GREAT PLAINS

¢ NATURAL GAS CO.

A Division of MDU Resources Group, Inc.

705 West Fir Avenue

Mailing Address:

P.O. Box 176

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

May 1, 2013

Dr. Burl Haar

Executive Secretary

Minnesota Public Utilities Commission
121 East Seventh Place, Suite 350
St. Paul, MN 55101

RE: Compliance Filing of Great Plains Natural Gas Co.
Gas Service Quality Annual Report
Docket No. G-004/M-13-

Dear Dr. Haar:

Great Plains Natural Gas Co. (Great Plains), a Division of MDU Resources
Group, Inc., herewith electronically submits its Annual Gas Service Quality Report for
the calendar year 2012.

In addition, Great Plains provides a copy of The Reporting Summary and
Changes Matrix (Reporting Matrix) developed by the Natural Gas Service Quality
Reporting Workgroup as part of its Annual Gas Service Quality Report. The Reporting
Matrix is provided in response to the Commission’s Order Accepting Reports and
Setting Further Requirements issued March 6, 2012 requiring the parties convene a
workgroup to work on improving consistency in reporting and to address the issues
described in the Commission’s Order.

Great Plains respectfully requests this filing be accepted as being in full compliance with

the filing requirements of this Commission.

Sincerely,
Is! 3 amie (berle

Tamie Aberle
Director of Regulatory Affairs



1.

Great Plains Natural Gas Co.
Gas Service Quality Annual Report
For the Calendar Year Ending December 31, 2012

Call Center Response Time (Schedule 1)

The reporting metrics are the total number of utility calls, including IVR calls,
answered by Great Plains’ representatives, the percent of calls answered within
20 seconds, and the average speed of answer. The 2012 data is provided on
Schedule 1.

Great Plains’ call center response time was 89% of calls answered in 20 seconds
or less for 2012. In 2012 there were a total of 26,221 non-emergency calls
answered. The average speed of answer data includes all calls, including gas
emergency telephone calls.

Meter Reading Performance (Schedule 2)

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

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

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

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

The 2012 data is provided on Schedule 2.

There were a total of 258,074 meter reads in 2012, of which 99.91% were read
by utility contracted personnel, with the remainder self-read by customers. There
were no estimated reads in 2012. Great Plains did not have any meters that
went unread for more than 6 months. The average meter-reading staffing level
for 2012 was eight people. Great Plains has not deployed AMR in its service
area.

Involuntary Service Disconnection (Schedule 3)

The reporting metric is to reference data that is submitted under Minnesota
Statutes §§216B.09 and 216B.096, subdivision 11.

A summary of the Company’s Cold Weather Rule Compliance Questionnaires
submitted in 2012 pursuant to Minnesota Statutes §§216B.091 and 216B.096,
subdivision 11 is included in Schedule 3.
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in 2012 Great Plains sent 13,726 disconnection notices and there were 1,093
customers whose services were disconnected for non-payment.

. Service Extension Request Response Time (Schedule 4)

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

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

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

The 2012 data is provided on Schedule 4.

Great Plains received 166 new service extension requests and 1,726 renewed
service extension requests in 2012. The renewed service extension statistics do
not include reconnection of service to customers disconnected by the Company
for non-payment of service. Great Plains currently tracks the service line
application date but has not tracked the date the property is ready for the service
line installation, therefore the report reflects the time from completion of the
service line installation to the date the meter was installed. Great Plains
incorrectly represented that the application date is used as the start date for
determination of the average days to complete a new service line installation in
the Reporting Summary and Changes Matrix provided as Schedule 13.

. Customer Deposits (Schedule 5)

The reporting metrics are the total number of customers who were required to
make a deposit as a condition of receiving service. The 2012 data is provided on
Schedule 5. This reporting requirement became effective for Great Plains
January 1, 2011.

Great Plains did not require a deposit as a condition of receiving new service in
2012.
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6. Customer Complaints (Schedule 6)

The reporting metric includes a detailed report on complaints for each customer
class and calendar month:

The number of complaints received;

The number and percentage of complaints by type of complaint;

The number and percentage of complaints by resolution timeframe,
The number and percentage of complaints by resolution type; and
The number of complaints forwarded to Great Plains by the Minnesota
Consumer Affairs Office.

The 2012 data is provided on Schedule 6.

This reporting requirement became effective for Great Plains January 1, 2011.
For the 2011 and 2012 Gas Service Quality Reports, only customer calls that
were escalated to a supervisor for resolution were categorized as a customer
complaint and reported by Great Plains. There were eighteen complaints
recorded in 2012. Starting in 2013, Great Plains is tracking and labeling all calls
that an agent determines to be a concern/and or complaint, summarized by call
type and will include the results in the 2013 Gas Service Quality Report.

7. Gas Emergency Response Time (Schedule 7)

The reporting metric is the elapsed time between the time Great Plains was first
notified of the emergency and the time that a qualified emergency response
person arrives at the incident location and begins to make the area safe. Great
Plains reports all calls coded as emergency calls including fire, gas odor, and line
hits. Emergency response times are reported as calls responded to in one hour
or less and calls responded to in over one hour. This same information, in total,
is reported in the Emergency Response Report to the Minnesota Office of
Pipeline Safety (MNOPS). The 2012 data is provided on Schedule 7. Great
Plains has also included copies of its 2012 bi-monthly Emergency Response
Reporting Forms in Schedule 7.

In 2012, the percent of emergency calls responded to in less than one hour was
100% which was an increase compared to 98% in 2011. There were 366 total
calis answered in 2012, which was a decrease of 28% from 2011. The average
response time in 2012 was 14 minutes.

8. Mislocates (Schedule 8)
The reporting metric is to report data on misiocates by providing the monthly

number of locate requests received through the Minnesota Gopher State One
Call system and the number of misiocates that resulted in a damage to a gas
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line, including the number of times a line is damaged due to a mismarked line or
failure to mark a line. The 2012 data is provided on Schedule 8.

Mislocates decreased from 6 in 2011 to 1 in 2012. There were a total of 7,490
locate tickets in 2012, a decrease of 2.4% from 2011.

Gas System Damage (Schedule 9)

The reporting metric is the number of gas lines damaged (or hit), categorized
according to whether the damage was caused by Great Plains’ employees or
contractors, or whether the damage was due to any other unplanned cause. The
2012 data is provided on Schedule 9. Also provided on Schedule 9 is the
number of miles of distribution and transmission pipe Great Plains operates in
Minnesota and a per 100 miles of pipe damage rate calculation. Great Plains
has also included copies of its 2012 Annual Utility Damage Report Forms in
Schedule 9.

Gas system damages increased from 30 in 2011 to 68 in 2012, Of the 68
damages in 2012, fourteen were under the control of Great Plains’ employees
and contractors.

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

10.Gas Service Interruption (Schedule 10}

11.

The reporting metric is o report data on all gas service interruptions, including
the number of customers affected and the average duration of the outage,
categorized according to whether the interruption was caused by Great Plains’
employees or contractors, or whether the interruption was due to any other
unplanned cause. The 2012 data is provided on Schedule 10.

Great Plains had a total of 48 gas service interruptions in 2012 affecting a total of
115 customers. There were no gas service interruptions qualifying as reportable
to MNOPS in 2012.

Gas Emergency Phone Response Time (Schedule 11)

The reporting metrics are the total number of utility calls answered by Great
Plains’ representatives, the percent of calls answered within 20 seconds, and the
average speed of answer. The data 2012 data is provided on Schedule 11.

The average percent of calls answered within 20 seconds or less increased from
79.97% in 2011 10 83.75% in 2012. The average speed of answer also improved
from 15 seconds in 2011 to 13 seconds in 2012. There were a total of 1,437
calls coming into the system as emergency calls in 2012.

4
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12.Customer Service Related Operations and Maintenance Expenses (Schedule 12)

The reporting metric is the amount of customer service related operation and
maintenance expenses incurred on behalf of Minnesota customers based on the
costs recorded in FERC accounts 801 and 903 plus payroll taxes and benefits,
The 2012 data is provided on Schedule 12.

Customer service related expenses decreased from $349,451 in 2011 to
$347,607 in 2012.

13. The Reporting Summary and Changes Matrix (Reporting Matrix) developed by
the Natural Gas Service Quality Reporting Workgroup is provided as Schedule
13. The Commission, in its Order Accepting Reports and Setting Further
Requirements issued March 6, 2012 required the parties convene a workgroup to
work on improving consistency in reporting and to address the issues described
in the Commission’s Order’. Great Plains participated in the Natural Gas Service
Quality Utility Stakeholder Group meeting, organized by Xcel Energy held on
June 22, 2012. Pursuant to this meeting and subsequent follow up among the
parties, the Utility Stakeholder Group devised the attached Reporting Matrix to
provide a matrix of the current state reporting including metric reporting
definitions; future reporting modifications that would achieve or improve reporting
consistency across the natural gas utilities and the effective date of the noted
reporting changes.

