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AFFIDAVIT OF SERVICE 

 
 
STATE OF IOWA  ) 
    ) ss. 
COUNTY OF LINN  ) 

 
Tonya A. O’Rourke, being first duly sworn on oath, deposes and states: 
 
 That on the 16th day of August, 2012, copies of the foregoing Affidavit of 
Service, together with Interstate Power and Light Company’s Reply Comments, 
were served upon the parties on the attached service list, by e-filing, messenger, 
electronic mail, facsimile and/or first-class mail, proper postage prepaid from 
Cedar Rapids, Iowa. 
 
       
       
        
      __/s/ Tonya A. O’Rourke__________     
    Tonya A. O’Rourke 
 
Subscribed and Sworn to Before Me  
this 16th day of August, 2012. 
 
 
___/s/ Wendy E. Howard  
Wendy E. Howard 
Notary Public 
My Commission Expires on September 6, 2012 
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STATE OF MINNESOTA 
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IN THE MATTER OF INTERSTATE 
POWER AND LIGHT COMPANY – GAS 
– 2011 ANNUAL SERVICE QUALITY 
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DOCKET NO. G001/M-12-411 
 

 
INTERSTATE POWER AND LIGHT COMPANY’S  

REPLY COMMENTS 
 

COMES NOW, Interstate Power and Light Company (IPL), and respectfully 

submits Reply Comments to the Minnesota Department of Commerce, Division of 

Energy Resources’ (Department) July 27, 2012 Comments submitted in the above-

referenced docket. 

I. INTRODUCTION 

On May 1, 2012, IPL filed a petition with the Commission regarding its 2011 

Annual Gas Service Quality Report (2011 Report). 

On July 27, 2012, the Department filed Comments that recommend that the 

Minnesota Public Utilities Commission accept IPL’s 2011 Report pending IPL’s 

response to the following in 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; 
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• a full explanation regarding the circumstances surrounding the emergency 

call wait times during March through September 2011 (excluding July); 

• 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. 

Additionally, the Department requested that IPL 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. 

 In response to the Department’s recommendations, IPL provides the following 

Reply Comments: 

II. REPLY COMMENTS 
 
A. Customer Complaints 

On page 6 of its Comments the Department requests that IPL provide a full 

discussion in Reply Comments regarding the circumstances surrounding the 39 

property damage complaints received between March and August 2011 and whether 

anything could, or is being done to provide recurrence in the future.   

A review of the data revealed that all 2011 property damage complaints, not just 

those received between March and August 2011, can be attributed to electric activities. 

Additionally, the Department requests IPL to provide, on a going-forward basis, 

“Total” columns in addition to “Monthly Average” columns, for its complaint information 

in IPL’s Appendix A. 

IPL agrees with the Department’s recommendation and will provide this 

information in its future natural gas service quality reports. 
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B. Emergency Line Response Times 

The Department requests on page 7 of its Comments that IPL fully explain in 

Reply Comments the circumstances surrounding the emergency call wait times during 

March through September 2011 (excluding July 2011). 

IPL staffs its Call Centers to ensure its ability to achieve the Minnesota service 

rule that requires it to answer 80 percent of calls within 20 seconds.  Calls from 

Minnesota route to a select group of agents that exclusively handle Minnesota 

customers.  If this group of agents is unavailable, Minnesota calls route to any available 

IPL Call Center staff and receive priority queuing in an effort to meet Minnesota’s 

regulatory requirement for call handling.  Despite that operating model, significant storm 

events and the randomness of calls and call types – especially calls which may involve 

electric or natural gas emergencies – can negatively impact both the average answer 

times as well as the answer times for individual calls.   

IPL operates its own Call Centers and does not outsource or offshore any of its 

call handling.  Employees in IPL’s two Centers handled a total of 1,024,885 calls in 

2011, with just 2,546 of that total (0.25 percent) being emergency calls for Minnesota.   

As noted, on average throughout 2011, IPL answered 85.4 percent of all calls 

within 20 seconds, as required by Minnesota rules for electric utilities.  For all 

emergency call types specifically during the March to September 2011 timeframe 

(excluding July), IPL handled – on average each month – 72.4 percent of calls in 20 

seconds or less.  Although standards for wait times vary widely across the call center 

industry, IPL and its sister company, Wisconsin Power and Light Co., generally consider 

60 seconds to be a reasonable response time and have established internal service-

level goals to answer 75 percent of calls within 60 seconds, which the companies use 
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as their basis for operations and regulatory reporting in their Iowa and Wisconsin 

service territories.  When this standard is applied, IPL believes its handling of Minnesota 

emergency calls to be acceptable, especially considering the relatively small volume 

and unpredictable arrival patterns for electric outage and gas odor/emergency calls.    

