SOUTHERN CALIFORNIA GAS COMPANY

BRANCH OFFICE OPTIMIZATION PROCESS (A.13-09-010)

(DATA REQUEST ORA-OCE-1)
______________________________________________________________________


QUESTION 1-1:

Please provide a detailed plan of how service orders will be handled after the closure of the six branches. If there is a project underway please state inception and completion dates.
RESPONSE 1-1:

Service orders for customers impacted by the closure of the six branch offices may be placed via a number of options, each of which are currently available to customers today.  Customers may place a service order at another branch office, through My Account on a smart phone or on the SoCalGas website (www.socalgas.com), or by contacting the Customer Contact Center, which is open 24 hours a day, seven days a week.   

Currently, during a service order request, when a customer’s identity cannot be validated electronically by the Customer Contact Center, customers can present identification documents at a branch office or fax such information to SoCalGas’ Credit and Collections department. SoCalGas is in the process of  implementing technological advances using challenge questions to assist with validating the identification of customers who do not have a social security number or do not want to provide their social security number, which would minimize a customer’s need to visit a branch office.  This project is currently in the planning phase and is anticipated to begin in January 2014 and to be completed in 3rd quarter 2014.  

QUESTION 1-2:

Reference: Prepared Direct Testimony of Michael H. Baldwin dated September 16, 2013
On page 12 of the above exhibit reference, witness shows Table SCG-MB-7, which shows the proximity of Branch offices to the nearest APLs, please provide date showing how frequently Public transportation runs for the APLs mentioned in the Table above in the San Luis Obispo, Santa Barbara and Santa Monica APL locations. 
RESPONSE 1-2:

Attached are timetables showing the frequency of public transportation options for the San Luis Obispo, Santa Barbara, and Santa Monica APLs referenced in Table SCG-MB-7.

San Luis Obispo

· Mailing & More:  Regional Transit Authority (RTA) Routes 9, 10, 12, and 14;
 as well as    City of San Luis Obispo Transit Routes 3, 4, and 5.

· John’s 76:  RTA Route 10, and City of San Luis Obispo Routes 1, 2, 4, and 5.

Santa Barbara 

· Milpas Communications:   Santa Barbara Metropolitan Bus Lines 2, 14, 20, and 37.

· Pennywise Market:  Santa Barbara Metropolitan Bus Lines 2, 14, 20, and 37.

Santa Monica

· Ocean Park Pharmacy:   Los Angeles Big Blue Bus Lines R3, 6, R7, 8, 11, as well as the Sunset 44.
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QUESTION 1-3:

Please provide a list of concerns that have been raised by any government representatives, consumer groups or any community action agency whose constituents will be affected by these branch office closures.
RESPONSE 1-3:

Based on conversations with government representatives and community groups in potentially impacted communities, the only inquiries SoCalGas received were about how customers would be notified prior to closing a branch office and about availability of customer service options other than the branch office, including alternate payment locations.  Once SoCalGas shared its proposed noticing procedures and the broad availability of service alternatives, the government representatives and community groups did not express concern.   

SoCalGas is continuing its efforts to reach out to local community action agencies. The proposed Branch Office Optimization Process Application will be presented to Energy Savings Assistance Program (ESAP) contractors at a scheduled SoCalGas/ESAP quarterly meeting on November 20, 2013. 

QUESTION 1-4:

In a situation where customer’s service has been turned off and payment is made at an APL, what do you anticipate will be the timeline from when payment is made to service restoration?

RESPONSE 1-4:

The timeline for service restoration upon payment is the same for all payment methods customers typically use to restore service, i.e., Branch Office, APL, and Bill Matrix.  However, a timeline to restore service cannot be fully estimated as each situation can vary day to day, depending on the specific area, time of year (peak season) and/or other high priority/emergency orders for that day.  Customers can contact SoCalGas’ Customer Contact Center 24 hours per day, seven days a week or visit a branch office from 9:00 a.m. to 5:00 p.m. Monday through Friday to have service restored after paying at an APL.  APL payments are received and posted on an hourly basis.  SoCalGas representatives initiate the service restore order after confirming APL payment and schedule the service restore order according to the field schedule at the time the order is placed.  

QUESTION 1-5:

Apart from English and Spanish, have you discovered any other languages that amount to about 5% of the population in the areas that will be affected by the office closures?

RESPONSE 1-5:
SoCalGas has determined that customers who reside in the areas that frequent the Bellflower, Monrovia and Santa Monica Branch Offices do speak languages at home other than English and Spanish that are 5% or greater.  Below are the languages by Branch Office that meet this requirement:

Bellflower Branch Office – Tagalog

Monrovia Branch Office – Chinese and Tagalog

Santa Monica Branch Office – Persian and Chinese 

� RTA Route 11/13 which was referenced in the Prepared Direct Testimony of Michael H. Baldwin (p.22) was recently canceled due to low ridership.  


� These City of San Luis Obispo Transit Routes were not previously referenced as transit options in the Prepared Direct Testimony of Michael H. Baldwin but upon further review were found to provide transit service between the SoCalGas San Luis Obispo Branch Office and the Mailing & More APL location.


� The Sunset 44 transit option was not previously referenced in the Prepared Direct Testimony of Michael H. Baldwin but upon further review was found to provide transit service between the Santa Monica Branch Office and the Ocean Park Pharmacy APL location.
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