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TURN Data Request to SoCalGas

Data Request Number: TURN-SCG-30
(Customer Service and OpEx 20/20)
Date Sent: August 18, 2011
Date Due: September 1, 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 SoCalGas’ possession.

Regarding SCG-7R and SCG-13R 
1) Following up on TURN DR 6-6b, SoCalGas provided an Excel file, called, “Soft vs. Hard Benefits.Dec 09.xls.”  In the file, on the worksheet called, “Original Benefits,” SoCalGas provides a spreadsheet that includes data, forecasts and calculations related to CSR Call Answers.  

a) Please identify in SoCalGas’s testimony and workpapers where these calls and their respective CRS-related expenses are recorded.  

b) Please discuss how close, if at all, SoCalGas came to meeting its forecast of 6 FTEs saved for 2009—recognizing that the 6-FTE reduction included for 2009 would be the sum of both cost avoidance and cost reduction.  In so doing, please include in your response, but don’t limit it to, the identification of the location in SoCalGas’s testimony and/or workpapers that shows the amount of the FTE reduction and resulting cost savings (as opposed to cost avoidance).  If CSR call answering FTEs and costs went up in 2009 (compared 2008), instead of down, please explain in detail the reason for the increase, given that SoCalGas expected CSR call answering-related FTEs and expenses to decline in 2009 (compared to 2008).

c) Please show specifically how the forecasts of CSRs were reduced in 2010, 2011, and 2012 to account for the savings predicted according to the Excel file, “Soft vs. Hard Benefits.Dec 09.xls.”  In providing your response, identify the amount by which the forecasts were reduced (in terms of both FTEs and expense) and locate where in SoCalGas’s testimony and/or workpapers the reductions were taken.  If SoCalGas is not able to show the “hard” reductions to 2010, 2011, and 2012 GRC forecasts because they are not able to disentangle the hard savings from the soft savings reductions please explain how it is that the Company is able to forecast “hard” and “soft” benefits in the Excel spreadsheet, “Soft vs. Hard Benefits.Dec 09.xls”, but is not able to do so when the Company makes GRC forecasts.

d) It appears that the Excel table, “Soft vs. Hard Benefits.Dec 09.xls” was last updated in Dec. 2009.  However, it appears that the 2009 forecasts included on the lines for CSR Answered Calls (i.e., 7,747,906) and Self Service Volume (i.e., 2,057,832) for SoCalGas in the identified Excel table are different than the recorded numbers for 2009 for CSR Calls and IVR Calls included in Table SCG-EF-15.  Why was SoCalGas’s forecast so far off the recorded amount given that the 2009 forecast was apparently made in 2009, since it appears that “Soft vs. Hard Benefits.Dec 09.xls” was last updated in 2009.

e) The Excel table, “Soft vs. Hard Benefits.Dec 09.xls” contains the following values for the 2012 forecast: CSR Answered Calls at 6,298,615; Self-Service Volume at 3,744,349; and Self-Service Rate at 37.3%.  Table SCG-EF-15 on p. EF-36 of SCG-7R contains the following values: CSR Calls at 7,995,026; IVR Calls (i.e., Self-Service Volume) at 1,715,804.  The IVR Calls rate just considering CSR Calls and IVR Calls (i.e., without Pay-by-Phone and Email customer contacts, which is the same basis that the Self-Service Rate in “Soft vs. Hard Benefits.Dec 09.xls” was presented) was 17.7%.  Please explain in detail the reason for the difference between the values in the two tables, including but not limited to, the reason that SoCalGas has estimated two different Self-Service Rates (i.e., 37.3% in “Soft vs. Hard Benefits.Dec 09.xls” and 17.7% in testimony for this application.

f) Why and for whom was the Soft vs. Hard Benefits spreadsheet produced?

g) Please identify the annual capital spend on the IRV system, from the beginning to end of its implementation.

2) Referencing SCG-07R, p. EF-33 at lines 23-26, SoCalGas states, “SCG CCC operations implemented new telephony technology in October 2009, including a new automated call distributor, IVR unit, operational insight analytical software capabilities, and a new CSR desktop.”  Please reconcile this statement—specifically, the idea that the IVR unit was implemented in October, 2009—with Table SCG-EF-15, which presents recorded data in the form of annual IVR call counts for 2005-2009.

3) Please update tables SCG-EF-14 and SCG-EF-15 to include recorded 2010 data.

4) At SCG-13, p. RP-10, SoCalGas presents a table (Table SCG-RP-06) that comprises annual 2010-2012 forecasts of the O&M benefits resulting from the implementation of OpEx 20/20.  

a) Please indicate whether these benefits include those owing to Self-Service Call handling resulting from the implementation of the IVR unit.  If so,

i) Please call out the benefits stemming from Self-Service Call volume estimates for both the labor and non-labor categories for 2010-2012.  Please also identify the FTE employee reduction that the labor reduction represents for each of the years.

ii) Please identify the Self-Service Call Rate that SoCalGas assumed to make the benefit calculation in each of the years, 2010-2012.

iii) Please indicate whether the Self-Service Call Rates were taken from (1.) “Soft vs. Hard Benefits.Dec 09.xls” (i.e., 23.6% for 2010, 27.1% for 2011, and 37.3% for 2012); (2.) the data in Table SCG-EF-15 on p. EF-36 of SCG-7R (IVR Call percentages of 17.7% (TURN calculation that considers just IVR Calls against the sum of IVR Calls and CSR Calls) in each of 2010, 2011, and 2012; or (3.) some other source.  If it is from another source, please identify it.  Regardless of the source, please explain your reason(s) for using the identified source.
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