! Docket Nos. G-004/M-11-363, G-007,011/M-10-374; G-008/M-10-378; G-022/M-11-356; G-002/M-11-
360 and G-001/M-11-361

5
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Cail Center Response Times

Total Jan Feb Mar Apr May June July Aug Sept Oct Nov Dec
Service Level - % of Calls
answered in 20 seconds
or less. 89% 95% 95% 97% 89% 78% 85% 90% 93% 86% 84% 8%  91%
Average Speed of Answer :
(in seconds) 1/ 13 16 14 9 27 20 14 10 8 11 11 8 | 5
Total Calls Answered 26,221 2,036 2,040 1,831 2,406 2257 1,807 1,982 2187 2,252 3,021 2,205 2,199

1/ Reflects the average speed of answer for all calls, including gas emergency telephone calls.

} @Inpaydg
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Meter Reading Performance

Total Jan Feb War Apr May June July Aug _ Sept Oct Nov Dec
Total number of meters 258,074 21,496 21,488 21,478 21,468 21,465 21,462 21,461 21,471 21,506 21,566 21,504 21,619
Meters read by utility personel
Residential 216,851 18,254 18,288 18,333 18,280 18,271 17,814 17,728 17,698 17,525 18,035 18,063 18,452
Commercial 40,982 3,220 3,177 3,121 3,178 3,168 3,623 3,708 3,749 3,957 3,531 3,508 3144
Totat 257,833 21,474 21,465 21,454 21,468 21,439 21,437 21,436 21,447 21,482 21,566 21,569 21,596
% 99.91% 99.90%  99.89%  99.89% 100.00%  99.88% 99.88% 99.88% 99.89% 09.89% 100.00% 99.88%  99.89%
Meters self-read by customer
Residential 241 22 23 24 0 26 25 25 24 24 0 25 23
Commercial 0 0 0 [\ 0 0 0 0 a 8] 0 0 0
Total 241 22 23 24 0 26 25 25 24 24 G 25 23
% 0.09% 0.10% 0.11% 0.11% 0.00% 0.12% 0.12% 0.12% 0.11% 0.11% 0.00% 0.12% 0.11%
Meters - estimated
Residential G 0 o 0 0 0 0 0 0 0 o 0 0
Comrmercial 5 0 0 0 0 0] 0 0 0 0 0 0 0
Total 8 0 0 0 0 b 0 0 4] 0 0 0 0
% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0,00% 0.00% 0.00% 0.00%
Meters not read for 6-12 months
Residential 0 o 0 0 0 0] 0 c 0 0 0 0 0
Commercial 0 0 0 0 0 0 0 1] 0 0 0 0 0
Total v} 0 0 0 0 0 0 G 0 0 4] 0 0
% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 1.00% 0.00% 0.00%
Meters not read for 13+ months
Residential 0 0 0 0 0 0 0 0 0 0 ¢ 0 0.
Commaercial 0 0 0 ¢ 0 0 0 0 0 0 0 0 0
Total 0 0 0 i) 0 0 8] 0 0 G 0 0 &)
% 0.00% 0.00% 0.00% 0.00% G.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 0.00%
Meter reading staffing levels
North 4 1/ 5 5 5 4 4 5 4 4 4 4 4 4
South 4 1/ 3 4 3 3 3 3 3 4 4 4 5 8
Total g 1/ 8 9 8 7 7 8 7 B 8 8 €]

1/ Average

Z ainpayos
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Involuntary Service Disconnections

Total Jan Feb Mar Apr May June July Aug Sept Oct Nov .  Dec
1 Number of Residential Customer Accounts: 216,835 18,088 18311 18,357 18,111 18297 17,839 17,753 17,622 17,549 18,035 18,088: 18,475
2 Number of Past Due Residential Customer :
Accounts: 53,508 8,371 B,126 8,898 8,338 7,950 3,591 1,525 1,407 1,321 1,193 1,312 1,476
3 Number of Cold Weather Protection Requests: 22 G 0 0 0 0 o 0 0 o 11 1 0
Reconnection as of Cold Weather Months
4 Number of "Right {0 Appeal" notices mailed to
customers. 0 0 0 a 0 0 G 0 0] ] 0 0 0
5 intentionally Blank
Number of customer accounts granted
reconnection request: 22 0 o 0 0 0 0 o 0 0 11 11 o
Payment Schedule (PS5}
Number of "Right to Appeal" notices
16 mailed to customers
a) Number of PS requests recejved 22 G 0 0 0 0 o 0 0 0 11 11 0
17 intentionally Blank
18 Number of PS negotiations mutually
agreed upon: 22 b 0 0 0 0 0 0 0 0 11 11 0
19 Intentionally Blank

7101 abed
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Disconnections

20

21

22

23

Number of disconnection notices mailed to
customers

Number of customer accounts disconnected
who did not seek protection
Duplicate columns for use in April and October
Aprit 1-15 and October 1-15 in 15t column
Aprit 16-30 and October 16-31 in 2nd column
All other months, use 1st column only

a) # Electric - heat affected

b) # Electric - heat not affected

¢} # Gas - heat affected

d) # Gas - heat not affected

e) Total # disconnecied

Number of customer accounts disconnected
seeking protection:

a) # Electric - heat affected

b} # Electric - heat not affected

¢} # Gas - heat affected

d) # Gas - heat not affected

e) Total # disconnected (See Note)

Number of custemer accounts disconnected for
nanpayment {auto-calculation of #21e+ #22e);

Great Plains Natural Gas Co.

Gas Service Quality Annual Report

For the Calendar Year Ending December 31, 2012

Involuntary Service Disconnections

Total dan Feb Mar Apr May June July Aug Sept Oct Nov Dec
13,726 258 459 1,405 1,994 1,567 1,469 1,008 207 907 798 1,408 1,546
na na na na na na na na na na na na na
na na na na na na na na na na na na na
1,003 0 0 28 267 256 125 175 120 70 44 8 0

0 0 0 0 Q 0 G 0 0 0 0 0 0
1,083 [i] 0 28 267 256 125 175 120 70 44 8! 0
na na na na na na na na na na na na na
na na na na na na na na na na na na na

0 o] 1] 0 o 0 0 c 0 0 0 0 1]

0 0 0 0 0 0 0 0 0 0 v 0 0

0 0 0 0 0] 0 0 0 0 0 1] 0 0
1,683 0 0 28 267 256 125 175 120 70 44 B 1]

Z Jo z abed
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New Service Extensions 1/
Residential
Number of Extensions
Average Days to Complete

Commercial
Number of Extensions
Average Days to Complete

Renewed Service Extensions 2/
Residenttal
Number of Extensions
Average Days to Complete

Commercial
Number of Extensions
Average Days to Complete

Great Plains Natural Gas Co.

Gas Service Guality Annual Report
For the Calendar Year Ending December 31, 2012

Service Extension Request Response Times

Total Jan Feb Mar Apr May  June July Aug  Sept Oct Nov Dec
121 4 0 5 11 4 9 9 18 22 30 9 0
22 1 0 40 58 21 43 20 14 22 19 24 0
45 0 1 3 1 2 4 3 9 11 4 6 1
22 D 1 53 8 52 41 7 25 12 36 26 0
1,047 9 32 31 40 59 54 43 68 143 330 161 77
1 1 1 1 1 1 1 1 1 1 1 1 1
679 7 16 16 22 27 25 35 55 98 229 102 47
1 1 1 1 1 1 1 1 1 1 1 1 1

1/ New service requests for locations not previously served.
2/ Service requests for locations previously served.

¥ 8inpaysg
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Customer Deposits

May  June July

Aug

Sept

Oct

Nov

Dec

Total Jan Feb Mar Apr

Total Customer Deposits 1/ 0 g 0 0 0 0 0 0

1/ Deposits required as a condition for receiving new service.

0

0

0

0

S s|npayog



Residential

Commercial

Total

Great Plains Natural Gas Co.
Gas Service Quality Ahnual Report
For the Calendar Year Ending December 31, 2012

Number of Customer Complaints

Total Jan Feb Mar Apr May June July Aug Sept Oct Nov Dec
16 2 0 0 1 1 1 1 4
0 0 0 0 0 0 0 0 0
16 2 0 0 1 1 1 1 4

g jo | ebed
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Number & Percentage of Customer Complaints by Type

