence in the future. 
 
The Department also requests that Interstate provide, on a going-forward basis, “Total” columns, 
in addition to “Monthly Average” columns, for its complaint information in its Appendix A to 
increase the usability of the data. 
 
The Department acknowledges that Interstate has fulfilled the requirements of the 09-409 Order. 

 
G. EMERGENCY LINE RESPONSE TIME 

 
Interstate reported its average speed of answering all emergency calls, for natural gas and 
electric, by month as required in the 09-409 Order.  The Company also reported the same 
information for calls to its direct emergency phone line.  In 2011, Interstate fielded a total of 
2,546 emergency phone calls during the year with three calls to the Company’s direct emergency 
line.  The average response time for all emergency calls was approximately 31 seconds, and the 
average response time for the direct emergency line was 144 seconds.   
 
In its report, Interstate explained that the average response time was negatively influence by the 
call volume from July 2011, when severe storms swept through IPL’s service territory, greatly 
impacting IPL’s electric system.  IPL also stated that the direct emergency line average was 
greatly skewed by a queue time of 391 seconds for one call caused by the high call volume in 
July.  
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The Commission did not specify a metric for the natural gas utilities regarding acceptable 
average response time to emergency calls in its 09-409 Order.  However, the Department would 
expect the Company’s average answer time for emergency calls to be approximately 20 seconds, 
since the Company is required under Minn. Rules, part 7826.1200 to answer 80 percent of all 
calls within 20 seconds as an electric utility.    
 
Interstate reported an average answer time of 19.5 seconds for all call center calls in 2011 as 
discussed above, so the Department is concerned that the Company was unable to reach this 
threshold for its emergency calls.  Even after excluding July’s call volume and queue time from 
the annual calculation, Interstate’s average answer time is 27 seconds.2  Specifically, the months 
of March through September had average answer times ranging from 28 seconds in May to 52 
seconds in September.  The Department recommends that the Company fully explain, in Reply 
Comments, the circumstances surrounding the emergency call wait times during March through 
September 2011 (excluding July as previously discussed). 
 
In addition, the queue time of 391 seconds for the one direct emergency line call in July is 
particularly alarming.  This is a wait time of over six and a half minutes when a customer is 
calling regarding “a life threatening emergency, such as a downed wire or gas odor.”  Interstate 
stated that this queue time was a result of the high call volume experienced after storms swept 
through in July.  The Department recommends that the Company fully explain, in Reply 
Comments, what, if anything, is being done to ensure that wait times such as this one do not 
occur in the future. 
 
The Department acknowledges that Interstate has fulfilled the requirements of the 09-409 Order. 
 
H. MISLOCATES 

 
The 09-409 Order required Minnesota gas utilities to provide data on mislocates, including the 
number of times a line is damaged due to a mismarked line or failure to mark a line.  Interstate 
reported five instances of gas line damage due to mismarked or unmarked lines out of 15,332 gas 
and electric locate requests, or a rate of .33 per 1,000 requests, in 2011.  
 
Since this is the first year Interstate has provided the number of locate requests, the Department 
cannot make definitive conclusions because it is unaware of underlying trends or historical 
patterns. 
 
The Department acknowledges that Interstate has fulfilled the requirements of the 09-409 and 
11-361 Orders.  

                                                 

2 (78,728 annual queue seconds - 21,350 July queue seconds) / (2,546 annual calls – 441 July calls)  = 27.3 average 
seconds. 
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I. DAMAGED GAS LINES 

 
The 09-409 Order required Minnesota gas utilities to provide data on damaged gas lines, 
including the number of lines damaged by Company employees or contractors, the total number 
of other damage events, and the number of events that were unplanned in nature.  Interstate 
reported 17 incidents of gas system damage in 2011, two of which were caused by Interstate 
electric employees or contractors working on the Company’s behalf installing electric facilities. 
This calculates to a rate of 7.2 incidents per 100 miles of main.3 
 
Since this is the first year Interstate has provided the miles main pipe it operates, the Department 
cannot make definitive conclusions because it is unaware of underlying trends or historical 
patterns. 
 
The Department acknowledges that Interstate has fulfilled the requirements of the 09-409 Order. 
 
J. SERVICE INTERRUPTIONS 

 
The 09-409 Order required that Minnesota regulated gas utilities collect data regarding service 
interruptions, separating the data into categories based on whether the event was caused by 
Company employees or Company contractors, or some other unplanned caused.  Interstate 
reported that there were no service interruptions during the reporting period that were the result 
of system integrity issues.  Interstate further reported that of the 17 damage instances discussed 
in Sub-Section I above, 15 resulted in gas outages to at least one customer, and only two events 
met MOPS reporting criteria.  These instances reported to MOPS are discussed in greater detail 
in Sub-Section K of these Comments.   
 
The Department acknowledges that Interstate has fulfilled the requirements of the 09-409 and 
11-361 Orders. 
 