IPL notes that during periods of high emergency calls – such as electrical storm 

events – the incremental call volume does not necessarily produce incremental 

information on operational issues that need to be addressed.  More likely, multiple 

customers are calling about the same issues – and often issues that the company is 

already in the process of addressing.  In those circumstances, IPL updates the voice 

recording so that, prior to answering the customer calls, customers are informed that 

IPL knows there are electrical outage issues.  IPL annually reviews current call-routing 

plans to ensure the efficacy of routing all call types.  IPL’s goal is to manage its Call 

Center resources to provide the best overall experience for customers, while being 

mindful of the costs that all customers are asked to share for delivering customer 

service via the Call Centers.  To date, IPL has staffed its call centers to manage all calls 

to the standards, on average.  If IPL were to staff the call center to meet the same 

standard for emergency calls (as a subset of total calls), then IPL would need to add 

staff.  Those staff would be idle for periods of normal call volume.  To date, IPL has not 

judged this to be the best or most cost-effective overall solution for customers.  

IPL would like to reiterate that it is unable to segregate the electric outage calls 

from gas odor/emergency calls, which is negatively influencing the data for the gas 

calls.  As a point of reference, during 2011 there were 245 gas emergency orders 

dispatched from IPL’s Distribution Dispatch Center for its Minnesota service territory, 

which can be used as a conservative approximation of the number of gas emergency 
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calls received.  This represents only 9.6 percent of the total emergency calls received.  

Perhaps more impactful to customer safety is the fact that IPL responded to 100 percent 

of those 245 gas emergency calls within 60 minutes, with an average response time of 

18.8 minutes. 

Additionally, the Department recommends that IPL explain what is being done to 

ensure that long wait times do not occur on its direct emergency line in the future.   

As stated above, IPL takes seriously its responsibility to appropriately manage 

emergency calls, and will continue to look for cost-effective solutions to provide 

satisfactory performance.  The circumstances of the excessively long wait time reported 

in July 2011 are documented, and IPL considers it to be an anomaly, having occurred 

during a significant electric outage event.  IPL has reviewed its operating procedures 

and call queuing protocols, and determined they worked as designed.  

Additionally, as a point of clarification, the direct emergency line is not available 

for customers or the general public, but rather, it is intended for use by emergency 

response personnel only.  The emergency line number addressed here is a legacy 

number that has not been widely disseminated.  The number, which received a total of 

three (3) calls in 2011, does not utilize any automated call-handling technology to help 

route calls.  IPL does plan to re-route the number into the overall queue to minimize wait 

times in the future. 

C. Interruption Periods 

On page 9 of its Comments, the Department requests that IPL provide detailed 

discussion regarding the circumstances leading to the extended interruption periods 

reported in two Minnesota Office of Pipeline Safety (MNOPS) reports.   
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In the two line hits discussed, IPL attempted to notify the customers using door 

hangars and phone calls.  The biggest driver for customers requesting re-lights appears 

to be their desire to use the installed gas utilization equipment, whether it be cooking 

equipment, clothes dryer, or a furnace/boiler.  In some cases, the only installed gas-

fired equipment is the furnace, and on those occasions, customers may not call for a 

relight until the weather begins to turn cold.  That was the case for the two premises 

with extended interruption periods of 43 and 57 days, respectively. 

III. CONCLUSION 

 WHEREFORE, IPL respectfully requests the Commission give IPL’s Reply 

Comments due consideration.   

DATED this 16th day of August, 2012. 

Respectfully submitted, 

Interstate Power and Light Company 

By:  __/s/ Kent M. Ragsdale   
 Kent M. Ragsdale 
 Managing Attorney - Regulatory 
 Alliant Energy Corporation Services, Inc. 
 200 First Street S.E. 
 P.O. Box 351 
 Cedar Rapids, IA 52406-0351 
 (319) 786-7765 
 KentRagsdale@alliantenergy.com 
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