Total Jan Feb Mar Apr May June July Aug Sept Oct Nov Dec
No,. % No. % No. % No. % No. % No. % No. % No. % No. % No. % No. % No. % No. %
Residential
Billing Errors 0 0% 0 0% 0 0% 0 % 0 0% 0 0% O 0% 0 0% ¢ 0% 0O 0% 0 0% 0 0% O 0%
Inaccurate Metering o] 0% 8] 0% 0 0% v] 0% o] 0% 0 0% 0 D% 0 0% O 0% 0 0% 0 0% o 0% o 0%
Wrongful Disconnaction 3 9% 0 0% 0 0% 0 0% 0 0% 1 100% 1  100% 1 100% O 0% 0 0% 0 0% ¢ 0% 0 0%
High Bills (H 0% 0 0% 0 0% 0 g% O 0% 0 0% O 0% 0 0% 0 0% 0 0% 0 0% D 0% D0 0%
Inadeguate Service 7 445, 0 0% 2 100% d 0% 0 0% 0 0% G 0% 0 0% 1] 0% 2 50% 3 60% 0 0% 4 0%
Service-Extension interval 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% O 0% 0 0% 0 0% D 0% 0O 0% 0 0% 0 0%
Service-Restoration Interval 4 25% ] 0% 0 0% 0 0% 0 0% o] 0% iH 0% 0 0% i 100% 1 25% 2 40% o ﬂ% 0 0%
Payment Arrangements 2 13% 0 0% 0 0% 0 0% 0 0% 0 0% G 0% 0 0% 1] 0% 1 25% 1] 0% i 0% N 0%
Total Residential 16 101% 0 0% 2 100% 0 0% W] 0% 1 100% 1 100% 1  100% 1 0% 4  100% 5 100% 1 {!% o 0%
Commercial
Bifling Errars a] 0% Q 0% 0 0% il 0% o] 0% 0 0% 0 0% 0 0% o 0% 8] 0% 0 0% 0 G% i 0%
Inaccurate Metering 0 0% 0 0% 0 0% 0 0% 0 0% 0O 0% O 0% 0 0% O 8% 0 0% 0 0% 0 0% 0 0%
Wrongful Disconnection Q 0% 9 0% 0 0% 0 0% O 0% 0 0% © 0% 0 0% 0 0% 0 0% 0O 0% 0 0% ¢ 0%
High Bills 0 0% 0 0% 0 0% 0 0% 0 0% O 0% O 0% 0 0% 0 0% 0 0% 0 0% O 0% & 0%
Inadequate Service 0 0% 0 0% 0O % 0 0% 0 0% 0 0% O 0% O 0% 0 0% 0 0% 0O 0% O ﬁ}’/a o 0%
Service-Extension interval 0 0% a 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% o D% 0 0% 0 0% 4] 0% 0 0%
Service-Restoration Interval 0 0% 0 0% 0 0% & 0% 0 0% 0 0% 0 0% @ 0% 0 D% D 0% & 0% 0 0% 0 0%
Payment Arrangements 0 0% ¢ 0% 0 0% O 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% 4 0% 0 0% G 0%
Total Cammercial 0 0% 0 0% 0 8% o 0% 0 0% 0D g% 0 0% 0 0% 0 D% O 0% & 0% 0 % 0 0%
aw
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0
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Number & Percentage of Customer Complaints by Resolution Timeframe

Total - Jan Feb Mar Apr May June July Aug Sept Qct Nov Dec
No. Yo No. % No, % Ne, % No. % No. % No. % No. % No. % No. % No. % No. % | No. %
Residential
Immediate 6 100% 0 0% 2 100% 0 0% 0 0% 1 100% 1 100% 1 100% 1  100% 4 100% 5 100% 1 160% 0 0%
Within 10 Days 0 0% 0 0% 0 0% 0 0% D 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0%
Greater Than 10 Days O 0% 8] 0% 0 0% o 0% o] 0% 0 0% 0 0% 0 0% 0 0% 0 0% 8] 0% 0 0% G 0%
Unresolved 0 0% 0 0% D 0% 0 0% 0 0% 4 0% 0 0% 0 0% o 0% 0 0% 4 0% 0 0% 0 0%
Total Residential 16 100% 0 0% 2 100% 0 0% 0 0% 1 100% 1 100% 1 100% 1 100% 4  100% 5 100% 1 100% D 0%
Commercial .
Immediate 0 0% 0 0% o 0% 0 0% 0 0% 0 2% 4 0% o] 0% 0 D% 0 0% 0 0% 0 0% 0 0%
Within 10 Days i 0% 0 0% 8] 0% 0 0% [+ 0% 0 0% [ 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0%
Greater Than 10 Days € 0% 0 0% 0 0% 0 0% G 0% 0] 0% 0 0% 0 0% o] 0% 0 0% 1 0% D 0% 8] 0%
Unresolved 4 0% 0 0% o] 0% 0 0% 4 0% 0 0% 0 0% 0 0% 0 0% 0 0% 4 0% 0 0% 0 0%
Total Commercial 0 0% 4 0% o] 0% 0 0% 0 0% 8] 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% o] 0%

g jo ¢ abey
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Number & Percentage of Customer Gomplaints by Resolution Type

Total Jan Feb Mar Apr May June July Aug Sept Oct Nov : Dec
No. Y% No. % No. % Ne., % No. % No. % No. % No. % No. % No. % No. % No. %  No. %
Residential
Agree 2 13% 0 0% 1 50% 4] 0% Q 0% 0 0% 0 0% 0 0% 0 0% 1 25% 0 0% 0 0% 0 0%
Compromise 8 50% 0 0% 0 0% #] 0% 0 0% 0 0% 0 0% 0 0% 1 100% 2 50% 4 80% 1 100% D 0%
Demonstrate 4] 0% 0 0% [ 0% 0 0% 0 0% D 0% 0 0% 0 0% D 0% 0 0% 0 0% 0 0% O 0%
Refuse 3 19% 0 0% 0 0% O 0% 0 0% 0 0% 1 100% 1 100% 0 0% 1 25% 0 0% D 0% 0 0%
Not Assigned 3 19% 0 0% 1 50% 9] 0% 0 0% 1 100% 0 0% 0 0% 0 0% 0 0% 1 20% 0 0% D0 0%
Taotal Residential 16  100% 0 0% 2 100% G 0% 0 0% 1 100% 1 100% 1 100% 1  100% 4 100% 5 100% 1 100% O 0%
Commercial :
Agree 0 0% 0 0% 0 0% o 0% 0 0% 0 0% 0 0% G 0% 0 0% 0 0% 0 0% 0 0% 0 0%
Compromise 0 0% 0 % 0 0% 0 0% 0 D% 0 0% 0 0% o 0% 0 0% D 0% 0 0% 0 0% 0 0%
Demonstrate 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0%
Refuse 0 0% 0 0% 0 0% 0 0% a 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% 0 0% O 0%
Not Assigned 0 3% 0 0% 4] 0% 0 0% "] 0% 0 D% 0 0% 0 0% o 0% 0 0% 0 0% 0 0% 0 0%

Totat Commercial 0 0% 0 0% 0 0% 0 0% Q 0% 0 0% 0 0% 0 0% G 0% 0 0% 0 0% 0 0% 0 0%

g 10  abed
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Number of Customer Complaints Received from MN Consumer Affairs Office

Total Jan Feb Mar Apr May  June July Aug  Sept Oct Nov

Dec
Residential 0 0 0 4] 0 0 0 0 0 0 0 0 0
Commercial 0 0 0 0 0 0 0 0 0 0 0 0 0
Total 0 0 0 0 0 0 0 0 0 o 0 0 0

g jo g ebed
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1 NATURAL GAS CO.

A Didsion of MDU Resowees Group, Irc.

Schedule 6
Page 6 of 8

705 West Fir Avenue

Mailing Address:

P.0. Box 176

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

May 1, 2013

Dr. Burl Haar

Executive Secretary

Minnesota Public Utilities Commission
121 East Seventh Place, Suite 350
St. Paul, MN 55101

RE: Compliance Filing of Great Plains Natural Gas Co.

Annual Summary of Customer Complaints

Docket No. G-004/M-13
Dear Dr. Haar:

Great Plains Natural Gas Co. (Great Plains), a Division of MDU Resources
Group, Inc., herewith electronically submits its 2012 Annual Summary of Customer
Complaints pursuant to Minnesota Rule 7820.0500.

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

Sincerely,

/s/ Tamie Aberle

Tamie Aberle
Director of Regulatory Affairs



ANNUAL SUMMARY OF CUSTOMER COMPLAINTS

for Year Ending  12/31/2012

in accordance with Minn, Rufe 7820.0500

I, Complaint Type

A. Billing Errors
Inaccuraie Metering
wrongful Disconnection
High Bills
Inadequate Service
Service-Extension Interval
Service-Restoraticn Interval
. Payment Arrangements
Total Complaints

rammbnw

. Number of Customers
Residential
Commercial/Industrial
Interruptible

Total

Minnesota Public Utilities Commission

Consumer Affairs Office
121 7th Place East #350
St. Paul, MIN 55101-2147

Name of Utility:

Address:

Prepared by:

Great Plains Natura! Gas Co.

P.0. Box 176, Fergus Falis, MN 56538-0176
Tamie Aberle, Phone 701-222-7856

Residential Commerciat Industrial Government
Number Number Number Number Number Number Number Number Number Number Number Number
Received | Resclved { Unresolved Received | Resolved | Unresolved Received | Resojved | Unresolved Received | Resolved | Unresclved
0 0 0 0
0 0 0 0
3 0 0 0
0 0 0 0
7 0 ¢ 0
0 D o 0
4 D 0 0
2 ] 0 0
i6 0 G 0
2012 2011 Change
18,203 18,130 73
2,652 2,591 61
168 140 28
21,023 20,861 162

g jo / afed
g 8npayos




ANNUAL SUMMARY OF MPUC, OAG, AND OTHER CUSTOMER COMPLAINTS

for Year Ending  12/31/2012

MPUC

. Complaint Type

A.

ImTMmMOoOND

Billing Errors

Inaccurate Metering
Wrongful Disconnection
High Bills

Inadequaie Service
Service-Extension Enferval
Service-Restaration lnterval
Payment Arrangements

Total Cempiaints

OAG

I. Cemplaint Type

A,

B
c
D.
E.
F.
G
H

Billing Errors

Inaccurate Metering
Wrongfu! Disconnection
High Bills

Inadequate Service
Service-Extension Interval
Service-Restoration Interval
Payment Arrangements

Total Complaints

OTHER

I. Complaint Type

A.

