A.10-12-006 Southern California Gas Company 2012 TY GRC

TURN Data Request to SCG

Data Request Number: TURN-SCG-23
(Customer Service - Customer Field Service, Call Center, Branch Offices)

Date Sent: July 27, 2011
Date Due: August 10, 2011

Please provide the name of the witness/responder. 

For any questions requesting numerical recorded data, please provide all responses in working excel spreadsheet format if so available.

For any question requesting documents, please interpret the term broadly to include any and all hard copy or electronic documents or records in SCG’s possession.

1. Please provide actual 2010 field service orders divided into the types on Workpapers 23-25 to SCG-07R.  Provide in spreadsheet format.

2. Please provide the spreadsheet used to produce Workpapers 23-33 to SCG-07R as Excel with active cells.

3. Please provide on-premise plus drive time per order for each type of order in 2005-2008.

4. Re: Workpaper 35-37 to SCG-07R, 

a. Please provide the workpapers in Excel format with active cells.

b. Please explain why the amount of training declined from the 2005-2007 time frame to 2008-2009.  

c. Identify all specific efforts to increase training in 2010 and following years back to the five-year average used by SoCal.

d. Please explain why non-labor CFS Operations costs were so much higher in 2005 than in any other year.

e. Please explain why non-labor Direct Supervision costs fell from 2005-06 to 2007-09.

f. Please explain why non-labor Dispatch costs fell from 2005-06 to 2007-09.

g. Please explain why CS Staff labor was considerably higher in 2006 than in all other years.

h. Please explain why CS Staff non-labor costs were 70% higher in 2005 than all other years, and why this outlying result should be included in an average.

i. Please provide 2010 actual data equivalent to the data shown for 2005-2009 on this entire three pages of workpapers.

5. Re: Workpapers 38 and 39, 

a. Please identify the annual FGAs for each type of equipment actually experienced in 2010.  

b. Please provide the labor and non-labor costs for industrial service technicians actually added due to the SCAQMD rule change in 2010.

6. Please identify all the costs actually incurred in 2010 shown on Workpaper 39.

7. Please provide any available information on actual 2002-2005 field service orders by type and/or the forecast of 2006-2008 field service orders by type in SoCal’s 2008 GRC. 

8. A five year average straight-time/over-time ratio is reported on Workpaper 43.  Please provide actual straight-time and overtime hours in each year from 2005-2009 used to derive this ratio. 

9. Regarding Workpaper 101:

a. Please provide total CSR calls and average active meters for 2010 (data similar to that shown on a forecast basis in SCG-07, Workpaper 101).

b. Specifically identify impacts of customer use of the internet and customer use of Interactive Voice Response (IVR) systems on the number of calls per meter.

10. Regarding Workpaper 102: 

a. Please provide this page in Excel format with active cells.

b. Please provide the information on this page on a recorded basis for 2008, 2009, and 2010.

c. Please explain how CSR level of service is calculated and provide recorded data from 2005-2010.

d. Please explain how Occupancy is calculated and provide recorded data from 2005-2010.

e. Please provide the number of hours paid (straight-time and overtime), the number of hours worked, the number of calls, and the overall average handle time for each month for each month from 2007-2010 recorded and 2011 to the latest available month.  

f. Please provide overall average handle time for calls on a monthly basis for 2008-2010 and supporting calculations (i.e., number of calls, number of seconds).

11. Regarding Workpaper 103:

a. Please provide the shrinkage factor with two more decimal places (e.g., 32.72% as opposed to 33%) on an annualized basis.

b. Please explain why the calculation of shrinkage assumes that the full complement of staff must be replaced by other FTEs on holidays when the call center is only open for emergency calls (e.g., Christmas, Thanksgiving).

c. Please provide recorded data similar to this table for the rest of 2009 and for 2010.

d. Please explain how “breaks” and “water breaks” are calculated” – as a percentage of total hours in the month or as a percentage of hours actually worked in the month.

12. Regarding Workpaper 104:

a. Please explain why labor rates for SoCalGas CSRs are considerably higher than for SDG&E CSRs ($30.51 Full-Time and $27.18 part time for SoCal versus $22.75 full-time and $18.47 part-time for SDG&E per SDG&E-13, Workpaper 211)

b. Please provide actual recorded data for 2010 showing total CSRs, divided into full-time, part-time, and over-time.

13. Re Workpaper 105, 

a. Please provide non-labor costs per FTE for 2010 in the same format as on this chart.

b. Please explain why non-labor costs per FTE were considerably higher in 2006-2007 than in 2005 or 2008-2009.

14. Re Workpaper 106, please provide the same data for 2007, 2008, 2009, and 2010 recorded.  

15. For each day in 2009-2010, provide staffing hours, numbers of IVR calls, numbers of calls taken at the call center, a consistent measure of timeliness of call answers (such as average seconds to answer or percent answered in a given number of seconds), and number of abandoned calls.

16. Please provide all available data on worker turnover among full-time and part-time CSRs for 2007-2010.

17. Re Workpapers 117-119 (Branch Offices):

a. Please provide the status of FACTA Red Flag Implementation in 2010.  When was it implemented?  What was the incremental cost of FACTA Red Flag Implementation in 2010?

b. How many extra security guards were hired in each month of 2010?

c. Were the branch office positions fully staffed in 2010 as forecast?

d. How many vacancies did SoCal have in branch office positions in 2008, 2009, and 2010?
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