K. MOPS SUMMARIES 

 
The Company is required to summarize major events that require a report being made to the 
MOPS.  These summaries include the ten items that the MOPS requires in its incident reports.  
They are: 
 

• 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;   

                                                 

3 Per the 11-361 Order, Interstate reported that, as of December 31, 2011, it operated 236 miles of main and 10,374 
service lines. 
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• what actions were taken to contact customers;  

• any public relations or media issues;  

• whether the customer or the company relighted; and  

• the longest any customer was without gas service during the incident. 
 
Interstate reported two such major events during 2011.  The Company provided summaries for 
both incidents, which included the required information listed above. 
 
The Department notes that according to Interstate, most customers affected by both interruptions 
were restored by the end of the same day, but many were restored over the several days 
following these events.  Specifically, 16 of the 80 affected customers from the August 30, 2011 
interruption were restored more than a day later, and the last customer was not relit until October 
26, or 57 days later.  Thirty-eight of the 245 affected customers from the September 21, 2011 
interruption were restored more than a day later, and the last active customer was not relit until 
November 3, or 43 days later.  The Department requests that Interstate provide a detailed 
discussion regarding the circumstances leading to these extended interruption periods. 
 
The Department acknowledges that Interstate has fulfilled the requirements of the 09-409 Order. 
 
L. EMERGENCY RESPONSE TIME 

 
The 09-409 Order required that Minnesota regulated gas utilities collect and provide data 
regarding gas emergency response times including a percentage breakdown of the number of 
calls responded to in less than an hour and the percent of calls responded to in more than an hour.  
In addition, the Commission required Interstate to report the average number of minutes it takes 
to respond to an emergency on a monthly basis.  The Company provided this information in the 
body of its report.   
 
The Company stated that it was able to respond to 100 percent of its 245 emergency calls in less 
than one hour.  In terms of average response time, Interstate was able, on a monthly basis, to 
respond to emergency calls in less than 23 minutes.  On an annual basis, the Company’s average 
response time was 18.8 minutes.  The Department commends Interstate for improving its average 
response time from last year and encourages the Company to maintain this level of service or 
better in future years. 
 
In the 11-361 Order, all gas utilities were required to describe the types of gas emergency calls 
included in their gas emergency response times, as well as the types of emergency calls included 
in their reports to MOPS.  The utilities were also required to provide an explanation of any 
difference between the reports provided to the Commission and to MOPS.  Interstate provided 
types of calls classified as emergencies and stated that any call that is coded as an emergency 
will be included in the statistical reports submitted both to the Commission and MOPS. 
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The Department acknowledges that Interstate has fulfilled the requirements of the 09-409 and 
11-361 Orders. 
 
M. OPERATIONS AND MAINTENANCE (O&M) EXPENSES 

 
Along with the service quality data referenced above, the Commission also required Minnesota 
gas utilities to report operation and maintenance (O&M) expenses related to customer service in 
the Federal Energy Regulatory Commission (FERC) 901 and 903 accounts.  In 2011, Interstate 
reported total service quality related O&M expenses of $121,143, which translates into 
approximately $10,095 of O&M expenses per month.  Interstate also noted that these O&M 
expense figures include payroll taxes and benefits.   
 
The Department acknowledges that Interstate has fulfilled the requirements of the 09-409 Order. 
 
N. GAS SERVICE QUALITY WORK GROUP 

 
At the Commission meeting held February 2, 2012 regarding Docket No. G002/M-11-361 et. al, 
Northern States Power Company (Xcel) proposed convening a workgroup consisting of the gas 
utilities and the Department to work on improving consistency in annual reporting.  Xcel stated 
that the focus of the workgroup would be to identify methods for increasing uniformity in 
reporting among the gas utilities, making the annual comparisons of data for each utility easier, 
and facilitating assessment of the reports and setting any future reporting requirements.  In its 
March 6, 2012 Order, the Commission directed the parties to convene this workgroup to address 
a list of specified issues. 
 
The Department and representatives from all regulated Minnesota gas utilities, except for Greater 
Minnesota Gas, met on Friday, June 22, 2012 at the Department’s location.  As a result of this 
meeting, a matrix detailing how each utility reports on or calculates the metrics specified in the 
Commission’s March 6, 2012 Order will be attached to the utilities’ 2012 annual reports to be 
filed May 1, 2013.    
 
 
III. THE DEPARTMENT’S RECOMMENDATIONS 

 
The Department recommends that the Commission accept the Company’s Report pending the 
Company’s response to various inquiries in Reply Comments.  The Department also 
recommends that the Company provide the following in its Reply Comments: 
 

• a full discussion regarding the circumstances surrounding the 39 property damage 
claims reported March through August and whether anything could, or is being done 
to prevent recurrence in the future;  

• a full explanation regarding the circumstances surrounding the emergency call wait 
times during March through September 2011 (excluding July);  
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• a full explanation regarding what, if anything, is being done to ensure that  long wait 
times do not occur on its direct emergency line in the future; and 

• a detailed discussion regarding the circumstances leading to the extended interruption 
periods reported in its two MOPS reports. 

 
In addition, the Department requests that Interstate provide, on a going-forward basis, “Total” 
columns, in addition to “Monthly Average” columns, for its complaint information in its 
Appendix A to increase the usability of the data. 
 
 
/sm 
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