B

C.
D.
E.
F.
G

H

Bilting Errors

Inaccurate Melering
Wrangful Disconnecticn
High Bills

Inadequate Service
Service-Extension Interval
Service-Restoration Interval
Paymeant Arrangements

Total Complaints

Minnesota Public Utilities Commission

Consumer Affairs Office
121 7th Place Eost #350
St. Poul, MN 55101-2147

Residentiai Commercial Industrial Government
Number | Number Nember Number | Number Numbar Number Number Number Number | Number Number
Received | Resolved | Unresolved Received | Resolved | Unresolved Received | Resclved | Unresalved Received | Resoclved | Unresolvad
[ C 0 0
g ] 0 0
0 0 a 0
0 0 0 0
0 0 a 0
0 0 0 0
o D 0 0
G v} 0 0
0 o 0 0
Residential Commercizl Industrial Government ]
Number Number Number Number Number Nurmber Number Number Number Number Number Number
Recejved | Resolved | Unresolved Received | Resolved § Unresolved Received | Resolved | Unresolved Received | Resolved | Unresolved
0 0 0 8]
a o 0 o
0 V] 0 0
0 [ o 0
0 s} o} s}
0 [H o} 0
0 o] 0 0
o] 0 0 0
0 o] 0 0
Residential Commercial industrial Government .
Number | Number Number Number | Number Number Number | Number Number Number | Number Number
Received | Resclved | Unresclved Received | Resolved | Unresolved Received | Resolved | Unresolved Received | Resoived | Unresolved
o] v} ] 8]
o] v} 8] 0
3 0 a} 0
i D 0 o
7 0 0 ]
0 0 0 0
4 0 0 o]
2 4 0 0
16 o 0 Q

g 10 g abed
g ||INpayos



Great Plains Natural Gas Co.
Gas Service Quality Annual Report
For the Calendar Year Ending December 31, 2012
Gas Emergency Response Times

Total Jan Feb Mar Apr May June July Aug Sept Oct Nov Dec

Calls Responded to in 1 hour or less 366 13 13 17 30 24 30 32 30 43 48 46 40
Percentage 100% 100% 100% 100% 100% 100% 100% 100% 100% 98% 100% 100% 100%

Calls Responded to in over 1 hour 1 0 0 0 0 0 0 0 0 1 0 0 0
Percentage 0% 0% 0% 0% 0% 0% 0% 0% 0% 2% 0% 0% 0%
Total Calls 367 13 13 17 30 24 30 32 30 44 48 46 40

Average Response Time {in minutes) 14 14 12 14 13 18 11 14 14 17 14 15 18

/. jo | ebey
/ 8lnpsyog



Schedule 7

Page 2 of 7
Minnesota State Fire Marshal
Emergency Response Reporting Form 2012
Reporting Company: Great Plains Natural Gas Co. Circle Reporting Period:
Contact Person: Mike Schoepp {  January/February | March/April
Phone: 701-224-5857 May/June July/August
Emait Address: mike schoeppSmdu, corm September/October November/December
Dispatch - | Response . {Repair Crew "|Gas shutoff . . \Line repaired -
Time interval | Time interval |Time interval |Time interval = . |Time interval - -
> 0 min. to 10 min. 23 15
> 10 min. to 20 min. 3 4
> 20 min, to 40 min, 7

> 40 min. to 60 min.
> B0 min. to 80 min.
> 80 min. to 100 min.
> 100 min. to 120 min
>2hrsto 3 hrs

>3 hrsto 4 hrs

>4 hrs to 6 hrs

>6 hrs to 8 hrs

> 8 hrs

[For each gas odor/leak notification add one to the appropriate time group and event column when applicable. I

Dispateh - Time interval - The digpatch interval is the time taken from the point of initial notification from a customer, emergency
responder or other information source of a gas leak {o the time that a company person, who is qualified to make an area safe,
begins his commute to respond.

Response -Time interval - The response interval is the cumulative time from the initial notification through the commute to the
arrival at the incident location. This time is for a person who is qualified for emergency response and is qualified to begin to
make the area safe.

Repair Crew - Time interval - If the first response person is not able to shut off the gas and/for repair the facility, additional help
by a "repair crew" may be required. The repair crew interval is the cumulative time from the initial notification through the
commute to the arrival time at the incident location.

Gas shut off - Time interval - The gas shut off interval is the cumulative time from the initial notification to the time the gas is
shut off. The gas shut off time for small leaks that get scheduled for repair are not included in this report.

Line repaired - Time interval - The line repaired interval is the cumulative time from the initial notification to the time the gas line
is repaired, purged and repressurized, so relight(s) can begin. The line repaired time for small leaks that get scheduled for repair
are not included in this report.

Send report within 30 days of the end of the reporting period to:

Mail to: Email: Dos. Mrons Responsa@siale mn,us

Minnesota Office of Pipeline Safety or Fax: 651-296-0641

444 Cedar St, Suite 147

St. Paul MN 55101- 5147 For more infarmation call 651-201-7230 _

This information is being gathered under the authonty MS 259J.13, 289F.58 and 209F 63



Schedule 7
Page 3 of 7

Minnesota State Fire Marshal

Emergency Response Reporting Form 2012

Reporting Campany: Great Plains Naturat Gas Co. Circle Reporting Period:

Contact Persan: Mike Schoepp January/February | March/April |
Phone: 701-224-5857 May/June JulyfAugust
Email Address: mike, schoepp@mdu.com September/October Novernber/December
Dispatch | Response |Repair Crew [Gas shutoff |Line repaired
Time interval | Time interval |Time interval |[Time:interval - |Timeinterval = -
> 0 min. to 10 min. 44 24
> 10 min. to 20 min. 2 16
> 20 min. to 40 min, 1 5

> 40 min. to 60 min.
> 60 min. to 80 min.
> 80 min. to 100 min.
> 100 min. fo 120 min
>2hrsto 3 hrs

>3 hrsto4hrs

>4 hrs to 6 hrs

>8 hrsto 8 hrs

> 8 hrs

]

Dispatch - Time interval - The dispatch interval is the time taken from the point of initial notification from a customer, emergency
responder or other information source of a gas leak to the time that a company persen, who is qualified to make an area safe,
begins his commute to respond.

lFar each gas odor/leak notification add one to the appropriate time group and event column when applicable.

Response -Time interval - The response interval is the cumulative time from the initial notification through the commute to the
arrival at the incident focation. This time is for a person who is qualified for emergency response and is qualified to begin to
make the area safe.

Repair Crew - Time interval - If the first response person is not able to shut off the gas and/or repair the facility, additional help
by a "repair crew" may be required. The repair crew interval is the cumulative time from the initial notification through the
commute to the arrival time at the incident location.

Gas shut off - Time interval - The gas shut off interval is the cumulative time from the initial notification to the time the gas is
shut off. The gas shut off time for small leaks that get scheduled for repair are not included in this report.

Line repaired - Time interval - The line repaired interval is the cumulative time from the initial notification to the time the gas line
is repaired, purged and repressurized, so relight(s) can begin. The line repaired time for small leaks that get scheduled for repair
are not included in this report.

Send report within 30 days of the end of the reporting period to:
Mail to:

Minnesota Office of Pipeline Safety

444 Cedar St, Suite 147

St. Paul MN 55101~ 5147

Dos nons Resnonseihsiaie n.us

651-296-9641

Emai;
or Fax:

Far more information call 651-201-7230

This inforrnation is being gallered under the authonty MS 299J. 13, 289F.58 and 293F 63
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Page 4 of 7

Minnesota State Fire Marshal

Emergency Response Reporting Form 201

Reporting Company: Great Plains Maturat Gas Co. Circle Reporting Period:

Contact Person: Mike Schoepp January/February March/April
Phone: 701-224-5857 ) May/dune ] July/August
Email Address: mike schoepp@mdu com September/October November/December
Dispatch | Response  |Repair Crew [Gasshutoff |Linerepaired
Time interval |Time interval |{Time interval | Time interval - |Timeinterval
> 0 min. to 10 min. 52 27
> 10 min. to 20 min. 2 16
> 20 min. to 40 min. 11

> 40 min. to 60 min.

> 60 min. to 80 min.

> 80 min. to 100 min.

> 100 min. to 120 min

>2hrsto 3hrs

>3 hrsto 4 hrs

>4 hrs to 6 hrs

>B hrs tc 8 hrs

> 8 hrs

|

iFor each gas odorfleak notification add one to the appropriate time group and event column when applicable.

Dispatch - Time intervai - The dispatch interval is the time taken from the point of initial notification from a customer, emergency
respander or other information source of a gas leak to the time that a company person, who is qualified to make an area safe,
begins his commuie to respond.

Response -Time interval - The response interval is the cumulative time from the initial notification through the commute to the
arrival at the incident location. This time is for a person who is qualified for emergency response and is qualified to begin to
make the area safe.

Repair Crew - Time interval - If the first response person is not able to shut off the gas and/or repair the facility, additionai help
by a "repair crew” may be required. The repair crew interval is the cumulative time from the initial notification through the
commute to the arrival time at the incident location.

Gas shut off - Time interval - The gas shut off interval is the cumulative time from the initial nofification to the time the gas is
shut off. The gas shut off time for small leaks that get scheduled for repair are not included in this repart.

Line repaired - Time interval - The line repaired interval is the cumulative ime from the initial notification {o the time the gas line
is repaired, purged and repressurized, so relight(s} can begin. The line repaired time for small leaks that get scheduled for repair
are not included in this report.

Send report within 30 days of the end of the reporting period to:
Mail to;

Minnesota Office of Pipeline Safety

444 Cedar St, Suite 147

St. Paul MN 55101- 5147

Email;
or Fax:

Dps . Mnons. Responsei@state mn us

651-296-9641

For more information call 651-201-7230

Thiz informatlon is baing gethered under the authority MS 209413, 295F.59 ond 208F 63



Minnesota State Fire Marshal

Emergency Response Reporting Form 2012

Reporting Company: Great Plains Natural Gas Co.

Schedule 7
Page 5 of 7

Circle Reporting Pericd:

Contact Person: Mike Schoepp January/February March/April
Phone: 701-224-5857 MaylJune July/August _!
Email Address: milke.schospp@mdu.com September/October November/December
Dispatch | 'Response ' |Repair Crew |Gasshutoff . |Linerepaired
Time interval |Time interval [Time interval *{Time interval = :|Timeinterval = -
> 0 min. to 10 min. 57 34
> 10 min. to 20 min. 4 16
> 20 min. to 40 min. 1 8
> 40 min. o 60 min. 4

> 80 min. to 80 min.
> 80 min. to 100 min.
> 100 min. to 120 min
>2hrsto 3 hrs

>3 hrsto 4 hrs
>4trsto6 hrs
>Bhrsio 8 hrs

> 8 hrs

1

Dispatch - Time interval - The dispatch interval is the time taken from the point of initial notification from a customer, emergency
responder or other information source of a gas leak o the time that a company person, who is qualified to make an area safe,
begins his commute fo respond.

IFor each gas odor/leak notification add one to the appropriate time group and event column when applicable.

[Response -Time interval - The response interval is the cumulative time from the initial notification through the commute to the
arrival at the incident location. This time is for a person who is qualified for emergency response and is qualified to begin to
make the area safe.

Repair Crew - Time interval - If the first response person is not able to shut off the gas and/or repair the facility, additional help
by a "repair crew” may be required. The repair crew interval is the cumutative time from the initial notification through the
commute to the arrival time at the incident location.

Gas shut off - Time interval - The gas shut off interval is the cumulative time from the initial notification to the time the gas is
shut off. The gas shut off time for small leaks that get scheduled for repair are not included in this report.

Ling repaired - Time irderval - The line repaired interval is the cumulative time from the initial notification to the time the gas fine |
is repaired, purged and repressurized, so relight(s) can begin. The line repaired time for small leaks that get scheduled for repair
are not included in this report.

Send report within 30 days of the end of the reporing penod to:
Mail to:

Minnesoia Office of Pipeline Safety

444 Cedar St, Suite 147

St. Paul MN 55101- 5147

Cips.Mnops Response@siate mnus

651-296-9641

Email:
or Fax:

For more information call 6§51-201-7230

This infprmation is being galhered under [he authonly ME 26G8.),13, 289F 59 and 2867 83



Schedule 7

Page 6 of 7
Minnesota State Fire Marshal
Emergency Response Reporting Form 2012
Reparting Company: Great Plains Natural Gas Co. Circle Reporting Period:
Contact Persan: Mike Schoepp January/February March/April
Phone: 701-224-5857 May/June July/August
Email Address: mike schospp@mdu.com |___September/Oclober | MNovember/Decembear
Dispatch . |Response . |Repair Crew [Gasshutoff ~  |Linerepaired
Time interval |Time interval |Time interval {Time interval . |Time interval == .
> 0 min. to 10 min. 83 40
> 10 min. to 20 min. 8 30
> 20 min. to 40 min. 1 17
> 40 min. to 60 min. 4
> 60 min. to 80 min. 1
> 80 min. to 100 min.
> 100 min. to 120 min
>2hrsto 3 hrs
>3hrsto4 hrs
>4 hrstoB hrs
>6 hrsto 8 hrs
> g hrs
IFor each gas odorfleak notification add one to the appropriate time group and event column when applicable. J

Dispatch - Time interval - The dispatch interval is the time taken from the point of initial notification from a customer, emergency
responder or other information source of a gas leak to the time that a company person, who is qualified to make an area safe,
begins his commute to respond.

Response -Time interval - The response interval is the cumulative time from the initial notification through the commute to the
arrival at the incident location. This time is for a person who is qualified for emergency response and is qualified to begin to
make the area safe.

Repair Crew - Time interval - If the first response person is not able to shut off the gas andfor repair the facility, additional help
by a "repair crew" may be required. The repair crew interval is the cumulative time from the initial notification through the
commute to the arrival time at the incident location.

Gas shut off - Time interval - The gas shut off interval is the cumulative time from the initial notification to the time the gas is
shut off. The gas shut off time for small leaks that get scheduled for repair are not included in this report.

Line repaired - Time interval - The line repaired interval is the cumulative time from the initial notification to the time the gas line
is repaired, purged and repressurized, so relight(s) can begin. The line repaired time for small leaks that get scheduled for repair
are not included in this report.

Send report within 30 days of the end of the reperting period to:

Mail to: Email: Dps.bnops Besponse@stale.mn us
Minnesota Office of Pipeline Safety or Fax: 651-295-9641

444 Cedar St, Suite 147

St Paul MIN 55101- 5147 For more information call 651-201-7230

This information s being gathered under the authonty MS 209413, 295F 58 and JE0F 63



Schedule 7

Page 7 of 7
Minnesota State Fire Marshal
Emergency Response Reporting Form 2012
Reporting Company: Great Plains Naiural Gas Co. Circle Reporting Period:
Caontact Person: Mike Schoepp January/February March/April
Phone: 701-224-5857 May/dune July/August
Email Address: mike. schospp@mdu.com September/October | November/December ]
Dispatch . | Response = |Repair Crew: |Gas shutoff ' |Line repaired =
Time' interval | Time interval | Time interval - |Time interval - |Time interval -/
>0 min. to 10 min. 77 34
> 10 min. {0 20 min. 7 27
> 20 min. to 40 min. 2 20
> 40 min. to 60 min. 5

> 60 min. to 80 min.
> 80 min. to 100 min.
> 100 min. to 120 min
>2hrsto 3 hrs

>3 hrs to 4 hrs

>4 hrsto 6 hrs
>6hrsto 8 hrs

> 8 hrs

[For each gas odorfleak notification add one to the appropriate time group and event column when applicable. |

Dispatch - Time interval - The dispatch interval is the time taken from the point of initial notification from a customer, emergency
responder or other information source of a gas leak to the time that a company person, who is qualified to make an area safe,
begins his commute to respond.

Response -Time interval - The response interval is the cumulative time from the initial notification through the commute to the
arrival at the incident location. This time is for a person who is qualified for emergency response and is qualified {o begin to
make the area safe.

Repair Crew - Time interval - If the first response person is not able to shut off the gas and/or repair the facility, additional help
by a "repair crew" may be required. The repair crew interval is the cumulative time from the initial notification through the
commute to the arrival time at the incident location.

Gas shut off - Time interval - The gas shut off interval is the cumulative time from the initial notification to the time the gas is
shut off. The gas shut off time for small leaks that get scheduled for repair are not included in this report.

Line repaired - Time interval - The line repaired interval is the cumulative time from the initial notification to the time the gas line
is repaired, purged and repressurized, so relight(s) can begin. The line repaired time for small feaks that get scheduled for repair
are not included in this report.

Send report within 30 days of the end of the reporting period to:

Mail to: Email: Dps Maops. Responsa@siate.mn.us
Minnesota Office of Pipatine Safety or Fax: 651-296-9641

444 Cedar St, Suite 147

St. Paul MN 55101- 5147 For more information call 651-201-7230

This informatian Is being galiered under Lhe puthorily M5 280013, 209F 59 and Z99F 83



Great Plains Natural Gas Co.
Gas Service Quality Annual Report
For the Calendar Year Ending December 31, 2012

Mislocate Rates

Total Jan Feb Mar Apr May June July Aug Sept Oct Nov Dec
Number of Mislocates 1 0 0 0 0 0 4] 0 0 0 0 1 0
Not Marked Line 1 0 0 0 0 0 0 0 0 0 0 1 0
Mis-Marked Line 0 0 0 0 0 0 0 0 0 0 0 0 0
Number of Locate Tickets 1/ 7,490 140 128 447 944 967 811 871 868 777 882 517 137
Numnber of Mislocates per 0.13 0.00 0.60 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 1.93 0.00
1000 Locate Tickets

1/ Number of locate tickets for Great Plains Minnesota only.

8 8|npayas



Great Plains Natural Gas Co.

Gas Service Quality Annual Report
For ¢he Calendar Year Ending December 31, 2012

Gas System Damage

Total Jan Feb Mar Apr May June July Aug  Sept Oct Nov Dec
Damage Under the Control of Great Plains’
Employees and Contractors 14 ] 0 0 3 0 4 0 3 2 0 2 0
Damage - All Other Causes 54 2 0 2 7 5 8 15 5 4 2 3 3
Total Number of Darmages 68 2 0 2 10 5 10 15 8 6 2 5 3
Miles of Pipe 1/ 522 522 522 522 522 522 522 522 522 522 522 522 522
Damage per 100 Miles of Pipe
Under the Control of Great Plains'
Employees and Contractors 2.68 0.00 0.00 0.00 0.57 0.00 0.77 0.00 0.57 0.38 0.00 0.38 0.00
Alt Other Causes 10.34 0.38 0.00 0.38 1.34 0.96 1,15 2.87 0.96 0.77 0.38 0.57 0.57
Total 13.02 0.38 0.00 0.38 1.91 0.96 1.92 2.87 1.53 1.15 0.38 0.85 0.57

1/ Total miles of distribution (448.194) and transmission (74.173) main operated in Minnesota as of December 31, 2012,

¢ jo | abed
6 8[NpPayag



MINNESOTA OFFICE OF PIPELINE SAFETY

Schedule 9
Page 2 of 3

ANNUAL UTILITY DAMAGE REPORT FORM - CALENDAR YEAR 2012

Part A) General Information -

Utility Name: Great Plain Natural Gas Ceo.

Area f Division / System 1D: 6690

Contact Person & Title: Paul Riely, Pipeiine Safety Specialist

Phone #701-222-7768

e-mail address: LADONNA.EMINETH@MDU.COM

Fax #. 701-222-7853

Utility Type: {Check One — please submit one form for each utility operated)

Ul Transmission Pipeline  DDistribution Gas [ |Electric [ |Communication [ ]Municipal-Water & Sewer

[]Other - Specify

Part B) Number of Locates and Number of Damages -

7490 Number of Locate Requests for the calendar year.

31 On-going project damages. How many damages occurred on on-going projects
{typically projects are excavation acftivities lasting 14 days or more)

37 Remaining damages occurring in situations other than on-going projecis.

Part C) Cause of Damage -

0 1) Locates were not requested through GSOC
0 2) Relying on someone else's ticket
. . No or Inadequate Excavation
2 3) Excavated prior to legal start time Notice (ticket).
0 4) Expired Locate / Ticket
0 5) Excavation outside requested area
0 B) No Hand Digging /Hit While Excavating
0 7) Marks Not Maintained By Excavator
53 8) Failure to Support and Protect Facility
12 9) Damage Done by Non Power Equipment {Hand Digging Damage)
1 10} Not Marked
Mis-locate
0 11) Mis-Marked

-Optional- Part D) Confidentiality Statement -

REVISED, Completed 2012 VDR ReportingFm-GPNG DISTx

1

1212112 Page 1 of



MINNESOTA OFFICE OF PIPELINE

Schedule ¢
SAFETY Page 3 of :

ANNUAL UTILITY DAMAGE REPORT FORM — CALENDAR YEAR 2012

Part A) General Information -

Uiility Name: GREAT PLAINS NATURAL GAS CO. Area / Division / Systern |D: 6690

Cantact Person & Title: LADONNA EMINETH, PIPELINE SAFETY
SPECIALIST

Phone #701-222-7924

e-mail address: LADONNA EMINETH@MDU.COM

Fax#: 701-222-7853

Utility Type: {Check One — please submit one form for each ulility operated)

[CJother - Specify

B Transmission Pipeline [ ]Distribution Gas [_Electric [_Communication [_Municipal-Water & Sewer

Part B) Number of Locates and Number of Damages -

357 Number of Locate Requests for the calendar year.

0 (typically projects are excavation activities lasting 1

On-going project damages. How many damages occurred on on-going projects

4 days or more)

0 Remaining damages occurring in situations other than on-going projects.

Part C) Cause of Damage -

0 1) Locates were not requested through GSOQC

0 2) Relying on someone else’s ticket

0 3) Excavated prior to legal start time mztg{:?;gﬁg:fte Excavation
0 4} Expired Locate / Ticket

0 5) Excavation outside requested area

0 6) No Hand Digging /Hit While Excavating

0 7) Marks Not Maintained By Excavator

0 8) Failure to Support and Protect Facility
0 9} Damage Done by Non Power Equipment (Hand Digging Damage)
0 10} Not Marked

Mis-locate
¢} 11) Mis-Marked

-Optional- Part D) Confidentiality Statement -

Completed 2012 VDR ReportingFrm- GPNG TRANS (Emineth)
1

121212 Page 1 of



Great Plains Natural Gas Co,
Gas Service Quality Annual Report
For the Calendar Year Ending December 31, 2012
(Gas Service Interruptions

Total Jan Feb Mar Apr May  June  July Aug Sept Oct Nov Dec

Due to Employees/Contractors

Number of Customers 18 0 0 0 6 1 7 2 2 0 0 0 0

Number of Outages 13 0 0 0 4 1 4 2 2 0 0 0 0

Average Duration of Outage (in minutes) 244 0 ) 0 257 47 171 625 81 0 0 0 0
Due to Other Unplanned Causes

Number of Customers g7 8 0 1 2 6 26 16 2 6 0 29 1

Number of Outages 35 1 0 1 2 2 6 10 2 5 0 5 1

Average Duration of Outage (In minutes) 214 90 0 167 82 195 244 133 126 156 0 534 177
Total Interruptions

Number of Customers 115 8 0 1 8 7 33 18 4 3 0 29 1

Number of Outages 48 1 0 1 g 3 10 12 4 5 0 5 1

Average Duration of Outage {in minutes) 222 80 0 167 199 146 215 215 103 156 0 534 177

0} @inpayog



Great Plains Natural Gas Co.
Gas Service Quality Annual Report

For the Calendar Year Ending December 31, 2012

Emergency Line Response Times

Service Level - % of Calls
answered in 20 seconds
or less.

Average Speed of Answer
{in seconds)

Total Calls Answered

Total Jan Feb Mar Apr May June July Aug Sept Qct Nav Dec
83.75% 85.99% 79.17% B557% B6.55% 72.73% 7653% 85.88% 93.55% 88.39% 8261% B87.26% 80.75%
13 16 18 14 10 10 18 8 8 7 15 15 19
1,437 148 134 93 111 88 86 79 121 102 144 152 179

L1 |inpsyos



Great Plains Natural Gas Co.
Gas Service Quality Annuai Report
For the Calendar Year Ending December 31, 2012
Customer Service Related Expenses

Total Jan Feb Mar Apr May June July Aug Sept Qct Nov Dec

Customer Service
Related Expenses 1/ $347,607 $24,830 $27,401 $37.485 331,271 $30,573 $28966 $26,045 $29,121 $25329 $31.875 $24,282 $30,429

1/ FERC accounts 801 and 803 plus payroll taxes and benefits.

2l 8lnpayds
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Natutil Gas Service Quality Reporting Workgroup
Reporting Summary and Changes

Xcel Encray

MERC

PL

GP

Provide desenptinn of what i bewg seported in the Complamr numbrers

Customer sdvocare groep- we report all complaints,
isce af cumplaing, type, snd action we 1ok and tme
i tesabve- by moath

(Culi centess wr repurt specific call cudes thar we
provivuely detessined could be widieatiee of 3
complamr, fris oocde ug
then tpot thes alt conver ealks by costame e, eall
ypr, b action wr mok, By month— both EAG

bBeipy the magner of calls- we

ANBBP i
e stand, towr bgh ar tou Tov
caletifared

questing s

Mlling Erraes: Bl prant seee, adipread cantrac accoun
erzoses, Tandlord & pestient erooo

A

of season charges, frnst burnare, G 10 ad

Canstrection &

temance. Excess footage fe

change,
relocate

T G

v chanpe prvssuce, merer lncativ,
we shickls, batees, atmosphenc comminn inspectiun

(AL

{Czockit Areanjumenss: GAD, Canony

tcastmaliy um sime, defmlied atrapeae, R

Tosel/ cannot pay,

ammEnsEmen, mronneet quare

{ecnimect Non-Payt GULAL Wronghut Discomsect,
thuwrhr bl assangenssnrs, dd ot seceive pons

ks connected during CWEL revnmiees fees, prvmen

methenks, scheduling

reyRiTments
risputed {Charges: Any dspure not invulving an accoum
cuttemly an waite of F Teerowe, Tuvestigacion Thad Debr
adlord/ resname divpures, foreslieurey, deorce,
tuomnite sinssrions, tapd dobt trasfer, Tk fre on

martir metee, tatey of serace fmave inur out

Empleyee: SR Hrror, Lmployes Misranduce

[Tighs Bl Catstomver antinred compianit rgardiog hih

wsage fmusst be ey et o awmply igh baleace)

eurate b et

e Swinched pipig, ineameer pressuse
Futters, mieread, nop-reglstenng meter,
ERE/progrsmming, meter chunue, cstinated mads

f

Codleetions Mnactiee/ \Write-CHE Account seat 1o
collenriuns, any collectiun apenct rel

atgud comiplainr

amminlaty custumer

Tadequine Service: ko
ezpertations; hold timcs, not followsny throayd wirh
promsed scriuns

Web /(s
Acevunr Onla

1ommer Sell

ervice /IVR: Chibme Billing, My
L Pasewtrred hocked, ey issnes, bifl

reminders, (VR Spanesh vprion, diffieudty aa

Aty

Cne

Paymear baar e Pay, gnending ereit, missing

prayment. incotrest applicaton, prageseimy dilay, tefing
checks, Lare fee/due dere,
Bank Pay 1sanie

Laergy Assistangs payment,

Hate /Tanfis: Refusad of Servie, botenm Raes, frosch
fuex, taxes, basic chnge, dehvery charge

MURC zepusty all calls swhich the call center (3R
ek 10 be o complaint. MERL hos trained the CSRs
1o tegaed ol complints thresyph on auromated process.

3

When the £SH Frst luoky at any accounr thers is a pop
up window which asks iU the call &5 2 complaine. This
questien nmast be answered before the (3R mover on.
MERS seponts the total sumber af complatnts, hreaks
e the cogibaimts by 7 differest (ypes: s
breakdown is given by total ewmsher and perentags 0
tatal complaints. MERL provides the wal numbers that
s reeotersd inattally, within 10 dags and greate dum 10
davs. Commpbant weolotion is seponed by towd numbee
] percestapr. The vesolution catcppries inchiule taking,

* Bifling, Extors - AB bnlbng complames except igh bilk, T biils, rord
: 2 7

weae/cansunpriur, nfsted bl

+ fmaceurate Mercring

gt/ mainrcnance

- T/ evyrincuring oo

suues, meter mading isaues.
- Wrongful Disconnection - Tuteofl or dicoonect ennr, collestions
esurs,

~ Ehigks il - FFigh bdls e 10 asage or weather, bilfiog saes

~ raddesquare Servica - Crsstiomar service issus such
uf folhowarp.

5 PUOL Soivice,

lang, waizs, delayed respomss. &

= dew Service {Conneetiun Inteovals - News service @

s el 1

ekl fenpmcenng /cantstnactinn fmatntenn
- Serviee Hestomtion Ioten

lrpartments.

~ Chtage tanes welatig

sle :

5 Customes ey gt 7

it wathin the contral of the wiliry and rofuse 1o
wuszmer reyaeazd segon, The seport alro indicaes the

ficld/ eng st

¢ deparimients
« Paymient Status - Lot Paymunt. incotiees pasment soia, e

prayTnent penaly, misiing puyTnent, promise T make paymens,

nunther of PLC complaines. This s info
a5 thus complaints are included in rhe repurted
carplan mimbsors.

Fonly

1 parment fce

+ Tum-en - lssues with Tum-an urdee tor service, weang date, ang
complere, nof sanes comeetdy, sk of cstamer contaer.

¢ Meter Heading {hther - Merer reading soes such as no

read festimane/mrie-read. read cycle, reader access, seades

belvior, read rue ercle

~ apment Amangement - Pament apmeements — shors anil
Tonptesm, new., defaults, multple ameement. apreemenr
chitputes, promuse to pay.

= Croadie & Collectims Geneeal - Banke
agency/hurci sucs, CUSTRNET 33 sistanee peograms.

* Propenty Danuge - Repurt of dumage tn custumer propeey /|
exuipsent, chims, insURARCE questions, locatts, congtrirtun,
lioe cleannce, outages, weathee,

sprcy, cullietion

+ Tree Trimming - becues wirh e mmming - mat notified, maumed
trimmed trim cacle
Construction, Mamtenange (ther - Mo call hacl,
etneronicy safery issue, vutaes, peeiobc merer climpe

phaned matsrenanee /ot e,
srreet/security fights

= Piwer (biny & Reliabibry - Ouzye

toa pnsch, rimmed tos finde. did oot iz w

= Enpineenn,

no

radio miezfrrensz,

e spaaliy

. bliks
* Cusromet Pagment Programe - Prograne such

prality sesu
3 Al

Taymens , Paperes
Talling, Customer Assstance progmams
» Noa ity Billin
dbepuarce chieg
+ General Billing Cucations feneral Cheher - A other

Billsyr, Western Diwon, CheckFree, Budget

Bull details, Contributios Taz Adder bill det

shispietes responsdntie, Goance charses

Effective warh 24 3 seport, call cudes dorermined to be
dicative of a complint winds i exproned 1o be die
majusity of alf alts will he repaend by customes npr.
call type, and action taken by momh
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Natural Gas Service Quality Reposting Warlgroup

Reparting Summary and Chanpes

Xceel Encrpy

CPE

MERC

1L

GP

Secunty Depurie Camng afond, question caloudains,
it rerorned, intoreat

Service Vinler Sohechiling: Anything appuinnnens
e, appintment windows, schedhing

teluted, wiit 15T

(udicies, mis et/ appoiment

iher: Lot Access, Pasteanl, Cleims /Restoration, B
Venficatrat CIP, Mackerng, Vehade Ulperation

Punpomt: Aty cumplaing invnlving wansfess part of the
Finpaint mitative

Prevuupling/ VREC Aay etilaint pertaining m the
Isvened Block arc (tieeed pricing) and/or Deconpling

FRE s will ey 1o baok at tnving 1o Barther categiree
these type of cinopliints. 31 most cisce thse e

cusramens whi's peaeption s thesr bl oy be s high
brased o vt Gactons suclsas medi ropors of faw

repor

lowsksing Eato caprrmg 1 me for the senall

percent of wmainb calls

Whether MERC should be sequced, in futuce snoal tepartz, 1o frrdser . ) w
e 1o s, tn bt /A s cunszs (uwhy does g cost me 70/ Deb wirs the A wiA
e the u;mpl‘mus stclwdesd i the satoporn oy hall is 100 hivh & i ¥ e
o o medta is edlmg me 105 only §T005) weather impract, ete
I must cases it i CHGs tabang o 1o explan what jue
2riter i of thar the wearhes wesa't acnally e wamre as
the customer may thiak,
Flow MERIT i future snmual seports, ahould report o escatated, infmal
comphaints, mclading those twevived by the Commission's Conumner /A N/A MERC biekieves it is capruring all those complinms. wAA N/A
Affaus {flice
i The vast sajomits <F U Galk C00CT U At Al arc
How Xeek, us faturs ansinad repoets, <bundd seport on eall center complaing |01 i "
: e on T e tesoleed) upon thir ins Gwrrn wr AT . .
resnlarinn timefuames (enl dig no inclode this infrmmming in i 20 3 Nja x/A N/A N/A

Wherser arilinips should be tequared o0 file copies of theie sl castuemer
seqvice rwparts {rrquired wnder Mism. Rades, parr TR200300, whether thre
revpuirements ovezlapr wath the mfomation provided in e anoul gas
srrvice quality separss, amid how thoss tequirements compate and s

rechoiled.

\While 1 seems eeddundant 16 le e same e i o
ifferent dorkets, it it wold be b
nut appise
customes crmmplaing npor nnder THILEF A s

r- the annusd

The reprists are

i the

mumbers resolved/ unmeroberd s well a3 tetal cuseumer
urmbers. The iafo provided in our S0 tepons wner

TR242060 dupsn't provide dhs il har broaks it down
into
ko e

Wl 1o parnins, wo do

tegories, saarves, by month, sime ekl seden

Schedde 17 Cartently inlubing, a copy of the repon
filecl, s reqesiredl in Docker Mo, {08/ GR-AO4-5L

am e

Vtrie sceme tedundant and hupefully shi
mviewed anid determaned thas die pas

Alks thes rogaiTTmEnL

Mot a hardship 1o supply - this is alresdy bong done fi deetne.

Cupy of wport wilt e provided

A

3

| ME saiinp e Beogtiphiciocation; ieibier

)
AR ME umﬂing teveli by (,eugmplm hm:ll:ﬂn. whelber
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Natural Gas Service Quatity Reporting Workgroup

Reporting Summary and Claanges

Xcel Energy

CPE

MERC

irL

Gr

Dlease descbe how/M it von ceport

e crpurt requests 16 eraee 1o sow ketations- both
rumber of fstatlatings amd sverre # of days to
complere betwern reyuee and complesion by monde.
W dr it separt rmguests t kecatinns previowly serve
1s the ouly people that we classafy w this proagyare
customers who have L theic meter Toched due 1

croit. We elassify those teconeening fur service

rprrades of vacancy with par requests for new senace-

e s

v them all wopedser, This reprct is s onle.

Schrshule 43 The number b v sl and residential

service extensinng, the svery manber of davs by

from the waw #

cumpl = propeey 5 read uoal
snstaflatiiny in cumplete for new service regiedt

i nut et and

(propertics where prins service:
Renewed ey

{propertes where sefvace previoushy

redd 10 credie ez

et €xchchuyy Lavked sesery e

Thur reporr inchides monthly infurmabon fat iew

service pqests tor b tesidential amd commerci
senace spsrallatians. Trindicates the # of reguests and
rhe averape tmse betwesn tequested dare and mstallation
The sepont adsy includes the same informatinn for
reequesss where an eazeting spevien cuists and the meter
har been werned off for reasans other than son-
paymens.

Heport inchudes ol infomanian for now senvice zequests for
undy dars). It

uf reguests and the aveege me beraven the

eesilential il commercial service wstaftanans (g
sstchicates the #
resiested dare and installation. The repor alor meludes the same
infurtntian far reauests where an cxiseiyg seovice srists and e

rreter das been turned off fnr weasuns uther than oo pasment (g
and elestrc il

s of evtensune and wvers

oo days to complere
rved) b

e New Servier (Incations pot presious]
Renewed Service (o

provionshy served;

W Tiether utlis
srrvice 1o pe
rhese reues

shotld he reguires o repurt the member of sequests for

wasly rerved Lavatinns and the e peguired 1o complete

A
hae 1o ermdit (which the Comons d nor v include
in thoir 8726/ 10 Chder) We do cepart this, we have noe

(el can not} break them nut from the sew custurmers-

5o tier eporting combings them all oG one grop (atl
e and current eustiis).

e freen those twstomess wine hud thetr meter lncked

{Cumently repurting, exeludiog Locked mesers cehared to
credhi itsues.

This sdoes

m ke 4 waste of timie. The ports Iove
irwdivatead that the unlities doa gorsl jnds in getrng
soeviee minated in thees mstences, 1 defave were
sccurzmg o eepular hisis dee Commission wonld be
recevang complaine. ve seen anthig o waudicats this

s heen an fsvne,

Prnvided s 2011 neport.

GI pravidead dave benween ecent of service line

Jedd We ke not
bave on efficiomt mrans of sracking dars betuzen

] instalk dute.
(3P supports excluding this data fo the repurts - too

appheation and date mesar was ins

toeuested meter mstallaion dare am

stuatinial depenident

Whether 20 eacluds fiom the gas aervice quabny epons e mmber of

meter was Jocked for sunq it uf a bk and which are alagy rl"pum.d

under Misn, Srar. §5 2100 €04 and 246000

recommeenans and reatonsbion of service ceguests et were processed after |

Commissinn's August 26, 2012 Order i Blocker
N, GHI9CTUPA0 2aid 0 s need toinchide this, 36
e have not

xchiching

Currently exeluding.

et 4T i A e ll'ulimt:thr
mlstnie eriterta priided by €T,

WAl

exchude o

reets mrocated witdl non-payent

Copently vnchiling

Flrewer describe hwd

1y rpon

We define mishiestes as a s line that was damaged us

the sember of mislocates by the number of e
kets 1o get the miskcate rae,

rzsuilt of myismarking or Galuce g0 mark g dine. We divide 3

Sebiedule 4 The number of mislocaes <
fuiliare fv murk 3 b, tutaf oy

"

mislacates, futat manber of kicate tickers s mamler off

inisToates pet HAEH nuate tickess.

sad dhe % of msloates. This report would ouly inchude
thuse muslocates resulting in dirtage as M

<sther causistent means of tracking s wfom

L has no

Total Jucate i
as liwes. ebmagesl dure 1 mismarhs

st for both gas and elestic, including sumber of

ar failuze 1y marde

The susmbet of tocate titkets requaste eceived thnydy
AN e Calt spatem and the sunber af midocates
categorzed as cither due 1o o not marked fine or 3 mi
ket line,

Whether 14 seguee MR )
same Level of underlping detuil on the satal number of miskcates {the
number of mrzsauacked nes amd the number of €aihires

mark a line) v
Crutedoin providad in ite 200 cepon.

s Interstate, and Greeat Plams o provide tie;

Yes. we can do s, Iowil] be Dacedt anowhethes there
wut it or ol which we andeestand s the same way
CLL does it Depinning in 2012 b/c of 3 vew nle,
AEODS rexpuites reprocts unly for demapes that sessltin
2 ek 205 our service guality zepartisg wall repust mune
than our MINCIPS reparts,

Wich the vesy Juw sumber of mislucatey F question the
vihar of this informatian,

DL vl saprarare st mismarbed ve. not marked m the 2612 repun,

G provided e sphit brtween Ines aot marked apd uns
marked lines and will continue to do o

sess wharher can follo the Meocare eritena provided by CPE

Vs we o

Drtepnines whether o boe is mismarked or faled p e
muatked, CPE performs an investyzsion on al s
astages usingg pee Incate guctuees takon by the Jucinos

o derermune whether

lin was progerty macked or not
rruacked at

b 3T there are marks /paint 1 the wrea of die
darmape hat they ane o withio the 24 inch mferance
sone CPL denenmtsres the oot case of the damisge
Do o Mizmark. I thoee aie oo vsble

o
Fpainin e
post Ineute pisturcs at the sie of dae demage CPE
dorromines s ot eaese wobe a Faiteee o Mark

SR photographs ol fing boetes prive 1o cxcavation
H datruige vonarey ATERT nill o back 1o rbe locate
rcord (assuming 2 locate was ergueste) 1o venfy if the

Ioeane: wae ocourate. 3 it 1 detesmined the fugite was
accutate according e 2160 the cuntracier will be billed
I it determined MERC ae st custrctor mislocatcd the
facility the mfurmation i then incuded in the meloe:

seprn possian of the Sorcice Qudiay report.

nd fadare 10 mack dense, by will
o fuethet our abibity fy caloubite an eror o
M. will

the (CPE cenesia in the 2682 repory

1PL can lareak ane vl ois ducy

need to rvesngd
and wlectsic Tocans rickats are s Droken o sepazn

s

aatosnpst 1 seport mislicates s

CGire:

Plains imvoyngtes cach damage to detennine whe
is ar Endt either company or contramor Beator ako
Hesuhts
urcs af kacates

derentune of fogates are off or not located ar a1k
are documented, hur we v pet take pi
at this tme

1z Meslocares

Separars out the o HIEX sy

MAA Only separts panml gas mishscates

N/A

la 3021, 1L ead e (5} gras Mmishcates flines not mathed” thar
resultod in climage to pas Beilies.
oobr mislocates.

In 3012 report, will report ps.

WNIA

Chaige: »Nun:.' ‘Dider PL5 of |ﬁl’Cummxmun ¢
’ 1L On.lcr it Docket N GDD‘I/A&I&B&: ¢

eues i repoing me lu:( g: K

2 alic lost
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£ it ai f.lulu
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atural Gas Service Quality Reporting Workgroup

Reparting Summary and Changes

Xcel Encrgy

CIr'E

MERC(

IPL

Gp

Pleare deserbe Iunw/what yon seporr

Wit ropurt s dine bamagns v o sondl B tledfiod
by whather they were damagud by 3

Contrxcturs ar ather causes. We thin pravide our miles

el ot

o main and the demage calowbaed pes 169 milss of

mumin.

Schedade ¥ Eamagus by CF
Damag

per 1k males of pipe.

Lmpluyeos /Conteacturs,

< by orhuers, 1 dumages, miles of pipe,

ME|

s Jine dubiges i wds

£ repotts v mnnthly bzt the ol mathes of

er they were the fault of

ontractors, damaped Iy athers or a

e ey failore.

Number of pas s orem damages. wchubng whether the dmags was
cansed b thuse waeking s behalf of the wnlty aed abso what the

damape 15 annbted o (power equpsient, hand digging. steake, )

The number ef gy svstem damay

argmred s 1

rod by a GF

whother the danags wis

emplonre/contractor 0 cazsed by any other wiplaoed]
canse. Alvo mcluded is milts of prpe and sbemagz pes

it ruiles of pipe caltubatin.

WhethEr tvr reaps JrczeEan

16 xepart in fanee aimet sepueds its gas

tidiey pessoneek, qustomes) wl gagred each particulsr damage evest.

N4 MY [z . ; ras darmane hy i Hz X :

s e e mand, MAA SA mAA I wall repont e darmage by ;moath in de 2012 oport. [ES

Whether bo reyuire Great Plains and Greater Momeson Gas o indude in

famuee amdual erports dies oo the e of party {dund-party contracer, NiA N{A NAA NA L walk provide the deed requested in the 2002 neport.

How the wthities account 7 Tust gar when there i au incdem of any hind
that results b Just

5wk pavs for the Tost gae and whe pas for the cast
of tepaiming hmaged Jiaes when the damape @ nat cased by the cartipany
nrite conracton, a5 well as wlien the damag

is caused by the company.

A-HEAHS
Amounrs pevenved S contragrar damage Bills ar an

Lsst gas repoeting ver i Dacket Wi G
a5 repoting

ffect tn (%M vaporece,

Lurst g zepurting ey m Dogket Mo GO A 104
Comseactons billed for cost of repaits, Amounts received
frum eonteacions is on offsct 10 QLM expenses.

Lost pur reporting vet in Docket o, G5V HLERS
AR at-fault conmmctrs are tilied for dimages. Asminmts
teceivedd are an affsct to QXA expeases

Lot ps aoportingg vet in Docker

billed fne cost of repairs. Amousts

Gt fAA-LRBRS. Excavator s
eiveed are an offsen 1o DM

(LIRS

Lust pas repaetity; vet m Docket So. GO/ B33
Al ar Bl comtmacturs are billed for by
received arz an oter 19 &M expenses.

05, Amounts

Change: N_uné.

i
ES 2 DR
Chinges BIT with ol e

pop, Wi

calciilaied n\ll:\ge tirmes

Dieare descadie. tow/what you sepas

We repart g service wternaptions ou & manthly basis
chassificd by whether they were damaged by NE
contractors of othet cagses. wathin thase o

nd aue

tepunics we
inchia

e the mumbier of homes, die pumlies of incidenes,

und dhe averape inage time,

Seheskale 10; Reporr autag
Emplupees /ontmsturs, o

indliral

provide in §
events zod system inregnly ovongs,

i2a dur to others and 1ot
ing the mmanber of customer affectod, number of
ounapes. aol the avezapg dutation of the autygz. Al

Sehedule 11 deraid 6 MNG)
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